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Objectives

1.

Inspire Nigerian Organizations including Government
Departments to adopt Excellence Model to enhance,
maintain and sustain their competitiveness and market
leadership.

Inspire Nigerian professionals to build competencies in
Excellence Model.

Use Excellence Model to enhance prosperity for the people
of Nigeria and community in general.




Our Life Depends on Quality




Key Business Challenges

Technology
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Customer

Borderless
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Quality Mgt. has Evolved to Keep Pace with

Business Needs

Statistical
Process
Control

Quality Quality Quality
Insp. Control Assurance
ISO 9001

Innovation,
Excellence Models
(Deming, EFOM
Customer Eocus, Baldrige, DQA)
CWQC, Big Q
Total Business
Excellence
Quality
Continuous
Improvement

LSS, BPR,



Why Go For Excellence ?




Business Need is to Become Global Market Leader
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Agility & speed of response

Product / Services Differentiation

Cost consciousnhess

Culture of excellence

Ethical work practices

Systems driven organization

Continual improvement, innovation &
learning

Engaged, competent, committed people
Fact based decision making

Business intelligence

Strategic partnerships

Brand image

To address these

needs and more,
leaders are in

} constant search for

comprehensive

frameworks



Excellence Models Established to enhance Competitiveness,
Sustainability of Organizations & Economies

EFQM

1951, Japan 1987, USA

1989, Europe

The Models have adapted and evolved over time to reflect changes in the global market

place
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What is Excellence Framework?

How Does It Compare with ISO:90007




Excellence Model is Strategic Framework

Managing business
Reviewing and improving
business performance

Measuring progress on
improvement

IV. Achieving culture of

V.

excellence & improvement

Benchmark against best-in-
class achievements

m-honal

bt mport nt
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Excellence Model

l.  Provides leadership for Quality & Excellence
Il.  Help change mind sets of people

Ill. Focuses on all stakeholder

IV. Helps examine current business practices

/ o
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V. Develops people
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Excellence Model

|.  Provides a framework to manage organization through a
framework of processes

Il. Fact based decision making

lll. Helps organizations become role model
IV. Practical.
V. Can be applied to all sizes & types of businesses

Enablers Results

v
A 4

Criteria #3 Criteria# 7
People People Results
100 100

Criteria#1 Criteria#5 \
Leadership Criteria #2 Processes, Criteria# 6
Strategy Products & Customer Results

Criteria#9
Business
Results

i 150
100 100 Services 150

100
Criteria #4
Partnerships &
Resources
100

Criteria# 8
Society Results
100

Learning, Creativity & Inncl>\éation



EFQM Modele - 3 integrated components,

*EFQM

The Fundamental
Concepts

~

RADAR Logic

The 9 Criteria

@, Adding Value for Customers
Sustaining Outstanding Resuits o

® Creating a Sustainable Future

Succeading through the &
Talont

8 Desaloping Organitational

® Harnessing Creativity & Innovation
Leading with Vision, Inspiration & Integrity ™.

The RADAR Logic

Drfie the RESULTS
oWt o ashicwe Sesslon tar

AFPROALHES shat
il g e
ASSESS tae Ipact QLN the
and REFINE o cnsurs rorepemert lsn
you achiewe the
rared osut.
Enablers Results

Criteria#7
People Results

Criteria# 9
Business
Results

Criteria# 6
Customer Results
100 s 150

Criteria #4 Criteria# 8
Society Results
100

150



Component # 1. Fundamental Concepts* (Principles)

®_Adding Value for Customers

Sustaining Outstanding Results

® Developing Organisational
Capability

® Harnessing Creativity & Innovation

@ EFQM 2013 '

Leading with Vision, Inspiration & Integrity @



Component # 2 - EFQM Model Criteria

Enablers Results >
Criteria #3 Criteria # 7 '\
People People Results
100 100 |
Criteria #1 Criteria # 5 — Criteria#9
Leadership Criteria #2 Processes, Criteria # 6 Business
Strategy Products & Customer Results Results
100 100 Services 150 |
150
100
C“te“; wa N Criteria # 8
Partnerships Society Results
Resources 100

100

<€

Learning, Creativity & Innovation

Enabler Criteria (How) = 500 points Results Criteria (What) = 500 points Total = 1000 points.




Component # 3. Assessment (RADAR Concept®)

Results
Approach
Plan and develop
AFPRDJ}CHES
RESULTS \pproaches
ASSESS AND REﬁNE
Approaches and Depl nt

Assess & " iy

R Deployment

*Copy right EFQM




Mapping Initiatives to Excellence Model Framework

Enablers > Results
Leadership People Processes, Products People Results Business Results
100 100 & Services 100 150
* HRStrategy 100

Shared Vision, Mission
Living and Sustaining
Values

Personal Leadership
Behaviour

Code of Standards &
Ethics

Management Systems
Engagement with all
stakeholders

Change Management
Etc...

* Manpower plan

* HR Processes

* Succession Planning

* Employee Surveys

* Training

* Performance Management
* Employees Welfare Program
* Etc..

Strategy 100

» Strategy Deployment

¢ Communication Strategy

* Performance Monitoring (KPlIs,
Projects, Priorities)

* Balanced Score Card (B.S.C)

Partnerships & Resources
100

Suppliers & Partners Engagement
Financial Mgt

Resources / Assets.

Risk Management (ERM)
Knowledge Management
Technology management

Etc...

Policies, Procedures,
Manuals

1SO 9001 (Quality)

I1SO 14001 ( Environment)
ISO 31000 (Risk)
Mystery Shopping
Lean

Innovation

Designing & Delivering
Services

Customer Surveys
Etc...

Financial

Project

Partners Performance
IT System Results
Strategy Execution
related results
Process Performance
Sales etc.

* Employees’ Engagement
Survey results
* Employees’ related KPIs

Customer Results

150

Customers Related KPlIs
Customer Satisfaction Survey
Results

Society Results

100
C.S.R Strategy
Legal & Regulatory Compliance
Health, Safety & Environment
Media Coverage

<€

‘ 24 Sub Criteria, How. 500 points

Learning, Creativity & Innovation

| Total = 1000 points.

| 8 Sub criteria, What. 500 points



One of the Biggest Challenge -
Integrating Quality & Excellence in Routine Work

Only through integrating Excellence into the day-to-day operations across all of Company’s functions,
organization can successfully create and sustain a culture of Customer Service, Improvement & Excellence

- . Infmn. Tech. Risk
Logist
OgIstics Customer Happiness Management

Procurement & Projects
Contracts

Strat. Planning Recruitment Commercial

Initiatives /
Functions

Procurement Finance Licensing Legal

Culture of
Quality,

Improvement
and

Excellence
Employee
Development &
Involvement

Process
Management

Leadership Ml Customer Focus

Measurement & Continual
Analysis Improvement

Excellence
Principles

Partnership




Excellence Maturity*

1000 4

/00 —+

600 —

500

400

Score

300

200

100

0

Level 2

550 +

* Very good /7
organization

* Sustained improvement

progra
400 + . ‘I?seg(;riented
/- ear Performance
 Good Organization s improvement

* Quality Assurance
in place

Level 1

e Starting contir.uous
improvemznt

Level 3
/”/’
700 + /
. Excell?ﬁ@\ization
* Impgo¥ed way of life.
e_|fidustry Benchmark

Z~ Sustained Excellent
Business Results

|
3-5 Years

Duration

|
5-7 Years

* SKEA / DQA



Excellence Model is Beyond ISO : 9000 Standards

1. 1S0O:9000 is start of organization’s quality journey

2. Does not cover all / limited in scope. e.g.
X Leadership aspects (Vision, mission, values, Ethics...)
X Strategy Management
X Finance Management
X HR Management (Succession planning, Employee welfare...)
X Culture
X Change management
X Corporate Governance

X Knowledge management.......

1SO:9000 standards alone cannot help meet todays business needs



Impact of Quality & Excellence on Corporate

Performance




Impact of Excellence on Performance

O Award Winners
100% - B Benchmark Firms
86%

80%
Q

oo 60%
-
©
-
O

NS 40%

20%

0%

Operating Sales Total Assets Employees Return on Return on
Income Sales Assets

Performance Measures

The Effect of Total Quality Management (TQM) on Corporate Performance by
Prof. Vinod R. Singhal, Georgia Institute of Technology, Atlanta, USA



Journey Towards Excellence Takes Time

Winners

“Development” of management

System complete

Performance

Implementation period Post implementation period

Time 23

* Dr. Vinod Singhal & Dr. Kevin Hendricks



Baldrige Award Winners - Manufacturing

Annual Revenue Increases

80% 74%
’ ° 70%
70%
60%
50%
40% 35%
30%
[0)

20% 14% 11%
B =

0%

A (12 Yrs.) B(5Yrs.) C(4Yrs.) D(5Yrs.) E (6 Yrs.)

1. 20 % annual cost savings from energy conservation improvements for 3 years.
(Honeywell FM & T)
2. 23 % annual decline in customer incidents (Cargill Corn Milling)

24
Source: Baldrige 2020 Featuring Data & Stories from Organizations That Used the Criteria to Become US Role Models.



Baldrige Award Winners - Manufacturing

Employee Satisfaction Levels

100%
95%
95%
90%
85% 83% 84%
. 80% 80%
0
70%
A B C D E

1. 8 % employee turnover rate compared to 12 % industry average (Cargill Corn
. Milling)
' 2. Over 5 years, 42 % improvement in operational asset health. (Cargill Corn Milling) !

_____________________________________________________________________________________________________________________
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Baldrige Award Winners - Services

Revenue Increases Over 4 Years

120%
100%

100%
81%
80%
60%
40%
20%
0%
A B

1. Nearly 7 % increase in market share over 3 year period (CH2M HILL)
' 2. 34 % increase in assets and 54 % increase in profits over 5 years.
(Caterpillar Financial Services Corp., US)

22%

C




Baldrige Award Winners - Services

Customer Satisfaction
100% 93% 94% 89%

80%  /o% 78%
60%
40%
20%
0%
A B C D E

_____________________________________________________________________________________________________________________
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Living the Experience
“UAE Journey Towards Excellence”




UAF’s Journey Towards Excellence Started in 1990s

Quality movement
ISO Standards gain

spreads to other UAE SMART Government.
momentum Emirates — Abu Dhabi, Services on Mobile.
® Sharjah etc.
Dubai Quality Award ® Balanced Score Card, Service ¢
launched _ Excellence,
°® Dubai Govt. Perf. Dashboard, Stakeholder Innovation Strategy
Excellence Program Engagement strategies gain & Framework
momentum Launched

1994 - 1996 1997 - 2000 2001-2004 2005-2010 2011-2013 2014- 2016

, . MRM Biz. Awards & Emirates American Society for. Quality
Professional Quality E — Services initiative starts MENA office.

Federal Govt. Excellence Prog.
Groups (DQG, ASQ) announced declared
formed ®
® o

e-TaM College (Worlds 1st Abu Dhabi Govt. Excellence S O AT S

MBA program in Quality Mgt. virtual TQM college) Ectablished
started Prog. launched

Note: Not all initiatives listed. Indicative time line. Not to By Sunil Thawani, ex Jury Member, DQA & o
scale. Author, Business Excellence Awards, Strategies for Winning.
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Milestones on the
road to excellence

Charting the growth of the Business Excellence Awards
over two eventful decades

CONFERENCES - VISIONS2 REALITY AND
SHARE BEST PRACTICES

i . — - Dubai Quality Award.
TRAINING AND DEVELOPMENT - GLOBAL RETAIL

l oAlc NI 1isall

T HI- MEDIA OFFICE

H.H. Sheikh Mohammed Bin Rashed Al Maktoum, Ruler
of Dubai & President and Prime Minister of UAE presenting

ACADEMY

3'0001. f’tPp.lli'gﬂg?f;:;"l & lO0,000"‘

% s
1994 2002 2002 2016 §) Uit 2000+ | ree s
i DHDA, DSES 2000+ e

Launch of Launch of Launch of Dubai Launchof | 2 500+ DSES Outlets 1 000.|.
Dubai Quality ~ Dubai Human Service Excellence  Globallslamic  BH P ’
Award (DOA]  Development Scheme (DSES) Business | Assessors —DOA & DHDA Annual Feedback

Promoting  Award (DHDA) Fromoting Award (6184 [ 300+ Reports-=DAA DHDA
organisational Recognising excellencein Transforming '

excellence and rewarding customner service Dubaiintothe X Mystery Shoppers — DSES

HR initiatives standards in capital of | slamic

by businesses  business community econony

500+
Winner Organisations —
DQA, DHDA, DSES

18 DOAand 3 DHDA

Gold Winners




Strategies to Implement Excellence Model

S

0 s SN N N N N N N N NN

Balanced Scorecard & Performance management

Benchmarking & Best Practices (currently at infancy stage)

Business Process management including Reengineering

Corporate Governance

Corporate Social Responsibility (catching on rapidly)

Customer loyalty/ satisfaction measurement

Employee engagement/ satisfaction measurement studies

Enterprise Risk management (1SO:31000) & Business Continuity (1S0:22301)
Financial management standards such as IFRS

Innovation methodologies

ISO standards such as 9001, 14001, 18001, 27001. UAE is leader in region.
Kaizen / Lean Six Sigma

Mystery shopping

Stakeholder engagement

Suggestion scheme

Big Data Analytics etc.
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UAF’s Global Rankings 2017

The Global Competitive Index - 17t

(Source: WEF)

E-Smart Services Index — Top 10.

(Source: UN Report)

World Happiness Report, UN - 215t

(Source: UN Report)

32




Closing Thoughts
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Cost of Poor Quality — 15 % to 25 % of Costs

T U

ZAZZLE.COM

“We have learned to live in a
world of mistakes and defective
products as if they were
necessary to life.

It is time to adopt a new
philosophy in America.”

Dr. W. Edward Deming
1900 - 1993

34



Potential for Saving

A MCKINSEY CENTER FOR GOVERNMENT

S0 GOVERNMENT

% PRODUCTIVITY

O UNLOCKING THE $3.5 TRILLION OPPORTUNITY
Executive summary

” "
, DISCUSSION PAPER
‘AL A

“World’s Governments can potentially save as
much as USD 3.5 trillion a year by 2021



Creating a Culture of Excellence

Inspiring Dedicated
Peopleto /' Leadershipto

build their enhance

competencies Business
in Excellence Performance

Culture of

Excellence
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Adoptinternational Business |
Excellence Models in
Government and other
sectors of the economy |

Go to nextlevel. (Beyond ISO
Management Systems)
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Rate of Improvement Decides Winner in Market

A

West

Quality of Product

Japan

1950 1960 1970 1980 1990 2000

Rate of Quality Improvement in Automobile Industry,
From “ Making Quality Happen” Juran Institute, 1988.
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ASQ
Global

The Global Voice of Quality

Achieving &
Sustaining
Excellence in

Public Services

Excellence in Government Services Adopting EFQM Model

By Sunil Thawani - May 2015

NiNQA

NIGERIA NATIONAL QUALITY AWARD

M5O e

February 2014

20 Years of Quality Milestones Mark
United Arab Emirates” Journey to Excellence

by Sunil Thawani

Ol and gas has always been a major contributor o the United Arab Emirates (UAE) economy. In the
At a Glonca fance
u

* To enhance the
compettiveness of

)

ASQ
Middle East
| Africq

Tt

Business
Excellence
Awards

Strategies for Winning

Sunil Thawani

contact@qualityindeed.com

Q&A
Thank You
Sunil Thawani

www.qualityindeed.com




