~| e g s € 50



(OEM APQ(8)2s L) )5 § cuns (slasisld Cupss

005 b

31 adbile (e saw g (5)do ¢le

:d)ys o6

ol Libyy 15aly Ashwo § S81)5

1WAQ )oa)ei0- Jol

0l Ayl 9 A6

Q@Ooo

13

Sl Bodas bs ASyDH sy Ol Ga

0alw 5)w 9)303 89)5 SilblI)l 5)Ean b

—

G s

IS 5 s slasiul 6



S i

OB Sy

sage 5 OLsidie (sl5s (3L B 5 S oo Wl Gledla Hu o sme (B8 LISy S (slail 3
Lyl (S Ss 5 lesla glael 51 golad sl slaas g5 a5y 0ol b adl oo Laail )3
Ll 3 ) allas colilae aladly Lasil ) Gl oSHlie (S s 5 Sos slaanl i b glasla
Lo T3 i (slilodlon 5o ol oy pem B3 5w seatioli 5 Jirals s gem 4 Gladln
S solaems ) 468 K515 Jledle slaaaly 5 (solus sl sun Ho sulisl lia 5 S5 S5 &) gams
S s 0 88 e s Glialanil 8 o e sl e 5 4GS sleal, e b Glesle
faols JLia 15 3 9ol se dlas 3 (oo pllaols lis awin] )3 canas 5a 5 (Jsual @ oo s
ialalhaa 4 e 5ol el el Gl 4S8 S wial pa =8l e il 5 eslite Sleaa b e
ol 3853 5l pa o eal 00 303 a3 Gladlin S apd 583 s (5 ide €S A 5y ad
ol 3 0l s caca,uls 8 eelad 31 il LLals gla GISadS Gl 5o Ll ol saes
A oo b g s
il (oo RAS Glinas S oS il s ja Gl g a8, YL 5 YL e e
ol e b S5 colas il 65 aaelS b plnis 0508 @O sl 5 i
pac ale 4 ol (il o Gl 5 el cdi 5 JSdie el (o Lk (ERP) glodles mbia s3)
lalid aue 5 ssase Slojla o)Ee i o Bl b e bl 38 G5l 3ms
o9 2l 4as go mlie 5 e ol Ss g O adbie sl slanl B 5SH
OLesbes a5l 53 (553 500l (sla allis 5 wleMlal (5551 535 (I8 (il o gead 5 5 ($55 55
9 a8 sla i, 0l Gledba eslal 5 a0 S S Su 1, la leslas (soaa, 5 cuae s da
SV PNRT SN - DIVE e e 058 il G LT i, € ol il

(oS 5S las il suleT SLeMll wua (sla allis b ol€an (sl 1 552 wb La olosle
e da Glesln (gl lead 5 YIS (UK (el 5 50n3) e e ¢ SleMbl da LS (sla allss
o allas Gl calad il g 4y it (s sase Syt el Sy ol dmn o 5 Ol e b LLS )
SIS alal (10 5 5550 sla AlS (38 8 5l 5o b T8 e sae allah ol Sl gial (sl 3 o8
OB Gial8) 55 ol alaal (a8 Al S o s Lal€ Gl G (s 8 uas LSl ulal
ol 5 goslos (IS Ol oo w8 e allss Gask Sl o @Oluaiiie 5 8a 558!
oo Olodlar o Slae sags Ca o 3sse Gy 85 el s Gl 1 LaauT 8 51 S

Lauai 58 cu gl cga o g sad olulis (i LS 5T il jo € el Glola Ho laanT s



O 4 ) Il ) Wl S5 ulaS Hla ke S 4 guie 3l cuad ol s 5 Ol Sl
Sl wan bl Cpl 4 LS5 ) ol a5 pae Syl Galu Sla @S LIS e
Sosk 4ol (5558 Lo (S 5 8 gl 585k wia 3L s 1L el sad LT Sk
Has 5 asw 85158 5o o8 al g Jele (pytage 5 sug LB, peald S sSlas ey S
5 a8 Jao 4 3 5 T sy LIS 5 S 5 s S50 3l sapan Ml S il s ppdpilans
coabaalid Kol SIS

ooy Sl 5 ol asdl 0 Ol (oo wan suac 5o LIS 5 S gla (S5 (polage
5 5L la culs; amse 5o uibe (3L sl LIS 5 55 aan 31 9 sl LT YL
1 suan laslil 5 LIS ol b (eomdy 3ol Giul 38 5 510 bl b usd (g5l Sialea
slaunl s ol suly 5 soladas Hlgie @a3 guan Ja ol Juls (ped g wdl e (b))
L)—" B < e (5..\.3\9) J\SJ g_,...uS LSL&“\;‘J—"J'& LSJLI-LJ J.Lo 531.1\3.:)4.&“‘ sudy ‘Lﬁ“)‘ J\SJ g,u.us
oLl 5 seme wan sla (35055 5 Lol pulial 53 LIS 5 S Ll slanil 8 5 La aiuls
Qb 5 LIS 5 S el il Jas Jpual € o GIS 0 5 Kol S o gl oo
il oo 05 o2 e S8 (5SS Grined 5 T 5 S g I B8 iy 5 s sl (56 5SS
e Wi, O iAo e e GRS el o (Rl 380 (b side (il ca ge el ol «S
W3S oo 0T Had B 31 4 5o 5 LIS 5 S sladiT S g el Gu S e5ulSe LIS

Jos 5 oo € OUSLIS Guls cole da)lS aladl o su58) (3551 L pla 4, slaal b s
g5 51 o8l & T Giisel 5 L alad) (3luatiuns GIS K aladl sl GlaSs sla € (o S
DLy 5wl Jalas ol el T Jslae 5 e o€ witly 4ty 5 gy La,lS alail 5o 5 Biliae
s S8 51 Y sane IShe (ol s o oudS YShe (18IS Giels slilae aladl By, oS
WS oo Bl sad By pad (g, g suldieal 550 Gligy

sla callas 51 gl spuasy K 5k 4 Lol ol sud 1,1 o 5S6 AR (i slad w58 gl
) (line b (Ko508) cmasa 50 S B 438 S o g0 oS5 polio 51 S dasi o il 5ha 45 9 (5,15

JLSS Gy



JES Gl

LIS e 1 oS K sl callad I L8 iy pas ol pelial s i € T ¢ wls Jals
slasals shls aa o3l 5o Lulad . 28 8 S5 5o 0T 31 i b 5 olas w8 S o pm
o olesles 5388 Sl 5o sla 4 dl sledlans sl o iS5 a1 58 51 aa 5 el Sl
LT 51 5 cpl il (oo da 5 =St s la3 slaainT 58 4 Slejlis sal s Gasin B (w5 o)
G i Sy oiie il 5 IS5 5 usls gide S wul 8 58 S upd o Juals
oS K50 5 53 Sl lauisT i B puall 5 st LadisT o8 550 isad b 5 usd g
ol J e € Ll 8 Sl G0 S padiiio b cutls Hledl wb. sl oo by guiels 31 553
aal s Cliial gl dily (Al 3l o) gm0l s (IS g (i Ghys S i Lasl 3
wsled oo alaal mlie 5 Lol JSES sl 1) s ol ladil ) e pae 5 ok

AT 8 e e K88 i 55 5 SIS 5 S slauinl S pas slasl 530 5 398 e L aa 5 1
AJ;CJLAL;J\»J‘SGJéJJQQTﬂquﬁ.MA.A‘@JaMwaS@‘oLQLo;LJJJ
b o e g5k suly 5 Yo oA Glalns Qoo gl soliliad il soly psdl e s b
0 olesl 5L Ko AL b i LT 5 Sasa e T cusae slils alhs,l ol
L 355055 5 soliieal b Baaly ol 5o el st 0SB LasinT i 5 L 35 ieel 6)les 4a LS
500 oo Ko o bssse slauinl b g 4 O paly (Slen IS sla G i a8 5ul8
ok ol Jae 53l LS od slaainl i sud s diib saoly sl S 1S el edS
5 L e Fl G LLI) ead iy il Csaoly Ol sulise Hon sl sad G eaya S
O ot GALE Jao 5 e S IS0 5ol i€ 5 (55 8 5 e go il 4338 5153 Hlaias Lasi] 3
152 B wles oo S Lpilo b 0 dinn o Gl - 08l (oo 9 Slae s a5 (I ST (1o L)
oL callad oS waa 5 Sigs sleals s s Glas (ST a s sl Ghase G150 b 3als
G052 S8 b (e ol s b Gaalad lalad aas oo Glis LT @ 1 (5 slaslil 5o el g
D5 duascn o ik a8l A Juola Sl 0 g 50 SBYA 5 (ol S ¢ GRS e <5 S8
Ssa o8 slgal, RS LA Sl s g (plalids bl Ho s sa guae lplo sl oS b
aols o a8 S e sl s sl

59 Aline sledas s 5 Olis sl Do 5 ol sud LuawB VAVY Jle o s ge
ol 5 (550 s Soe il cullad s lelesl 5 (sl daall LIS 5 S sla
Aot 51 50T 5o (Bl il 5 50 s g s lala sl Yool g Yoot Yoo slella 5o 1S 5]

S s sede Jue il 8 cosane paalie S35 odle il sud an BB Lol ool sud



g Lol oS58 5l (g5l Jase 581 (SLES 5 (ol s8I (6l anulin slaial; Wil g B oo S
Ll oS g ol Lo aisT e cuae STl b wolal o cul asel o€ 515 LaniuT 53 (g5 ledus
piled eSS sudla de gans condd Bl ] Jao (slgudinn 51 S5 58 (5558 (50050 sl aadllas o S Wil
S5y oS Gie Ho ols JKAI sl (Sas (il e Glals 5 lllae (S35 cle 4 sgay (ol b
Gaa 383 50 ol £ Baul A lad aiad )y, ololamnl 5 b slaal, « ololgidn o« aal aals
Sasls oo oals asn 2 oLl o walsd LaS el Sl wT i e jnse K858 s Lol
et 5 a5 Glodlos (puuige e £ oo sans uaige BT Glia oo (o sla cules
el sl 53 1l a5 (591 50 (ann uaige ST Slia (oll s 5 wiaidy ) sla (plasal,
plad (o8l 5 (Shous Glasais Wi gad (5L Ll GBS ol g su e Sads

a5 il e wu -Y ot e -

JLESUZ:‘;‘ o

1-Safari@saipacorp.com 2-Hasheminejad_Sa@saipacorp.com



Vol
WA
VYo
\YY
AR
\YWe

Olse

LYY
015 € a0 paalie s Jgf Jusi)
ST 58 00 V=)
(YooA) Qoo o3l slaie 31 uil 8 e pae —Y-)
(Yoe) Lol o e e alais 5l 51 il 58 o ot —Y-)
SIS 5 S (slaninl 8 e yaae —6-)
T8 oS oplal 5 il —0-

158 (5l g 1)

Silug s Lol b oudi (suis dlabs g2 ,la 1 p ga Juad-Y
Gl 5 Sl adia dau g3 ] 58 V=Y

Wis (S99 g 5 slanl w8 - Y=Y

closd 5 oY smns GByds LG sl -Y-Y
909sn oale s Soad w5 -¢-Y

Goide Sledd e e wilj5—0-Y

o) Glo yen o e g dao 3 w3 1Y
el 5551 08wl s -V-Y

Sl ol o saae a8 —A-Y

la olols KL g eala @bl o aul 5 -4-Y

Sy baime 5 blags ¢ el oot sl i -V oY
2ol Il o mae w T8 -V Y

S5 9 oS ¢ GBI S sase W T8 VY=Y

:Ct't“"



1douds

Sledbl (5551 8 GBE GRI3E Ga gemd 4y (5o5) 8 49 il e 5o ke 5 e o i
La oledles sl 5 08 58,80 1 L ladlon o ae 8 5md dgiledlon ol 53 (553 suselS (sla alls
San it Lo s £ o s 08 gl @ LT ad) o€ plajliale 5 mus la (2, @
solad - w5l sl Sledbl wua sla allss b ol€an (gl 1y 553l b byl ol su
deiloslon (sl oload 5 YIS S el o yuady usaite  Sledlbal ap LS (sla allas ¢ <5 5 I
ol Sl go Gl aiiead (T pase Side Juad S5 ghols et out 5 Ol b bLS I oy saae
el gl sl E sy s La allas oyl

@l o saa3y LS, alagl 5 LIS alasl (615 5L as 50 sl a8 (38,8 515 50 b wiT 58 e sase allss
olwaiions 5 00380 (B, Gl 38l g, oS slanl ¢ (S SAl S Ho s cla A8 ol
ot 3 a5 a5 cai g (50T sm (LIS Ol (oo TS e sase allss Gask 5wl (o
o9 48 il Gloslis 5o baaisT 58 ey lo il o Shac o ggs S 4 55 9590 Gl 859000l
Olesler (@IS R34 ogie oS Lol 8 oo g8 g 5o 5 20 oloolis e LS o 4o
5L cullas 51 S5 5l oslie w8 e e allss ,€ o 5pm adY ololiil upd e
st slaoSa sl sual ey 0 J o JolS 3 5 (Sialoa € ol ] Sua < 5l 8
Ailead i€ b LS sud GAl oY geans 4aa «S uau o Gluab) g el a3

(olesbs sl (), 4 (sl Bl 5o (2T 5 (i 31 Sl o5y s © e b inlnb
it 855500 €S 5l cpaal Loy Bl o) 038 B 5T ssser 5 T 02l Ly s
SEabl alb 5o e sla Gl S 31 (S 4 b ol s b Loyl Sl bl 5 sumse
A i il o 6 el GT 51 a6 da s Gl s ol sad Jous Slesle wsae
S pae aalie 55 S oo as OUS ol b o (T slaau T 58 p3ds 31 0l 5ee 44 0 gams la L
AT 58 i e dalal 5a 00 S s w58 S e300 5 Ginly 5 Ol saly dal e alaa ) wl 3
Jle Glalin s Lol ol @l e puae Jao 5 Yoo A Jla Gllnns Ao 0) 0l solliad Sl )
s slasolulial 5o ol Sunlb 0Ky, slla B ol sud aa 3 Adig) 4 0ds Yoo
2l o il i cnpae Lol sla aiazy 3 (S aS 6 olS g Ealis cpinan oo S pad e JSlga
S8 ol (sl 8 st 4 (sl dlils g o aae B eSoa sl 5 T8 5l A 0S5 b
- ail soliieal LB (5l S0 cga Lol 351 Sosa0 1 crl 435 S

ST oy oo 5 Slallhe da go 1 Sunlb Coaoly Hoae 50 GBS ol 0Lk Lo



q

el 3 iy iladl g s sl LSl Lyl ) 5 il soliia lea 5 cnlio 5 5801 S,
ol b ol oo a0l oo o slite AliAe (sla Lo sl 5o ol i oS s s S5 (5 S50
Ol shoat Sl adhals olad 5 Sladlos 580k S 1) o S8, p ghie 0 522 9595 b Lol 3
sla Coaoly S soliial 5 ol Sunly8 calie 3 I8 5 podge Gag wan 4 Sl

o5 slae cosas Wl sud Ll Jas cal wael ¢ Lplesles Bl (ol o sud a4l
a8 IS 5 LIS o Jal€ agad 5 leslas oyl ol pmae colaa aie 3l ol ol 05K 5,3 suldinl
LaauT 58 @ e aal g wa Sl pac 4 saie Hlesla SO G g0 Alias wledlb) S adl o
Al S ulaol b Lol ot sl ga Hlada o saaaay Lao SHIS 5 wlio Hl sulitl o) gail jo 5 o0
59 4 s e Sou 1T B 31 glal B Jeals sbilne ol 4L 5 1 Sun s
S gt 5 B0l dhold Glaslid,; b SUS S o5l 4 L Gl it (ad plga Sl oo slss



:Jgl Jud
W19 o pe madlio

:..\l:‘bé s yade —)
oSla 3hio 5 J sl 5l ool b ity ols s 5 golaidl il 4 (ol sl (S a5
Ololaelges 5 sad Gl laslpn (gulialll adlie (el Can o ol (ol bl o cdlas (B, 5150 5
Ol oo mlad oS a Gad Jlate cans © dasla B W gd oo Gaels wiliiis daasls ) Sa sa S
salyy (BB, cade slagl 5 ulaldl pilie 0 ol 5o Gledlu u Slae b g skt o Ll
5 bl el ol XY L cl o 5 wals olesl T Ho awlE e ae sl g5l
leellad 5l gl de saae (3550 s paadadly (o Z)JUJ‘ 850233 53 LIS 5 s sladil 8 e e
G50 s o s as oo I3 S8 5o Ly Sledd U Jsemns (351 €S ol IS 5 ansS
slasisl 53 (B, 8 5aas) 5550y - 5a3 GINVAAS Lo 5u SIS 5 e 8 pa il 55555 L 1,
clad oo pn Sty slasnl S 5 Lol slaunT 8 (i 5o 4 1) sad 8 sleledlu 5o Jads
aladl a5 5 e arols 1380 (3551 I Maal o it oty T 5 s 5T Lol slasi 53
(b8 5 3l 53 (slaninl 58 wiile) 3 gl oo (s 53t a4 T =Ssa 5 Jgemns (B, (S8 s L]
sheol slannT 55 g5l solel (sl «S aiiaa olaunT ) o) s o Sluidy glaail )8 i es
3 WolS e gans 4 o0l LIS 5 S Slusl 5o wnTHE sl e aladl el shal kulyd
M) € ol s 0 Gl 008 e el il e | i goide o)) S olgillas
s Sed dad 5 pl pmiads gla a0 1) O 5 su S oy W8 asghe @ (el
e aas Hluly 5 sanasy leolsds (s 0 @3S 18 Gllaa gladub s G gl (ol
Lagsolsatia Gal o Show osla SSou L il g alas) s (olongs S W s 5] B8 @ s (pl SLL
s g Sl & sl caad ol SunT 5 0o s, o oole ol 5 osad o o3l Lol 3 Sialaals 3|
8 Y sans 4 llxd el IS 5l ganly iy o) JS 5 e0m Gls sl ilon il
i Sosen b 4 ol s pd 0 sla by B a5 S T8 (Koo b 5l aas e sl
S 2l S8 8555 L sane (ceutige 8350l w3550 0 b 4 1 soie wu 31 B0, b !

G g3 sae W0 sla L B el Aalsl g 1, Gl psae s suls Huas da 0 068 | Lole Hl oS 5a

3-Value Chain 4-Value-Added

—
-

I 9 s gladl B & e



—
—_

IS 9 s slanil )9 Cu yaae

J

b b sy 4an o Ranl s wul 8 slebesla s,ll gl Ko @l & 8l o) s
(B9 Ok 5 (2oL Oas LT SLiasse sl slee w3l Jad wias oo aladl GUSIS 4l S
dlan 5 Glosln sl sla 355l 5 Glosae BB (lodles HEALL GUSIS @ by sreas
L Lleslos 5o Mac Lol s gad (s Gl LdT 5 1 (ol ,SainT 58 05K 55 wbs 48 wiian ola sy
Aullsy 5 a3y 358 (@bl OIS pads ¢ adilodlu S lKa ol opl Ol saliiul
s S5 G b b T &S on oS o o pabie Jlaia 5l o HLET LadiT 8 4 basi se
il oo Lplesla S5 (g, ) @plite S i o Al g Lo w
Lo T8 sl a8ly AST 553 SIShs pie €0 o i (ol Oloste g € s K3 sl
sy Ll 4S Loyl ;8 4 o s (o Jalo ) Bl el LIS 5 S Sl b s 88 aa
ISt aiils s ol s 23S Jlos caeas 30 L3 W lo3les 4an AL 4 caal oyl aiieus Lo olo e
o3 le) Job o S W gl oo ulal Jgual Gulal n Slodlen sla, Al Gle) ol G5 8 oo
cdsene 3 e slaslale Lol diby sl SEaL ( obslaa sla)bal sl il su
O slemllas Bia 5 LIS 5 S slaniT 8 Gulasl Hene b oS el Ly, (2l Sawl 8

sl w6 Ks aobie 4yl (oo Gl 4 (B cude Gleslu sl wagidl (B
il o 5o oal @ sad JUS bl b el 5 wisadine (325 el 45 ol Lgillas 51 (gl o ua)
9 ol 5L ol oS e w59 b Gbl 5 ST e wwT 8 S sl Jeals su 38l (E5) G
0 Ol sl 31 5 LaainT 8 (55,1 sl (oo padiidie ¢ ol s su 5] GEOLS S (g ik
PSS e (s aeall dus A

Fola g uas (oo pauddin | ) AT (s Jidie ds (ol 15 yiddie JIAI 3 wiaddy 5l slaial §-
W (5 yicdio (513 (518 LaaiaT )8 (af Cllia ja iy oo O (S s ja Sdla g 4
Sl g ol (55952 (Lo jles (515 4S ol (Lol B 15 yiddie Y3 51 (B )l sladial -
D9 oA 93 &Syl (6 3 SIS § 9 e ad O I (ol (S e
o) 43 g a8 (oo pladl (5958 d Slayls a4 Wi alaui 8l slasl $-F
il oad S 13 518 Olejles lpe g 9l 5 s ST

i as S alb aa sl IS o e Lol s el a3Y w8 & alob al&ia
Ll 5o wl 5 s 5 (B pme mlie liee (oIS 5wl )3 sud (s 5p sk Blual GEAS ()l 5ee



Wil S Saa glsls wiT58 5 cel a3Y oSl faese S Sle 4 asl o o2 )
Susse ) Gl paalie B aslae sgag adl 55 G A (Sledle Blaal Bl o el o
ul;l.‘.u AJJJT\H 0:»‘.3‘\93 @‘ﬁ‘)#@ﬁijjdﬁw‘ &JL’JZJGJ\% ._\.%TJS
R VL I N ERPRPR ERCVI -3 | JEVN W PIVIR SR U PR PPN V. N PN S R V00 e PRCH D B |
GJLAMJ@JMxoT&mlgm‘Jﬁc;SﬁugJSJQ‘xmJALJ&'&SQ‘JJ%(s‘).\
Afl—}.@‘\)—h&t&&‘)\’d#)ﬁ#ddﬁaM)CJJ‘:)JJS@GJJQJSLAQJSJ(&&QYPL.i
-\ o~

48 el ) il paiee 8 g 5 () oo 59 (2 )80 ko wulE cu e e Ol s S da B
s o w5 s Dyale 6y ol oY Sl Sl SIS £ 5 st 43,8

olosles sla e b

Laans T8 glyal oyl

2 8 (LIS Jsmns 4 bsise

c il 58 0 Slac o ghio 5 pags g lalas) alas zaladle

b S Glyiiie JolS cula ;) S Gl (o 15 55530 a5 polae s Blaal G Siege
5 oo slau Il b Jol€ Gl (ol side LU sl 5 oY senne 5 Sload B « LSS JolS
el el ol slen glps 3 s nsS 5 analan (sl oli ool ¢ (65 850 il 3l ¢ Lall Cyus
S B 4 (plies sl B gae (Sises) ain 4 S Bor Bl lal bs ol D 5 as
Sy ol sl o s Olesle iliane (glullad 4 da 5 b (les b o) sl s 5o salicns

.J\,.&L,.od.ﬁi}g«gl.}»QJ%‘Q&Q&\q&\x\JJ.ML&ocﬁMI‘Q e Jal

YooA QZ:1|J:$3 Qoo gyl ladlicyl Haie 5 .A.\:JJS Cas oo =¥
Qoo sl slau lalicd gy ¢ 93l ol o Gleslas WA 8 GaeS (50Me VAVA Jlas o

édl:‘:':G‘xém‘d)fcsﬂ‘dd-}\sidﬁf‘JJlASl:‘"“|6)“L.)f‘L.)fJ‘AS:)‘JMJJA;ﬁ‘J‘lZ‘SJ‘L.'t)
gl 59 Olo1o8 JLEL) 3550 4S 0 CadS paldS 5 WS cu e alee ST 5 5
3ok Ol cadS o e lgaiian € wo S da 8 A< Gl 4 apliliwl gl Ho e S 518 s

5-Continual Improvement 6-PDCA 7-Plan 8-Do 9-Check 10-Act

-
—

I 9 s gladl B & e



-

IS 9 s slanil )9 Cu yaae

J

anlea o Slead slasaly s) el agd oo sl suly Glodla Ho cwlio slanul s Ll a0
P ST 4 ol Ble gt Gl O ola Sl wile Julo 4 Jais slasal
8393 (63Yae Yo oA Jua__,bxﬁ\\ﬂoo\ o) oslulicd das AT ias o olas cud e yae
S, 3L 5 eals; alasl 558 Lo S Gloide lajls wlS e Jalsy G ool ol
Olosbus sleiallas alas (31 Sunl 3 (3 S e i b 5w su, 505 1) cl Glejls 4 LaT sl
SOk aay o aladl Glojlis 4S Fullad ¢ 55 5o L o plaibial (ol 0 58 s 5 (e s adasl; 5a 1,
Sl ) Jeals e o€ el K3 5LLE ol slasd 1 3ol ol a5l g pladbls 5 st
= A HL Lo S s 4 (ol 5 e slaie) il 4 LB Lol Sy o ple
LS Jlael o (n siage oS cudily aalpd 50 Glesls oo nae sl ok pilie o< o gt
S e plenrs S b Glodla sgade w il 5 Jlesdl oo LT a g o Ll 5 S35
Onl slpaia s b Gollae st Hola 0 15 0T (il 5 g 00 9 B g oa) e alanl 1) i€
Pl Slesles 5o Cplly aasy Gl allons o5l
clas ool Glaslen uuls e 5015 LT 0 5,lS 5 @S e nas alw 5035 50 slaau 3o Ll
ke s 1) L T8 Gle (B bl 5 - o
sl lialal LT S Lawin T8 s 31 3l aSnled uas g 6 S 0 Sl oy g0 sleiss s Lasbiae
L8 ol s ool 5 olalee Slaidy gl € (Sledbl 5 mlie Gugs Gusiens 59 5l-
e Jeala plabel caitins 5L 55 50
b Jalas 5 (4l lae <Sou)lse 59) oS oplil e Gl 1) La wiT b ool s
.AAAJJ:\.Q_JbLAA:\J)éQf‘@\_&:)JLfJAA‘J‘:@HJaM6}13@[&33@&9&3&@%‘5}?&&‘45‘_\9
5 5 e s Gle sl iy 4 el s s sl (ol slgaie s b ollas Wb La w8 ol
L Jseans Gkl 5 5330 slanil i alasl gl (Slodl G mlbie B plodlu & olSia
Joola oluabsl LaunT 53 65Kl Ga g JH5S el 3wl (i€ o sl sad uad slpais Lo
e Coaoly oo wb Gledla B Haom 4 sl ISy lasnl 3 JUS sl 5 p o wla
Sl sl el (55510 s b 5 Il (pl 5o a0 S (i yad il S o e
Jold (el Yo Ho st o)Ll i € e pae a5l 5L w550 sladinTd =Y o510k

il 658 83l 5 Jsmane sosTuay lie 5l pald (B nae sla cullad 4 b g ye lasi] 8

11-1SO 9001:2008



i o sate a5l S ol plalid Sose o Gloslu oo i K=Y goslab
W oo AT hal oga Glesla 31 G et b o8 Lol el 2 5Y Lol
Bl cal s JUS 015 Gledlen ¢ Sla sl (5 slaainl 58 S 51 lisabsl J gems =Y (55 570k
108 50 st Jlael YK 0 1l 5 p5h WS b Blae 315580 5 (S50 s olde Ll K L
1S 5108 505 Jelse 580 mad Wl e Pledls G
2l ol Sl b oS s a0l 50 Glo3les (U5 s (il 3lew ¢y 950 il 8 o g8l Sl — Ll
T8 U5 5o a5l Glee -0
(-l o wsa w158 4 g e «S) £V i Jlael Gk 5 a3Y JES @ ol QUIs— ¢
O sl oo Lani T8 (g5Se 3l 5 (il olsie b S YIYA Wiy 5o s pluslical Gl o Cigea
G 83I) (a5l se Lo s ool cga elie sledig, 5wl Glosla 5o €l sud
0 2l 5o 1 Launl 8 LUIS Ll W (i) Gol wled suliinal cudS e pae e sladil 3
Sladlal bl ] pad s sad (g5 b @l € oK wle bl sad (s, b @
90 0 3 sk aladl Jsmas Bl 51 Glsebl Jpma Hslie 4 il (2 lal cleladl
o2 oS o3l 5 (il 053l 5 68 Gledli 4S il sud dais 55 ccnlio sl (B, (i alK0a
slasals Wb loslus Baly Gl 500 a3 50 1, 0l e pase allss i 31 Laawl 8 51 S
b Jalas 5 3a3 5 ol (s 1 Laai T8 2230 31 uss cralie Ll (515 Jas e
lasals 5 cSe3lml 5 Giuly e olsie 4 sad gl pan lasals sui s 50 Wb LIS oyl
solaiie b b ye oleMhl wb sy Jalat 5 43a3 wil L ye mlie ol 3 s 55 5Tpen
sobilanaslas aal s Gl Sty wlolddl g5 slacia 58 das 51 oY gemns 5 Lol slass s,
dila b Sises) 4 n WolS dani] 3 (o semd 5o ol suid S5 OlaSB w g oo sualine «S
Olesbos 58 48 wlad (oo aSE o, lwslinsl (ol sl L) rasled (oo (o (53 4 1) () o 69
Cogo 01 LT Gu colas (5305 pob asa Shial 5 e bad Sallas 1 0 sa slaanl 8 el 25
oS o5l 5 ool e e sl gy g 80 sad g5k sulis s sA leslas 5o Gads 31 5 1S
Laa 158 51 S 5a Sl sael oy il (ol 5 sl pan 31 uy 155 Bl G Gl a1 3
ROVOS JENEY. SENGURVAIR SO . P o0 SUSNY S RUSTPVPI P BV PRI DN JE TR
Sl (B 58 5 (LuDb w8 S ol slaniT 3 51 (S wi€ (a8 JBs olgie o wle

-

I 9 s gladl B & e



194

IS 9 s slanil )9 Cu yaae

J

o it e Al sy enlisd Y1 i 5 5l il 2 3Y Ko €A ya 1€ gl Bl 5
Foaesl Dlassa o L85 (s o (od caalse 5 oS 5l
Gl Gl 33l @ 55 515k 3 oS b agen LT 5
Gosl e 4 o8 g alaiel BB ) 5 sla ot L
Concl ol L€ 5 Jlad oS s (o958 oleles LT
G o a3 g GBAs5 LIOb € paly oS ,a LT %
Concal Hlussa s ool a5 oS pb (355 Ol am olead Lls
Sl sut (5,1 ciad aulie Hob 4 oS pd slead 5 oY pnns Ll
Gl 438 K alai) =€ 5 wlosd 5 oY pans Syae Ll 5o 55850 olials 5l oSTLTx
So b gl 08 Gl Gissd s @bl wwlsE Gl suel crus mlb € s b
Slasl 5 UGB JSES 5 (5530 4ol bl ai¥ dalal joaas mwly a0 1) OLside slasls
DS ok saly psllas sad @l sud al b slasil 3 (o558 5 (SLIL slaai b o (Sl
i Oty sl o3 31 5 IS (sla (adls cunl a3V a1 58 (6 a8 0 51030 5 iy (5153 e
pes poa Ll ailin G Olsie © al aladl | oaie ald) suel ciusy B b uwliie 5 o ga
ol 9550 15 0T 5w S5 5o UBs8 5 (2LuL T8 Glea sl sy Yo Baa L1, L0
oAl u:l\,';d,ﬁ;.abyﬁlvaaicu.uq@‘ﬁxu)lﬁ
Gl 58 o aalsa A Mal aludl 4 5l wdl wsu Yo S SIS S50 age pedla s S
DI s sl Gl saa sas5u g 0050 (leolid | Jadlls Glbail aue gl (ol 4y Jle wls Gl
1o B b, Gty aldl o 4wl wdl ais5u Yo K033 L ages Il gae Ha. andls
o sandin il sl osly 08Il Ll ase
Sone 9080 el Sleladl s bl sl wm o Yo 51 Gl HIOL age 4ilin (pinas
LS o000l sl 59 S (ol 4 s 0 a Gl HIBL ages Glgas B aulas cule, 1) aglae
29 el ol K Sy ,Sily 5 S8 el Lida 1y sl abals Lo b WS 5 310 4

2l o il o e o et



T slasil 8 55l sulyy

aulyd s, ook S - o X

5 laal b el 2 5““ :
Plan 0

oS o3l 5 Gl

SLolud) cpaad T4
PRV, N Sl e
9 Sy vl Check

Yoo Gl Qoo ) o) st ) iyl s8 o e Slusel -V K

ilbagy) CudaS Su e alil Jus S 51 LTS S pset-)

e ol a3 dan 55 Jue @8l o5 oo sla S5ss 5 dlaal il jb couale sl &

il Hlodba slauiT 58 o (abisl s JES ehsa @ bsaye 5 (e SO S Lyl cuds
D S o Ll Jue ol o€ 38 5 S ualpa sualie S el 5 Gl b Jue wsa 4 S
waaly (s na) Sludial 5 T sose gy S 0ol asay Ll aic 4 weudS cu pae b))
mL.;‘QLi)mm‘otSJlS)@mJAL&QTJJJAJLQ.%J(oLoAJJW‘._\:gb.’e\,b,um&ts,ls
e Jao ol Jlael wul s 4 5w e Mﬁpl&gbg‘ﬂ@dﬂ\ Sl (o Slae gl
(30T e s 53 23S s iy € el S T3 L g Ko sy loa Baals s
o) i e L) LIS (18 Baale San <€ w58 o 15 suliinl 050 e site slaSuSs Ly

Ve

MQGA‘J|M‘{JSJJ6LQ‘)JMJP@&‘A¥‘{J‘J‘)ék:\.b_)dwlﬁ_}‘)‘d\g.ﬁ‘s )‘J‘)éjﬁl&)dd.ﬁ%
Olaa Lo cnl 5 608550 5 (2bool 5 oSO @S g G S e L8 4a 85 3550 Lacle
Bl o S gee (et o ad (bl sa w8 as e 5ol (pbislsA w8 5 Sines 4
IR0 08 i b 53000l b s oot (plidolisa @ agas 5 ol 51 (abislasa Jalse

ndily aal s wolsl (linas 4a o ol 5 Wb oo

12-EFQM 2010 13-EFQM  14-RADAR

215 5 oS sl S pse



\Y

IS 9 s slanil )9 Cu yaae

J

S o8l aaalpn o aiiS il s sase 5o JHUS Wl L1 age SIS 4 Gl 3 S

el s Juo 5o aS @8 K aais olsiee 13 Wil S8 USRS shsa o LSS 5 Ladus o 4en
5380b 331 as (953 JS) wsn Lol b bagledla (T (alisy) oS sl & plesl
s (330 BB Ll SLulid) ol 5 s slasl, wins 5 o8 bE Lol 5 ol
S 5 S alEl S Ko T8 wiilas S pae wlalllas s € pa ol wals el g @1, 1,
sLauiT 58 saiane 5 sag o) i€ ol (sl aw e gale 1€ Wb (ol ol 0 s o (AB Haiins
8k byl 5 paald wilaal b o7 caslie 5 ssmps by alid gululy ploslo
Lol il ke slle sl &S sl s o yamd sy 4 Jo Ol soliis aualie L ol
B Bl Lskie 4 5 cuadly 5y e oS paaal S 4 1) sl b sud penes o 4sly HbALL
Lo LsT 5 Jao onl oS wiian casalio cgel rn (ol paalie ailed oo e mae luly 5 o555
WSl s slay b s loliiel 5148 S s caaalie cpl i) Jas Gulial 5 ly 815 5 5l sa
=S s paalio Cpl b b s deae 5o aS ol Lol aiienn oS5 g i (8 sel s sl Lo sl
Ol € aas o Lad SlEEaT (o pen Sl sud HBWL HIS 5 S b Hu S Wl Gale pla
el © b Olejlor S 4S GBlaal u) 50 5o cste ale G cala 5 O Siie SIS b aaalie
sla Glosl o Slae 5 Glaiadnail olboks (S oolie 40l @B e 5 (Sl shan il s
st snilai€ aaalie (pl 5o 4S cacl 80 a8 el yes lols S 5l (5 ged w58 50 wol e
o33 s oledl colad Ho asalie fpl 4 Joe g uliicl sdal e Jao Cpl peuliol bo i 13) il

._\;L..m‘):s_}c‘).iQ‘JMJAQJ@HGA.M!QTMJIJJ::M&

=L plies

0ol

I
Sl sunl

OLSLE Gk 5l (lelS

Voo otulons ool ool cupae abiy (S a5 Jue 5o (ol palie =V o jles JS

S e ol (S A 55 Jae Gaalis o sgde A 51 (S au S e sualine 358 S 50 S shailan



otaled 5e58 S5, L oS wal o Laai T8 alis g e e (godlas Yo Vo Jlus Gl g Lyl cudS
rabslad cule 15 5a) 0l se ool a 3Y (Jato slgbo sles Jae 50 (poliis a sgde Cpl Gulial s sl su sulo
© Oldonal,y 38a3 Hslie € 1) Wil sud guuas 5 L, GALL S Gl laniT b Caaolax
S e e g alasl (@IS 5 (edas 31 ) dags (SO185 4 Qa5 Oladind (61s 1581 (51 (s
1o ornlin sLas S, 5 80 s cuglyl 5 un b (a3 5 Gad 1) Glinlasul i
S 3RS il oo 4ol Lol slay o 51 53158 48 lanin )8 e saas alaa 5L (B2 31 ey
a0 anlgh B osa S slasl 1 b ye slas, sl 5 anl s o Slae cuulio sla podlas
il dawlie ciae Glie Blaal U1 sad (5,08 85000 @b iy
Sl i 5o Gl 4an 3 g s0S JAT IS5 L 5 55ge a3y cleMbl sliva s | olosacais
S suliie) dls g yo slanil s sud S i g ad o Slee s
slasl (sl L s 58 olali | glaiay (Lo sl (sla (suiail g3 g Lol j3 Las o Slac gla sals Sl
A0S suldt) (g5 9
s oSl LT (lLIS (ol 51 o sag dauin] 53 (5,50 L saiase sl | Gl GUS, IS
Il e 5 oud plulis la Saw) GaasS cga Lo Gladnd slael 5 YL mla 0%
il s L sladi 3 wan Gk

9 9Ske @ Ganay Haliie 4 1y Glodbu slad e B 5108 5 5 JAks S By s sladil i
S o e i sllae slan gl

slal 5 Jol€ cobia; Cla gl a1 LT 58 cao T sl QLo sle 5330 e ubeal s 0l 5l
oubelss 80 o Ssags 5 89S Cuae 5 Ak Hlalud sl 5 OhsiEe sl saild (35
sl Gio0) ok dugs sl a8 4S il sud Gl Lle sl 31 il 0 Hlae 53 Jus ol
Flplesles Hline Gl ulesl s sl o a0 5 (2 lob ladind

5 s b (ulad (OIS usnte a5l i Glgie 4 1) Gl Gy pa 0 slasn s
Sose o9 daadh (ST wsag 5 Ga 3 cosaae @l 1) (aulio slas S, 5 89S su el
S e 33 (il o 4slal Hlesls oo 3 1o oS slaaii

38l s 5 oIS B 1) LT sled e 5 Lo (185 5 LaaT 58 ISIL Sl s o
S o Gaad | sl slasnT 8 Cnols

Slaal b Sl (Lol slham 1 a) slieus (558 a3l 5wl b0 Slae 5l 2o b sla oL

REYY.X) «° ‘L’..a.uJS (((54‘):\.&“)

>

I 9 s gladl B & e



—
D

IS 9 s slanil )9 Cu yaae

J

cuan) 5 caalo b il o s |y (susT 5 GlSel o€ olasiTsd Gas 511 wan sla sk
S o curulile o gad wial gi slaol LT oS 31503
S o (bl 1 aaT 8w sags 5 L (555755 805381 GB5) 5 walayk

9 olol Jlse S cudS o pae ool sl Jae Hosad SO glaslee e s L Ul
5 (g0l aalie Gulaalys 1y Slodles slasisT i ol ge €585 45 aoT aalsd Gy 5,8
Lo sims i 31 5 ot S5 lston ol 45 g fooly e S0 (53 ool s
35 e 3395 ouis s 9ol eule dlae o sl saa JSiLe VAAY Lo o oo Sl 4 a5
ST 8 sune cautige o sede SLcnl sl sl 5 el wSB lagledla poliis saadl € Bl 5 S
a bl pobe | LIS 5 s

@it 5 daae alib 5 Gaols (Easalbl B sl colie saae padige (55 S el
oS i 3a wibe g Slae ubua slajline o HSadn slas e © olias @l Laal
Golse same (b 5 Gledls gy, Jalas 5 wias Jold sanse pudigpecic s 5 olosa
IS T8 G slaglisa glesla 5o (as il HEaLL (il g b ¢ Slo sl Hlal wilea
S ol SSUS (50,5050 dagledl sase pusige ol (Slodlos diiuls 5 Sia 8 suae (2b3,)
Sl o) ol i€ o dass 5o 0T GUSHIS 5 (Sgsa slaanT 3 L1 leslas (5 (6350550l (o) b
i 518 ol 5 oledbl (55 5L8 G Saslyss 5 e Saaa SHK G 3k

SIS aa g auid plulis A £ ghais 53 S 58 00538 G551 5 Hlo sl slanil 13 & alKia
S5 0 Ol Bin b 83 e paddie 5 aslas 058 K T mlie 5wl L8 A cal e 5 Wi s
5 55 e aallad yllas.saitls ST Lo shas 511y Lags 3515l (slpal 5 b sasel loylus
i sy o pae ook SN Ll @lhal 5 ool s Lol @ldS oy pae ol

Ao Gl ¥ UK Glas o) 5 oo Lani] 4

15- Business Process Reengineering  16-harvard business review



Feadback

Lol 8 abos s o pse =7 s slas JS0

sledssl 5 massale « L3l aiiy € o 5l bl s 58 Gledles 5o €S ari o JSE 0l o

s Slae b Llasks ol duwlis 5 Gladind sunl y Jla @l 5 Lok plulis 5 G« Gledla
0295 5 oy ledles a3lase LSk gl cusae sl Laelin 5 L SRl (ool & iy
2l Giaen WK a5 euls ssags o S sailb‘-: 1 osd slasl s sl Laalin 5 Las5ilad
ol Ol e @l 4 ol lal; 5o kS lanl 8wl 5 o Slae il glagails
OIS Blaa wS oo H18 suliinal o) 50 3350 slagleslo el Hu ;5 skie cpl € ol s s
iz 9 Slee (ulS (sla (adld i3S (sl malany paalsa o) 4 delsl o Sl (5] s 5l
S 9 o it b 4S (G35 waagd oo 185 (olaS Sh anla goe 1 Ul Cnl ly

(((':C_\.n.u‘éma)‘:.sbﬁ.‘il.otks)%M‘WC_SFJLAJJOL?&‘JJJEAJLS

17-Key Performance Indicators 18-Key Processes Results 19-Balance Score Card

—
-

IS 9 s (sladil 3 yane



—
—

IS 9 s slanil )9 Cu yaae

J

Bl Sl Gane € sl 50k dund 5503l 5o € (5308 Floy iy wemand il MalS
Sl L L ¢ waily iils 58 ge a5 oMbl €Sl G g Ladi st (g0 (rligs pliss 5o
Susd o paddio Of el Gual Y b 5 st s 5 Bl g 5 Lo S ragh (o0 o (ol 4 00 S
S b oosee Gl b 5o 9 S Aie ) g0 Wbyl Cuwjo sadi a0 Guda s HY ws
Suogte o9 Lo oS wiieia e, sSL 5 Slae S (gla (odld . o g aaal A 4ol e A g 5 5 9
L basi o (sla (adlid b iy 5 canal g conand g ail g B ani€ o a3 IS 5 oS (slaiT 8
4 pwles Jla el su S i sad (Slalae el 5048 Gle) 85L50 5 Gle)y Jsb s 1) 655155l
Wl (oo il 53 5 (s 38 s pamiadio sla yia 3 (Koo Shae (sl (sla ad L ST SUI S Jls
slaa, gty danul 3 shhal 3 Guy el a3¥ € Wl oo S Hsa3e Kb Sos Bk 3
Lol 58 ol 831wl dp B S 5 gad GanS 5 80,8 dewlio sudiuand Gl 5l Blaal L1 a1 8
e paald b 05155 slasl 5o 5 00 S Loyl 1) gladind glajls col Gl s (lesles sl
sladls 5o Slee gl sla paala Lo, slses G (oLl Gl 4ol wlad Jae o Slee (gualS
et 3 S s waled way Jla K31l hautebse wulsi slagga s bl was
(Soglosm salss plagadls 5 o uSlee b5,1 Olae oSpraal 1 oledbl ol
6l 1 oledbas 5 any K e Lagaals ol Lol il o o8 5 loss 3830 53 (B8
Ol 0 aiieus (580 ps3 5l dan lagadlis Gl 4l Sage 5 BES oo sy 50l 4 oS paanal
ool 5 LB (s S asanad (5 4 (gm0 5 s g ol 1y Lo 41338 3 Slae Lamdls oyl S0
L 1 Lasl 5 U8 e low s pla 51 ) reianplis ;) oS sl LIS silan S o suliioal apad Lt
9 e 1o OBIGAXE Jla olusl ) ol o)) san 0 g3 13558 51 4S il (5503 Hsaea b 5 800
o3l wie 5l Lol K 51 SSieuisT 5 5 JelS (55 53 BIA (515 a5l (55 5l ool Sl el s
S patlon ol Gl 5 lasla o Slae b5l Lo SSidsla dea 5 1L
s ol (el g 5 W S 5 sSse b V%0 Sl 5o 48 5313 el IS Jus
eals 5 Sllae laal 4 1) Lag 3l il 5 olesl oy o © il pe wal ga s (b sa
LS dan 55 ey 5 S0k (Al slaunT 58 bt (b sl Hlea 5o aSlae sl sla
Sleolas (IS Calual o pdd day 4S wils co Lol 0l 81 solad (5 sie (g 5Le! LIS 5l sulainl
480 S5 | 050 4 as bty slie dis ol yen slagleles el L« oIS ol i€ o sl
SoSa 31l (ol s s 5 05 wial 2 Lauis T8 alsle (Jsie (sul 81 (suial 58 e sae alsin 5

sdlans 5 5l sie skl oIS 0 Slae uyaae i 59 ik sage s 1 LTS8 s s



9 Shae slaline 230818 5 sSe3l il s & 5 g il A a el il e
soliiual Wi 59 ol 31 48 Sl slagledlin 31 ok 5o -ls sage s 1y SUSLIE 5 ledbes
aonie 5Las S g) pelad 4T Jla i€ o diids g alad) a5 Jiliss plesscs gu Gl WS 0
AU 5o o SeobSs Gl eolbior S B SeuG L wsa (Kol (lalsd 5o maS il
S8 iy 5kl @S e s Baob 3 SISy s slaniT 8 giludus 5 5l sHkel oIS
5 obesles ulS slaanT 315 o1 5 4S sl pon 53le wiilan (g5liel @180 53 w8l g3 suuse
a0 o JISES Wby 5 5 nSob (RIS slanT 8 bt (Il 4y Ll 1 o slag si

w0l g gt (sl (slaninl 53 Ll s e 5 Sl 4 Laslias Ll s5s IS ol S saliianl b

Lo 3 oo naer Olie by ool S e e sl €S 0503 SH9 18 (0 B8 Dl a5 L
o9 liwgdly 05K Caglie b sl Glsie a3 glaaslolin) allgw ploslu 5 dasuls
5 oS slaanT i ghladae 5 o3l ste sokiel oS 0S5 58 (sl 8 3, s 5 (S paass
S o8l 1y alls wel pw oS 5ad o) 5 g sala Jla o g wlsols 513 aSB o) 50 Sl 1, LIS
il 00 S5 ol wsa Lol w g 9 LU Lol olas S, o

S 9 oS sladiul  cu yuse —E-)

ol (Il 5 (s slacullad s sa 5 al i a b ¢ O nS sladiT 8 co e 51 sk

6JLI-U Jae 4_3‘9§J.A WAAS o W 5 pAL b (5)‘%:' (_;ls,ﬁ..\, uSLc,)Uo‘ L;L&‘a:u.n.e.a.u ‘U‘:B..fb‘ﬁ

et 53 Hledlar slaniT s (g3l Jae 5wl oo slas) cussa e K 3l 5 caly Sos o
s sMe oleMbal 5551 08 slalil 3 saliind 5 (350 5SS (slacmd sty 4 da 55 b o0 S oo alasl | glate
390l asa s 55 sad Jas slauil 8 g5l s SISl (Lajlil Gl iy ) 5Ol Jas IS
sl i e mae 3l asle obla 1) Sledbar 5 ssa s lAsE K 0l 55 o Sal,y 4 oS! ol
S Olsiets (A8 ¢ a9 S Sy lsiets A8 sl e ul Aline Slae b ledle
SIS Glsieds 5 A8 5 058 slapiana s (i, S Olsiet (plass 5585
o8 5 bge (B 53S 55 Duu 0 T8 il Jae slaslil s S oo sl (5ludn LS

CM‘&A&QJLE‘GJL}?J‘}?‘&L%{?J;}&JJmeJ‘J;QLo;L.uJL_;A‘JJ‘JGMQU&“}JJ

20-Business Process Management

—
—

I 9 s gladl B & e



—
“

IS 9 s slanil )9 Cu yaae

J

ARIS
QPR
TIBCO Software - TIBCO BPM
INTALIO=
YASPER
Appian - Appian Enterprises
Macronetics - Automate BPM
Ultimus - Ultimus BPM Suites
Colosa - ProcessMaker
System Architects

g oo 830 A SIS 5 i (slaninT 5 ol sledi s S LaaiT 58 a5 Glulas slas
oludaesiiig SIS 5 n sladil i cusne 83550 S culige o Sge Jolse (nSage O
olnlad 5 952 g0 slaunl 3 gloanal ) glaie 4 5 Laun 53 o SUalas b 55 oS el Jllad Lawl 8
.J):tiu.o olo8 suliia) o) 50 vune panige sla 3l i) 5 Lags sl saie ‘;Laz 09 dsaa (_;Lm;ﬂ).‘q
sl cuaiag 5 lad cuaia s 590 Jae sl ibadee slaslnl 3 OIS dalas Jullad (s o
:m\amiM&al;_};&_}b&\g@&ﬂﬁ&qu}C%JZ;AAH&AJJ._\LSGAMGL.HlL‘,LA‘}LJ
s 15 0a bt SIS S T3 & ()

(
(
S oo aladl (g5 (gl B0, BIA aa b Ladlas o) (Y
L bl b oLl el (s o 5 o aladl ullad e Lo 5 Lgillad (¢
e ST S e o s i€ 5 o3 saly i Y pane S 5 i€ il 8 S 0 (o
555 o ol 3 sk £ ulal s Y pane Lol 8 s 5laJae sleds

Liallasd 51 pmdtio (i 5 o) gm0 LIS 5 S W T8 Sy ot 0l 5o o Scullad slagd ()

o Gl baols LS 5 eSS gladae (¥ sl (psd SOSHIS Ledis) Gnl apdiee Ayl
@l 4l Ho 5 adl dals e HIS a8l Saaay Giula o el (Sae 650K (3508 o)

s S Hlaa LIS 5 S s sladul 8 s5lwsuly
SRe3s 5 S8 (solud S s ol Ko ob asalie b Las a0l o )8 2 o sla Gl g (Y
oo Lol suline) (BB IS 5 S slannl s o Sdae sl ol S e o) aiiiua as e
Bro g anllad el 5 1, olasS YJAM 838 sbael b awl 8 jlals wib 1S Jae



© S caledl 3 oS5 e e L el w158 S Led Gal b SRR glagd g (Y
S T 58 Ko g oo a3 LT lie e Melas 5 LT (sl i 5 9131 5 (slie gane &5 5
(S S se ) sad e (sla)lS S ol Al Gledds ) Saie o2l sl Ho LIS
88 Ll oo JBiae 5 Jlad siludas aaly o) e 0 B Ha dias e alad) BTG 5 (s3] e
Ol o Ol w0 g ge sl Galal Led® Glae Jolas o gam 0 LIS 5 i w18 S 5 s b e
aas aladl ;) pols sleiallas o ail 5850 LEallad 5l glae o 5o ol (Sae (18 S Ly
6o &S ol ol L) () Bas by o Geld (B8 S5 4 Ol 1) Letllad 5 (sle sane
e cnlie saany Bhie S5 5 ol LS

Sl il 58 L g Gl 5o 5 sut by (FALEGL) (5065 pulaal s 1 )S Jas — 588 (5lgadi 95(¢
S n ST usm y bcalins 5 a5 lgiadi 15 o 0000 (slla o £ dila S o) um 4
oledae sletiss O s (nl g saps oS Wl 5 (50 LLS,I oj e 0 WIS 0 LIS
LAl a5 Jsare 5 (S i oot waa gladinT 3 GIA L S slanul )8 Jalases (SaS laig
sl ool el s soliieal 3l (sla oS5t 5 ol Lo S LIS 5 S slauiT i soludue
L oaS sulisl la WS Ksl S ol K51 Sis B gl g0 6T LIl el o Jju ol g0
Olsie b oS G, (pl ol sl Fidio sl oo GALL Shcali Ak 5 JulaS (i) Olsie
S slallad 5 LS olasaad (0 S Juo gl @b oo Galid 50 s SHS olwdue iy,
25350 Ghao O e esdle oo D4 @ihedle (Sl S LB S oo plis S L plesle
LT alosl (5l 48 4aiT (st 5 ot alast IS Lulidh (gl GLlaS 515l S ol sic s 5155
O S Olsieds Ysans (s Gl O €388 sladas cales ploolis s soliicul cual S 5550
oS e plad) W S a5 50 sl slellad
L=

iisas i ey
(25 pn it )

e2a0s
b s a3

(S

(W i)

IS8 X}

La il
Gl e g0
(s ol

IDEFo bl lanisTé s5beadis Slosed —£ o,lat JS

21-IDEF-

—
-

I 9 s gladl B & e



—
194

IS 9 s slanil )9 Cu yaae

J

Ladlad Jao ool Lol ool sad sols glias ¢ i 5o dDEF. ) goluJa—o Hls gl
Ly 6 (peaslSe) 5 (250 (JES (59505 b e paddio 5a Sl b mallad 5o s
oo Lot 58 Julas (gl il 0 Wb 0S5 ) soldae Wiy, s Wisd oo sl sa dCOM
S aas Glas B oS o 3N 5a3 (50 SO bl gy 5o Jae (pl (igans s o suliiiul o glite ¢ glais
090 Ol sl o 1 a) ((‘s‘ 9 o g oladas Hlasas ol s ._uﬂ‘)s S oo 2lades gy
wllad gladae Slye alli HBALL ol  SU S sladia 51 gulae 5 Losans slols
Lol cand (e e S o 5y S b it 55 4 1 Ll 5 b 5 Lado yt
3 i lae Ja ol (sl game ( slage 2 ) 53 5 o 6 (slgiallad 5 (555000 st (sl SS sltillad
e oLt | T 0 sl sladin Lo g3l Lol aas g Lt | (gaiadials g ol 5 L S plessrs (slil Gulaie
90 08 4 el slediss Slealiinl b Jae bl 5 (oS slaggiladae sl 8l 5 s Gl Cnb
el M SIS Ll s Gl oledbs) L sa (S5 Ka uls anddsx
A s GLES sl g o e ) lalles I 5 o) cuns g
ey geddie (S slasalys g o g5a (58908 slasals Sledlb) aiie fainan

K LQ:\J‘KQL:L; :)‘ 9 C.A-u.l‘ sy bd‘d WJS IDEFO L).Z'JJ 4:slt:\ > IDEF«OOO (S‘BLJ.UJJ-A L)‘:‘:'JJ
&S lassluliod b LU, alasl 5 piules Hebie « IDEFe 4 s (o 5aa8b 05 008 analis
35 oo 83l IDEFA e oo 50 aS jasalin 5 L )i8alas 5 soliiul b . uS oo soldiul Qoo 5]
son sladil s sane alh 5o w5 e Lle sl i Gl 4 S padiiie wul 3 S Jus
oaudid | 0 g Jlael 55l slgssgune 5 LSS b 0T 5o €15 L8 5 e w158 51 sledias
oA byl g s 5 9508 g8 G a B L pald wolge Ho Lyl ol 51 S 58 Jls 58 4 ey
S obwdas L1000 AT s 48 ol se (s Sage Lo Lol iils GRS (g w5 oo =S5
paalie € Jla sl ol LT o soladws S cl (5al 3 g5 9 ol Baa I o
Bl S S5 T 58 (gleadue slaslil 5 Ledigs 5 LIS 5 S slanil 5 o sase 3 (Sleuie

22-ICOM



reral sk solo GLis y 0 JSa Hu € adl o o) daye 8 Jold IS 5 S gla anT 58 o ae
AR Yo Ye Yy
ol g 5 delaS (o Ol 5 o nae(p a5 5 Ol suly(o - (albk 5 Oladas(

IDEF« uleal s lauinT i o 5ledis Jlosad —0 olad Kt

ya YA Yv

S (S Sa 5 plesTicusa Sl 5 adl oo Glodlu 58 cga wadlel Hlal sty caliy
diale 5 (g seal 8a S hra S 15 LIS 5 e gl cusnae Lol Sl adia el T 4
J.A.Jgoc‘).ﬁbb&ﬁa‘y;ﬂbw‘udx%m‘;ﬁwdbdwwﬁ‘JQLA‘}L.ub._L\fT
P S oo gy ) olenl SIS s 4 el ol
(co0be) Sasioun Joidio 5,8 4 4 Lo
(OlesT) Sposte 4n poalsa (o Lo
(L2 ooN)S el (oo iy (ola (350) 4 o Lox

Jiaal € © S oga Gl H1 Sledl sla 5 ol Lo sl (supan g cile Sl ) 50lo
ColaS an (gl § i Jiw Ll © Gloola o sele i pa (gl o was o Gl o )ls
3ia3 sl Ho Wi o olelin 4 Slann] 3 oS el ol da g8 LB G5 aas ol BT
o i 0 Sl a0 B bl S o3l 40y widl ladles sla 3 il 5 Cilual

lobid | T 3 Sl glosla sla 33155l 5 s gele « Sl auia 385 (s )
ol 5 Gulian Sl (o€ LT 58 (551860 5 lulis w35 Glsie 5 ol LT sl 5 00 S
550 oo ol G anT i1, (39S liaibs y sleiadlad 5 ouy JS 1 0 sa lala 3l sl o)k ol

23-Model &Design 24-Develop & Deploy 25-Menege & Monitor 26-Analyze & Optimize
27-VISION 28-Mission 29-Value

IS 5 oS slasial b S pse | L ||



—
<

IS 9 s slanil )9 Cu yaae

J

YU e (3,50 5 5 89S s (B cosm 4 1) Glosla slaslS sl Ll 3 olabis o
o A8 Sy (oo 4 oed Conl 0 5Y 208 3 (Il 59 8 S olaasA susee bk
wile Slea sla KU (558 g Gk B oledl (55T pan 3 sl b Lol slas] 8 Hia
S 53 S5 o LT 53] om0 o gy (slasalsly el S5 05 i) (G 5 3 5D
bl Sias g slaes b s o slasaly sl o ot 5 dbsa e il K sl

Sl S0 5 598 Gl 5 GUSHIS (Gl e 4an © LET el 5 L] )8 uilulis gan o8
il G sale sl 31 4 (510 LT bl 5 Lpan soa 5 Lo oy LT Al dani 5 wh S gsmi
5500538 15 LT s (g aas (oo il Ssu (o 15 918l il s so0me w8 4 GussT s
SoL—<a3ly i ol b oS o cu i 1) cas S dang) g uas o e LS Ko you S
Dy o 4 ol oS Sunl 58 aas o Sunljd o3l €1, usa sla ol Sk sCua b
S 5 oS slanT 58 oladae 5o uy il (oo 55k T 58 Gad GhAs e ey wsa LKL
25 Ol S s 4 I8 e ) leludl o sad wlanl 1) wiaT 8 e ae slgialn ) el 25 Il
il aalyi 1 cale

T8l sla a5 T8 sladily JSas il )d o) sase Guaase
il 8 oo nae LI (5l ol ok (p

il 3 a sliael (puads

a8 o Slae (39S o b3l

(58 Sasdily Sl sk Cpuads

(sl oS g HBG bl

T8 slgmlon, b o Siage (s sl she

w58 o sliael (b el

SRRE A :‘\5 3 oS w8 elaiiie el 4 5Y LIS 5 S slasiT 58 hlalas 51 il o
Slars 5 oSl S K b 4 5 JISa) 5l soliinl b LT 8 slaal Sbo 5 el (LS (2 0l
oo e Joally i wile (g0l 50 Gainad Lo a3 b La)lS G 5 5 (05 alal wb 450T) Las Slae
e T8 S B gl e Gl L ol Shs 4 s 5 ol sla LB il o, sla

wolo LI Ll 53 slse Ol oo e w58 (gl aiiie (gl Sig @olie 4ai ulanl | sud

30-APQC 31-BusinessProcess Documentation



LT 58 51 Sisa calo 5 (Lol sla cullad daa 5o o 59505 s
Lo T3 5 Sooa Ho LT alasl el g 5 Lgiallas 155 Gasale

LawinT 3 51 Ssa (sl Hlissse Slaiine JBlas Guads

LawinT 58 51 S5a (sl 5L 30 Bl gew JBlas (s

LauinT )3 51 K sa 4 b g so slpead L ool (puaas

LaunT 8 51 Koa Blite sl 5 Jolal Glo cga il 58 lo gad Guass

] e el [lpales) s g8 il of a5t
¢ T ob a8 el bt
Seoftwrame - . ol 2 ke Ohbjectives- i RESORITES- S u S fus sl
b gl g e Ly Ll AL bt e e glbmty | ety

Omrpar - a g i Inpet- gy

Sl o S st st =iy sk

T C———. ¥ & fr—
gy o o acd e
s ekl el

g
TR " =
-
Ertard - ful s
e 2 G o e saa E 2 il s

w5 el 8- o slad U5

-
>

¢l G .
S 9 s slaasl 9 G yase

J



—
o

IS 9 s slanil )9 Cu yaae

J

T8 a5 ol saly - o

Ol o8 o) e 5 b s o (slain] 58 el 3Y SIS e slanil 3 hladae 5 calis ) e
Geob O (Suose 5 e lapiunw G calu JTs (Lol Hu g o sad (g5lwsuly LIS sousS
SIS Jae g a5 a1 Jeslle o 0 b LIS 5 S (slaniT 8 e ae ple
Slnis custe Ol € w3l aald 1 GGl ool HIS oS slauil 3 5 IS genS Gl 8
il aladl o Lol 8 5o @lmas b Gad S50 o 1 SIS soas (il 58

S8 955 el 1on) 35S 9 5a slanil 58 (olags 5o s)lsen b Hame sl olesla
S yd d‘):\.utlnﬁ K éJ‘Jl L@JLA‘)LH.I 4.5; U:" ul:‘):a_u C&JL&S Sdac ‘Uﬂ‘):‘t‘" | {;J‘.\A K} 4:\.4&\9:\:\
308 58 Sy 5 LaanT i (siligs 5o a3 5 68 s T Ol YL Lo Laawn]
il g cnd HSIL8 5 el g, ol 4K en s (BB 50 ok S (55 s w8 Ll Lhn 3
Sl 5o oad Juola lisabl LT 3 eluiie 6550505 5 (SeokS 3 dalse (ol o
o2 e LT3 b olodbu G Lkl aue wsa g oo sem 5o Gladlen b LaaiT 8 o (Siales ulsl
a8 il w5 uasS e Shosl SRl @030 © Al s lulis slasiT i sl
Ofiged S oo I8 da B e Sledle slajliale Suil 5 albb o salae 3 e g
‘AJY Slalas) JL_.}.: Sy 6o sla 89 oo dud 63‘"'“"“:" L;LA._L%TJS L;Lu-o).s Sacal ‘AJY
3 ol solyy dla so Slelud) (p Jlage .l aladl 63018 sl s SO0 5 ol o |
Padl oo ) Ol8 4 Ll 8 s
JlS K 9.;.45 GLA._\..%-“Jé 6‘\)%‘%&
ssase sla dlse B L (S 5 s slann] b gx
heares 5o Laail 53 g5l saly

ol 5 cu e ¢

oo S al 1 et 58 Wl 55 o Gledles 5o e o5, laslos 5o alees 58l 5 Gy
L oaisls glesls Lo 4 a8 @ a5 b gledl w8l 51 A slasy S Laul s shhal oo
S0 oS Yo Gl gieds ik walpa 550 el LapT (18 Gald S gl S laan]
Slasaad (A 35 b anb dad 31 alaslS wl olejlas 5o su s 550K slauil b 1l 5l aa
22 0BG 5 olae wias aladl 1) plesbas Jsane 53150l 5 pola glalifial oo sae 5 sulS
slasnl 3 sl oled) (555) 08 Glaadie 5 oS ol dugs 5 5o sob © Lanl 3 sl
il s yste BB (glau,luslicl U 3sllas Llad 511, 850080



23S o 5ll 1y LT b iy oot b laainT 58 oy 0 ,SHIS S Ll (sl S slie aa
Gal s Gl S5 se rnn 5 0Bl 5 o Laslias (ol ptiadls plasliae oo ge T 5o
58 S8 e s s SHI8 G T8 e wile pledlu wsa slasks Gl 5 b s side
Croiage sl GBI 50 aniie a8 S o see 0 1) W8 (eanT S8 8 SHIS S o Sea slaslas
sohasile Lot 58 Gioly 5 cnpae da yo o Slelas!
al s Lo sladl b b swos
LT3 s 5o JUAS Jlael 5 550 oo et

T8 ol dage 5 Jala3 -0

sS85 n OIS ay gl O 4Sh o SIS alal e 4 Glesls Lo LawuT 3 1 a0
@S oSl ey 5 sl (sla el )k B s S Gulial s 15 LT 8 shhal sl g sl
320k Gl 31 B S Jlael LT3 5015 a3 @lonils il oose 5o dnlas Julad s 8
hicy 008 Jlael LG 3550 9 38 9550 oladings £ 58 5wl Gl Las B oL
shoal Oled 5o s a3 b Lasi o (slags sSaraad il 5 oo LIS s 835 a8 cmabils ol
S Jlael 1 LagT s plas 5o g wiules paddie atiwns

s Sk AT oboy Gk 51y wbled Jalas 1) suel sy @l Juwl b glejle (ol ol
alast 1 Ll 8 ST (ol dug ¢ T o Shae (55,558 Sls cupae 5 LIS 5 n Lol )3
AT a5 55t b 6 SIS o sl e 00 € ssalie €€ philen sins
N3 LB S sl e Sy 4 g wad Dl <28l 4l T (g5l dage 5 Jalas L 2T
ol s 5 pual (5325 welin (s1on (ol gy o tinnn Lauial 3 s sa go cni s Sl ]
8 s i Gl Olaal & b cis @l oloal bl las ey 3 IS @l @i
OF Bas 5o g8 blE LasinT 8 shhal s sad (s b all o 5ot e HleT ol ST s S,
O o oleT sud slaot slaaul s o s sl Aol olelasl 30 SaT da yo Hu 005 o KT
s se Sady OIS 5 o slanil 8 e o (Sole Gl o 4ol S5 Gae 4 B n
S ol Do G5 mdl cundy s Jis 0wl oolsea 5 o saiS Ll Ml olKaas
s oo a3 (5325 b 4 laase 5 HLET (535 4elisn B ddinas Wil 8 o sase s1oal
T8 S 031l 9 pluly —o-)

i s1on leal g s 5o dtinan L )3 0 g cams g s S S5 U8 (il 5o 4S ) shiles

-

I 9 s gladl B & e



=

IS 9 s slanil )9 Cu yaae

J

S sl () 8300 4 (s b b T S8 dal;y 5 JBS caal Sos b 5ol ¢
2 A a1 30 b 5 S M ) 0s) sl ol 59 ols Jle 80 5 31 (5 5lens
13 e e oS s € S iy ol ) 23 4l g lS et bl LT 31 (S5 ST S il oo
ol i S Ol 5 el slgdan b cliie (658 o3l (15 Lasline 5 L paa L (paai -
aladl Jla 5o 5 8L alasl olilac o bogs ye Sledol ailiis 5 45 —Y

et S Gl el 5 Lajliae s aliis 5 suel coes 4 ole Ml Laglia -

cobilee 5o aMal olelsl g (558 avaad ¢

3R Ol Jaeall & cand Gol il Sig w3 S 83100 5 (il g oas ge cneal a5 L
cilile 5 55 o3lul BB slaslae 5 Ladl aul gt Wb spd JUS w3 el 18 S
L o€ USRS 1) Sl Gl o metlsh (g0 oS (385 Mha pnld i pa3 cod e Bl
el Gl 0l 4 a3l Cnl il e asioa @l b g bluail Byas ol 5 ) geaa
@ o0 S8 el 4 1) (psusn 4S (B ol oSoa Jla o S0 Sad Bal e S o
S5 Gab ol s Jla 4 B aS 1 Gadilo il 53 B a5y (oo Lo ) (sl (sl S (550 S SIS
DS sad iy ya3 ol o o gadle ool € wans Gand 33 b oS Sbo ) sad (i a3 ol
oS W B 5SS a a5 55 S8 g any S o 0 50 (il LT € s o Moo L S e
S S b i€ ES aal 89S el (Blaal 4 Gaan sl S5 a8 el 518 (8
SLeM a5 aaad 45 el s 50 Al o el sLalid |y (658 83180 BB sliae 5 pad Lt
Sosee 448 win oo WS oS a (gilugsun A S o Lad K148 S aladl slilae 4 by e
s ol ba ju as ba 5o (S Guoy ba 5o Slge ba o asd o0 sy 2l a8 OS5,
22 S s Cacn g e (A S e ((AS SIS Jlo L o s s Ko b g5 (ol a8 6500
QIAS i 53 Guper 5 (550 pen ad i ik &) pee 0 plals Ho Sl pl 5ol o
L S oo IS o 3 ge b 0l 4SS (oo Lo ¢ s cpl lig s 5 L3 1S aas 5 a5 (oo
sl 0 @S anlie wal su S Gl I8 51 slhas Glgie 4 S 4T L1 oledlbl ool (385 03
Lo aS alil g HLeT Gl (85 Gsa oLl ol 0 (55U g piscs €S 56 el pil 5 oo
aal 80,5 T s 4 5 80,8 IS @i e IS T L oS Sloslon b i ol 51 (4555 S5 s 4
323 O L o2l piS o anlie 0508 5 o sugans (JLUS oS a5 5155l 5 ()l oae 3l el 1)
soliiond La ad L 31 ol a3Y w58 658 83150 sl ool il 00,8 paaa3 JsS 5 Lo oS ool

o cadgo 5 La IS0 (s aliio da sl g Lyl 5 (35 5) (5100 45 sl (g pmite il 00 S



i Gl s o0iad,lactia Sledll (yals cnlis 5 ilaal b bl o b Gl S 5 bl b))
5505 ae b S el psbis (A 5o Sledb) ol g LIS @ sl By, o bl
OISl S LT 5 s cpe Huaiieas pLud 3ol Gl (s ietelin ¢l oSLK € LB 5 su
@2l Gucin a5 0sal denlie GBS L) S0l cund g G185 (oo )l (o0 pal i ) nlis
G e Jas 9 Al 4S WAy oo LS oS Wien e suaiie b pedlld a3l 5 Hucadls sl (sl
555 n el S Sl Gl y I lanm pend 3 (51 42 gama 0 (5miie s 0yl laes pend
S L il o e (Ko L pai Lt st ool Saad Layuiie Suo 1 jaiie o]
(5] oS Sledlbl (355 15l pmm s oS sls adld  alla 4 o &S sl padls
s lil 4 e aS Sley g adls (55K o Il (LB 5ak B3 5l 55 50 dumdidie (385 il o s o
Do Jaad oS slaslal 4 w15 e AS sl 2L Yla A Ko el sl s (558
sl eald (0O (s 6l Ol (oo 1 (AS) (200 sl peall oS sl ) pge i S5
ches 1505 dieas wade ol (s sla wnlio gl a3 la padld (igas i S 4 e
S o aldl AR puiaan ol (S AR, Jolge 4 Al la, saS o ol guiatls
s soliinl Aad sla pedls Hl ol 8 b &g Gl so 5 Bl PGS caln b el p o 50
L1 0T Olst b ol Lo Gl 5 il cosad (oo dmslae I3 a5 50 padls (T 4y 5y & SleMb
603198 S polie woadd o gane 01 o aS il (gl s S sl o) cas 4 o)) 5 (Sl
5 e o1 (sl oleMal axgs oS pmdlin ool age sl wols s ga s sulel Sledll (a5l
$05198 Olaol il 5 s oS wledbl 5 e 4S oo il b dnlis Ho il <uda 5
Sl s el (e (5500 Jalse €ll cncal Ll 53y (S lae soliieal cubls 5 ol 3le Ml
o suls 555108 By aols 81 83ss caseal g ous g0 Gl o 5 4 il aibils ol o) S laadle
ol 5 Gl sl sl Blhe 5 Sl sl Wb W padld g 5 L soly g1 8
Sl s b pedls Sl (38 5 (Slasl (Jle mlie ol 4S 0l pusiens 59wl la padls
5 OBl aliruy s a yo il Sl tBl 5 8B5S S0l T sl s il S b
olacas (slasaudl 5 Jrand 4ol € ola (adld SHu s aalpd e gl ol S La o Sl
ias oo i caadly K 5 (Sole 4 S pla (adla b cnlio 5o gl G widl b sy
S8 Bl ue 5o pad il sa 5 (s 53eS cuaal 5 cuadly 51 Sl e S el JSiie b
slrad sua wusd (Lol S L Lha 4S s a5V 5 all b cually oS ek Wb (o s
Sl 3155 B s T o Hlad 4 page padld YL 5 Pl 10 cuaas s Jlie gl il

B
—

I 9 s gladl B & e



-
-

IS 9 s slanil )9 Cu yaae

J

S o lo iy panld ol ol g b o ol T Qg Gl b Qs YL € S
Gl S e Ty ol Gaals 4 sl a3 o€ i€ o 3 age 1 0T Lo ol San L 45
Sl e 4 hoa B L s se Ll B S o SS s (odld |55 paas &1
08 4 Lal gla gadlas 5 (A S1adl was cd 25 Gedls S oS olud ol als
saalie LUSE! 50wl ddinan . crcal €35,S5 0 g ALLA] IS 0 e 8033 3250 5 caulio (5]
Sbees slanlis wjlse B ol 5o 5a) aadl B se Ho se la (eall Gl (6) 4 gane
) Bl sy Sld S WS 1) ola (edld ol o BT b Sl sa Satas
Llea padls S (Shs (o 2l Sose ool 5o 5wl Lo sladls o sSaly wb padls
sens b padls A sl sBiae T Gog pulas 5 coeal © S cl e sl st
aas (oo cuanl l Gadld 4 daS culs Sl u ;) go Silaws b Lo Hles c)ISE () lad (B o Lol w51y
Sled & ralia) S0 S 4S5 (0ap Ol O iy © S ol 0l Ho pedls S B S wle
€ ooy B osd o e anl i S € Sl dhabical jble 5 5,8 s3lwl vy, o
O3S 8 Plaig cueal g s go ol dn S1adl 8BS Wb w S o 518 et so Gl pedls
oA s (YL caaal 51 SIS alasl gl Sl s ee saianlin ;5 (TS 3 51 Lol als pedls
SV s 50 il Lol oS cral s Gedld GHL ey o LS 4 aied geu sliens 435 acdl
u,..l_..ul).'wl_m eald sl gl S Jee sniagladia adle Gle 4 Ao 5o o Jldial
L,.out.e.mSMARTs.MsJ Olsie 4 LSS 5l 80l cad oLl LT 0 YU Lo S ola S50
L 50 i stens Bl 0 558 0310 5 ¢ padtie 5Y el 0 U (slaSIS 31 4alS ol o st

ol sad 438 S ‘_;XLQLA;J
ale s s185) Jlhe ol sie 4 il padidie 5 swt Ll wl Gadld s Caa gadidien
Sl ea S b ola awndd 5 la s, 50 4y S upd paddio by albb (i 5o SS5d aiige

ole sl sla sy 90 4n w0
aal T 53 68 851 o anlie pails s sla (S35 31 Koo LS (S 0 Hladl Jals
S By b pias 59 nae bﬁ")uﬂ-eﬁulwbuué'abi S al gt b Lo cpl b
aaala el ) Yl S 15 s g Lo on g 805L Ve 51 ol 8 503 Gauadd cpl ju 8 S8, 90 (pl G gy i

32-SMART 33-Specification 34-Measurable 35-Achievable 36-Relevant 37-Timely



o) a5 15 59 aadld 58 58 sad padiie (3laal S €S el Siakae § G yieas JA8
S 4 88 gua Lo i€ A 6l ol ghiews 5L 505 51 4S lo aal i LT 4 (o) Gl sl iy ya3
pralsd ua o 4 6 ) sl ) eslS 0 @}J@&L‘Sﬁﬁsﬂﬁw\ﬂduui%’
Ooa a9 aladl ) el gie Gl Wl 55 oo ) 4SS Vi) (S50 0 e 4wl S (o B 5 aas
Slaal it dan Cpl Ol 59 DO (ol S waa walA D Gl 4 wdhy ol 4 S S A
Gad Guleaal 85550 0T sloal 5ol 33 T G € a8 S oS Bk a8 gus o wb
ByaS gaa 5o Slaal Sy g gl alanl 85550 o) Huasa IS 5 85508 ana Gus b i blas
S YA LS B3 Ko e Glgie 4 iile (Baa  cin 4 0T e 5o plesle S s
sla S 5 la SOSE 6 Sy oSl S5 Gl 40 LB iy (o 15 05A (0 p LS A8 S 5
Lis SolS YV 58 88 S blis ju ool FA LS 1iS Gl J o)l Gislay 4l s A
01 Of aladl B3l olie ol 055 S al pa 1) (S5 aalsis Il o Gsp - Sl e

Caaml pdy G 5 e tees BBl Calaal Gy L ols aal gas

Sl oS50 L plodl K 8 a ity L e 0 G Gy 5o 6 (s sele b il s
28551 oS Jis Jla Lo el sel g sole s uslaly Siaie cue wib olo,l 5 S e wad
i el B e sl (SlalT L5 B0 S aiieas 0 d S50 L LLIL Gl el
M‘up&M@LATCﬁﬁd‘bbﬁ‘MJQMJJL&‘JJLQ:MT&CAJJL;JJ&GJ‘JA‘
Sl o€ S Jlio 438 ety 5 Slodie oy gm0 1 ST L5 celo slitia 5 wan b wen lie o€
S Lol I3k 59 358 aS YL cuspale by ol (o0 8355 03550 o) T 95 s Sohie L)
ol Gelw Pe 5,50 L8 S SV sl bt o conal b ST L oS lie 5 bLs )1 S 3s0b
a3 e sele b s pe (i adls o 53 5550 4S il (s S ol L ol 5 aa 1 5530 s

cadl oo Jol culyl oo Ll G5 5 00 sa Y o sud
3 3l s Oled o 51 Lo 81 al 8l80558 Wil 55, S VIV S 5 o culgd s aS el
Ao GLA ¢ aa S Gaad Sl Gled 48 (B (s e (oo B 4 S Sl aadl 00 S
B wls aladl ol 5 o oS Loyl 51 (S G S 5550 5wl wib 555 el Gl 5o € e

Q;.\.‘.J&u‘;\.a.ud&uq..\.a.T.nLt@GébJ‘&‘&GQéMM@@MJﬂETﬁﬁ%\MJ ‘s:uhd

-
3

I 9 s gladl B & e



-
194

IS 9 s slanil )9 Cu yaae

J

oon b Sl oad 8,8 050 J gae o em 0 T (s Olad b g Smnnal Lo 5o it o 55 (635053l L
AA:JJS S 9ls s 1)
5 oluwde sl Ho pwlal 5 age Jole 0 (500 o 5 @S Gosel (B, Ll o

Sl (oo HI00 Gl o st 4 S e Hhalas (5510s) Salens sag 5 AL (o0 GRS
Lo Cp i 5 ol s a8 oo (LB, dumse cpl Ho L Gl lis o8 5ty oo 50 4K ola (355 )
SSS ciiend (i 9o g 0 4S ol lodlu b ledbu calid b (g5l SN w8 e
1 sy Oledbes B gasa Glesles (s a5 g0 DI Ol g dhaus Olas 4S WS o (20 |5 (ola
e Sl 00 3 (S ¢ 518 Cagrasad o sl BIS i 035500 Sl el il JBlas <
sl st 1) (518 g 3 SSBE iylas il o pledla s Slac ¢l8,) cga pola =i
sl B3 S gem 4 5 il oo (el (555 80 5 Slalllas dusn o 51 Galio i las B (S5 S
eul8,) (sl GMale LB, 55 5 Gald p g 50 S Lo S8 (555 Ghedy sl Bl sie B8,y
g3z Olar 5o T s Sia 655
ST Job il (oo ) pe byt g0 dlon (pladls (oo a5 sl (100 010! s0S g
6l 5 oS a0 1) OWEET 5 ledl sla diia daa (5 0 o ) Slise den Wl oo
o) el s 6l (5518 Liags €T a0 s aals canlio Lluly SEES 5 b olesles
03 8585 o GSa b LLS,1 5 gasa wSlae (Lol 6l ol Glsie 4 LB (g lS dugs
Olsie © s 5 ol psgie SIadl o solS g Bl el g5 s ge (pl € (Sosee
D15 oo 15 5518 Loz aal s suliiend & s LB 5150 0ol capeti 688 LS 5o (53550 han
38 o s tanlie O JUB 5o S (gan 0T L (o)) 9o (oo unlie S 4] slise
o T3 (551 G 501 Sl S (5518 € 0155 g0 4 ol €nny 053 53 (5355
il o (514 5 (5 518 g 5 K351 siand (5518 g U oo (558 g 3 Khae (5518 g ¢ o (55
Sl s lS diug wal o LIS 5 S slanil 8 cu e suala OIS g s o S plasT )
oo 5 oaabiio (555 5o gl 3S5a8 sline 4wl (IS dage ol Slas s ald coeal
Cuagr g5 ol LBl (o el win b o 50 ColaS (o ig saaliie 5 puan ua b (s ola3 w8

il s 51 4D (IS g foed 5o 4S 0 5Sae aladl o) La callad Julas 5 5T (s ylS

38- Benchmarking 39-TQM 40-Process Benchmarking 41-Financial Benchmarking
42-Performance Benchmarking 43-Product Benchmarking 44-Strategic Benchmarking
45-Functional Benchmarking
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GlaxoSmithKline US Air Force — Knowledge
IBM Corp. Now Program

> Aerospace Corp. > Michelin N.A.

> Anadarko Petroleum > Northrop Grumman
> Baker Hughes > Occidental Petroleum
> (Capital One Financial Services > Open Text

> ChevronTexaco Corp. > Petrobras S.A.

> Deere & Co. > Procter & Gamble

> EnCana Corp. > SAP Global Consulting
> ExxonMobil Chemical > State Farm

> >

>

>

v

US Dept. of the Navy - NUWC
US Dept. of State

Lucent Technologies
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» Air Products and Chemicals, Inc.
» Arup Group Ltd.

» Ernst & Young

» Federal Highway Administration
» Fluor Corp

» American Health Information Management
Association

» Caterpillar
» Ford Motor Co.
» Rockwell Collins
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55-Strategic initiative



1.0 Develop Vision and Strategy

1.1 Define the business concept and long-term vision
1.1.1 Assess the external environment

1.1.1.1 Analyze and evaluate competition

1.1.1.2 Identify economic trends

1.1.1.3ldentify political and regulatory issues
1.1.1.4Assess new technology innovations
1.1.1.5Analyze demographics

1.1.1.6ldentify social and cultural changes
1.1.1.7Identify ecological concerns

1.1.2Survey market and determine customer needs and wants
1.1.2.1Conduct qualitative-quantitative assessments
1.1.2.2Capture and assess customer needs
1.1.3Perform internal analysis

1.1.3.1Analyze organizational characteristics
1.1.3.2Create baselines for current processes
1.1.3.3Analyze systems and technology
1.1.3.4Analyze financial positions

1.1.3.5ldentify enterprise core competencies
1.1.4Establish strategic vision

1.1.4.1Align stakeholders around strategic vision
1.1.4.2Communicate strategic vision to stakeholders
1.2Develop business strategy

1.2.1Develop overall mission statement
1.2.1.1Define current business

1.2.1.2Formulate mission

1.2.1.3Communicate mission

1.2.2Evaluate strategic options to achieve the objective
1.2.2.1Define strategic options

1.2.2.2Assess and analyze impact of each option

1.2.3Select long-term business strategy
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1.2.4Coordinate and align functional and process strategies

Gl 5 g9 Slae slag 5l il g5l puan 5 Siales

1.2.5.2Perform job specific roles mapping and value

add analyses

1.2.5.4Perform organization redesign workshops

1.2.5.6Develop role analysis and activity diagrams for key processes

1.2.5.8Migrate to new organization

1.2.7Formulate business unit strategies

1.3.1Develop strategic initiatives

1.3.3Select strategic initiatives
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2 New Vehicle Development

2.1 Strategize and plan portfolio

2.1.1 Develop segment plan

2.1.2 Assess market-segments

2.1.2.1 Develop business profile

2.1.2.2 Assess current situation

2.1.2.3 Develop key performance indicators

2.1.2.4 Assess supply chain participant positions

2.1.2.5 Conduct secondary research

2.1.2.6 Determine market development index

2.1.2.7 Determine brand development index

2.1.3 Analyze market problems and opportunities

2.1.3.1 Identify problems

2.1.3.2 Analyze problems

2.1.3.3 Identify opportunities

2.1.3.4 Analyze opportunities

2.1.3.5 Finalize problems and opportunities

2.1.4 Perform market tracking

2.1.5 Perform market research

2.1.6 Perform competitive benchmarking

2.1.7 Analyze portfolio positioning

2.1.7.1 Define Computer Aided Engineering (CAE) metrics for full
vehicle system and sub system

2.1.7.2 Analyze Vehicle model in Computer Aided Engineering (CAE)
for design improvements

2.1.7.3 Design for manufacturability-assembly

2.1.7.4 Consider new manufacturing technologies

2.1.8 Monitor opportunities and threats

2.2 Setup business objective (create and finalize concepts for new

vehicle -Vehicle Synthesis)
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2.2.1 Identify and create business plan, objectives and constraints

2.2.1.2 Finalize customer definition and competitive vehicle field based

on confirmation of platform, architecture and program type (new,

platform variant, top hat, freshening)

2.2.1.4 Define prod alternatives, K feasibility by zone

2.2.1.6 Identify and leverage mega-trends: identify key vehicle

functional objectives, identify strategic vehicle systems

2.2.2.1 Validate and finalize occupant package

2.2.2.3 Finalize power train: define key platform hard points

2.2.2.5 Establish carry-over part strategy: establish initial re-use and

preferred parts plan

2.2.3 Perform research and development

2.2.3.2 Define new manufacturing processes

2.2.3.4 Set and validate safety measures
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224 Analyze C Aided

(CAE) and select vehicle themes

2242 Select-C lete theme

and confirm direction set

2.2.4.5 Assign resource (% of Allocation)

2.2.5.1 Complete clay models

2.2.5.3 Develop business case for mix and match of themes

2.2.5.5 Estimate vehicle price range

2.2.6.1 Propose-Define quality targets

ey

2.2.6.3 Define vehicle warranty glide path per limits

Ay

2.2.6.5 Certify-Approve production intent containers

RVRPN

2.2.7.1 Plan for production part approval process

2.2.7.3 Plan for supplier collaboration

2.2.7.5 Create negotiating leveraging factors

2.2.7.7 Manage bidding events

2.2.8 Design in-vehicle system

2.2.8.2 Plan space and system interfaces
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2.2.8.3 Design software

2.2.8.5 Develop integrate system

2.2.9 Manage program

2.2.9.2 Validate program metrics

2.2.9.4 Manage teams

2.3 Engineer-design vehicle (CAD model)

2.3.1.1 Obtain financial approval for the program

2.3.1.3 Confirm key i jecti meet appropri; levels

2.3.1.5 Complete production sourcing : actions meet glide paths

(source packages and Purchase Orders (Pos) issued)

2.3.2.1 Identify suppliers

2.3.2.3 Negotiate contracts

2.3.3 Generate Computer Aided Design (CAD) model

2.3.3.2 Generate part-governance logistics

2.3.4 Complete product and process design

2.3.4.2 Complete product structure management
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2.3.4.3 Define quality engineering

guration manag: y

2.3.4.5 Create change and

2.3.4.7 Plan for master data management

2.3.5.1 Establish targets and governance

2.3.5.3 Mai

in rules and p

2.3.6.1 Validate parts-build combinations

2.4 Improve-validate vehicle design

2.4.1.1 Identify vehicle class and Federal Motor vehicle safety

standards (FMVSS) and other regulatory requirements

2.4.1.3 Define Computer Aided Engineering (CAE) metrics for full

vehicle system and sub system

2.4.2 Design for f ability bly

2.4.2.2 Confirm Business Operating Procedures (BOP) alternatives

for all assembly plants being considered

2.4.2.4 |dentify new-modified tooling and i ded
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2.4.2.6 Establish plant key process Failure Mode and Effect Analysis - FMEA

2.4.2.8 Identify S0, S1, S2 development quality gates build plan and location

24210 i i tooling part models in PDM

2.4.2.12 Complete control plan and mistake proofing

2.4.2.14 Complete Body In White (BIW) dimensional compliance

2.4.2.16 Complete initial weld set-up certification

2.4.2.18 Formulate process design

2.4.3.1 Create plan for shipping

2.4.3.3 Simulate transportation by simulating parts in rack and container

2.4.4.1 Perform tool analysis based part-system vehicle design

2.4.4.3 Validate parts of a tool

2.5 Build prototype-mule

2.5.1.1 Confirm stage | build readiness

2.5.1.3 Complete initial marketing launch plan

2.5.1.5 Plan for prototyping and ramp-up
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2.5.2 Build prototype - stage Il

2522 Complete sy and off prod

tooling and

assembly processes

2.5.2.4 Create system and component process verification testing

2.5.2.6 Define plan to incorporate all open stage | prototype solutions

in stage Il build

2.5.3.1 Confirm stage Ill pilot build readiness

2.5.3.3 Evaluate quality plan to target

2.5.3.5 Confirm product readiness

[EW)]

2537C vendor

and monitoring plan

2.6.1 Test vehicle and supplier durability, crash, NVH and ride and

drive characteristics

2.6.1.2 Define corporate FMVSS requirements and vehicle star rating as targets

2.6.1.4 Perform durability test in proving ground and road simulator

2.6.1.6 Perform NVH test

2.6.2 Manage design change

2.6.2.2 Capture the design change as a different revision
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2.6.2.3 Manage change Sladd e yaae

2.6.3 Prepare vehicles and obtain regulatory certifications S5 sla aliaal K 3 5 55005 o s sulal
2.6.3.1 Prepare vehicles for sub-system testing Lgalicain 35 OIS caead (gl 500 Husad Ligs
2.6.3.2 Release results to media L Sla, 4 mlis 415
2.6.4 Obtain approval for test and ride S.\:Jm 9 S ‘Sb:\ o e Al
2.6.4.1 Obtain approval from senior management for final overall 9095 (2l ol e 0l e s geal 3A

vehicle test and ride

2.6.4.2Release results to media L Sla, 0 mlis &1
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3.0 Market and Sell Products and Services

3.1 Develop marketing, distribution, and channel
strategy forecast and analyze demand
3.1.1 Perform customer and market intelligence analysis
3.1.1.1 Conduct customer and market research
3.1.1.2 Identify market segments

3.1.1.3 Analyze market and industry trends

3.1.1.4 Analyze competing organizations, competitive-
substitute products

3.1.1.5 Evaluate existing products-brands

3.1.1.6 Assess internal and external business environment
3.1.2 Evaluate and prioritize market opportunities
3.1.2.1 Quantify market opportunities

3.1.2.2 Determine target segments

3.1.2.3 Prioritize opportunities consistent with
capabilities and overall business strategy

3.1.2.4 Validate opportunities

3.1.3 Develop and manage brands

3.1.3.1 Develop marketing strategy for new & existing brands
3.1.3.2 Define offering and brand equity position
3.1.3.3 Assess brand performance management
3.1.4 Define and manage channel strategy

3.1.5 Aggregate and manage customer marketing
3.1.6 Conduct product planning clinics

3.1.7 Collect demand information

3.1.8 Create customer profiles

3.1.9 Develop unconstrained forecast

3.1.10 Develop constrained forecast

3.2 Develop marketing strategy

3.2.1 Define offering and customer’s value proposition

3.2.1.1 Define offering and positioning
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3.2.1.2 Develop value proposition including brand
positioning for target segments

3.2.1.3 Validate value proposition and shape
offering to optimize with target segments

3.2.1.4 Develop new branding

3.2.2 Define pricing strategy to align to value
proposition

3.2.2.1 Establish guidelines for applying pricing of
products-services

3.2.2.2 Approve pricing strategies-policies

3.2.3 Define and manage channel strategy

3.2.3.1 Evaluate channel attributes and partners
3.2.3.2 Determine channel fit with target segments
3.2.3.3 Select channels for target segments

3.3 Develop sales strategy

3.3.1 Develop sales forecast

3.3.1.1 Gather current and historic order information
3.3.1.2 Analyze sales trends and patterns

3.3.1.3 Generate sales forecast

3.3.1.4 Analyze historical and planned promotions
and events

3.3.2 Develop sales partner-alliance relationships
3.3.2.1 Identify alliance opportunities

3.3.2.2 Design alliance programs and methods for
selecting and managing relationships

3.3.2.3 Select alliances

3.3.2.4 Develop partner and alliance management
strategies

3.3.2.5 Establish partner and alliance management
goals

3.3.3 Establish overall sales budgets
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3.3.3.1 Calculate product revenue

3.3.3.2 Determine variable costs

3.3.3.3 Determine overhead and fixed costs
3.3.3.4 Calculate net profit

3.3.3.5 Create budget

3.3.4 Establish sales goals and measures

3.3.5 Establish customer management measures
3.4 Develop and manage marketing plans

3.4.1 Establish goals, objectives and metrics for
products by channels-segments

3.4.2 Establish marketing budgets

3.4.2.1 Confirm marketing alignment to business strategy
3.4.2.2 Determine costs of marketing

3.4.2.3 Create marketing budget

3.4.3 Develop and manage media

3.4.3.1 Define media objectives

3.4.3.2 Develop marketing messages

3.4.3.3 Define target audience

3.4.3.4 Engage media provider

3.4.3.5 Develop and execute advertising

3.4.3.6 Develop and execute other marketing
campaigns-programs

3.4.3.7 Assess brand-product marketing plan performance
3.4.4 Develop and manage pricing

3.4.4.1 Determine pricing based on volume-unit forecast
3.4.4.2 Execute pricing plan

3.4.4.3 Evaluate pricing performance

3.4.4.4 Refine pricing as needed

3.4.5 Develop and manage promotional activities
3.4.5.1 Define promotional concepts

3.4.5.2 Plan and test promotional activities
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3.4.5.3 Execute promotional activities

3.4.5.5 Refine promotional performance metrics

3.4.6.1 Determine customer loyalty-lifetime value

3.4.6.3 Analyze customer attrition and retention rates

3.4.6.5 Revise customer strategies, objectives and

plans based on metrics

3.4.7.1 Plan packaging strategy

3.4.7.3 Execute packaging strategy

3.5 Develop and manage sales plans
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3.5.1.1 Identify potential customers

3.5.2 Manage customers and accounts

3.5.2.2 Manage customer relationships

3.5.3.1 Perform sales calls

3.5.3.3 Close the sale

3.5.4 Manage sales orders
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3.5.4.1 Accept and validate sales orders

3.5.4.2 Collect and maintain customer account information
3.5.4.3 Determine stock availability

3.5.4.4 Determine logistics and transportation
3.5.4.5 Enter orders into system and identify-perform
cross-sell-up-sell activity

3.5.4.6 Process back orders and updates

3.5.4.7 Handle order inquiries including post-order
fulfillment transactions

3.5.5 Manage sales force

3.5.5.1 Determine sales resource allocation
3.5.5.2 Establish sales force incentive plan

3.5.6 Manage sales partners and alliances

3.5.6.1 Provide sales and product training to sales
partners-alliances

3.5.6.2 Develop sales forecast by partner-alliance
3.5.6.3 Agree on partner and alliance commissions
3.5.6.4 Evaluate partner-alliance results

3.6 Plan and forecast vehicle

3.6.1 Plan and simulate business

3.6.2 Plan and forecast sales

3.6.3 Perform collaborative planning

3.6.4 Perform incentive plan maintenance

3.6.5 Perform planning based on options

3.6.6 Perform planning based on fully configured orders
3.7 Strategize customer relationships

3.7.1 Develop channel-segment plan

3.7.2 Assess market channels

3.7.3 Track markets

3.7.4 Perform competitive benchmarking

3.7.5 Conduct market research
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3.8 Manage customer relationships

3.8.1 Manage consumer contacts-call center

3.8.2 Follow-up on consumer delivery-sales

3.8.3 Provide value-add services

3.8.4 Conduct Customer 360

3.8.5 Provide telematics service

3.8.6 Manage retail-direct customers

3.8.7 Manage relationship contacts

3.9 Monitor relationships

3.9.1 Determine governance

3.9.2 Perform Design Confirmation (DC) Competitive benchmarking
3.9.3 Measure sales and service performance

3.10 Plan sales and promotion

3.10.1 Conduct zone-distrIT product planning
3.10.2 Develop event participation plan

3.10.3 Define coverage model for dealer points in a market
3.10.4 Establish incentives plan (corporate plan for all dealers)
3.10.5 Benchmark competitive pressures for corporate metrics
3.10.6 Develop AUTO promotion events

3.10.7 Evaluate market trends to maintain sales plans
3.10.8 Develop market area promotion plans
3.10.9 Execute and measure promotions

3.11 Perform order management

3.11.1 Create customer accounts, plans and policies
3.11.2 Develop governance

3.11.3 Check customer credit

3.11.4 Maintain customer orders

3.11.5 Maintain customer accounts

3.11.6 Fulfill customer orders

3.11.7 Manage accounts receivable

3.12 Execute order-to-delivery (built to order)
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3.12.1 Service vehicle

3.12.3 Manage vehicle orders

3.12.5 Maintain incentive plans

3.12.7 Perform vehicle billing

3.13 Execute order-to-delivery (locate to order)

3.13.2 Reserve vehicle

3.13.4 Manage vehicle orders

3.13.6 Determine dealer vehicle sales

3.13.8 Perform vehicle billing

3.13.10 Procure vehicles

3.14.1 Manage dealer network

3.14.3 Manage orders

3.14.5 Provide dealer training

3.15.1 Achieve sales

3.15.3 Support dealer retail financing

3.15.5 Instill ownership loyalty
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3.16 Perform vehicle life cycle management Jsans yac da ya a0 S o e

3.16.1 Perform installed base analysis L las Gulealys Jgemns I8
3.16.2 Perform installed base processing Ol bl 33 J semns )50l
3.16.3 Process vehicle information o oledbl B3l 5
3.16.4 Perform vehicle information processing with solad 5 ) suliinl U La g0 52 oledb) (i3l
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4 Build Vehicle and logistics

4.1 Procure materials and services

4.1.1 Develop sourcing strategies

4.1.1.1 Plan for production part approval process
4.1.1.2 Re-analyze global spend

4.1.1.3 Plan for supplier collaboration

4.1.1.4 Create vendor evaluation and monitor plan
4.1.1.5 Create negotiating leveraging factors
4.1.1.6 Evaluate supplier capabilities

4.1.1.7 Manage bidding events

4.1.1.8 Planning for purchase order processing
4.1.2 Select suppliers and develop-maintain contracts
4.1.2.1 Select suppliers

4.1.2.2 Certify and validate suppliers

4.1.2.3 Negotiate contracts

4.1.3 Order materials and services

4.1.3.1 Process-Review requisitions

4.1.3.2 Approve requisitions

4.1.3.3 Solicit-Track vendor quotes

4.1.3.4 Create-Distribute purchase orders

4.1.3.5 Expedite orders and satisfy inquiries
4.1.3.6 Record receipt of goods

4.1.3.7 Research-Resolve exceptions

4.1.4 Appraise and develop suppliers

4.1.4.1 Monitor-Manage supplier information
4.1.4.2 Prepare-Analyze procurement and vendor performance
4.1.4.3 Support inventory and production processes
4.1.4.4 Monitor quality of product delivered

4.1.5 Manage inventory

4.1.5.1 Publish current inventory status and gross demand

4.1.5.2 Monitor inventory and simulate replenishment
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4.1.5.3 Publish planned receipts schedules

4.1.6.1 Inbound processing and receipt confirmation

4.1.6.3 Inventory and warehouse management analytics

4.1.7 Evaluate vendor and continue monitoring

4.2 Manufacture vehicles

4.2.1.1 Manage raw material inventory

4.2.1.3 Rerun defective items

4.2.1.5 Repair defective items

4.2.1.7 Back-flush inventory
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4.2.2.1 Perform preventive maintenance

4.2.2.3 Analyze and report manufacturing operations

4.2.2.5 Manage tools-crib

4.2.2.7 Schedule maintenance

4.2.3 Plan master production

4.2.3.2 Create production planning
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4.2.3.3 Determine cost for products to be built
4.2.3.4 Import plant supply information

4.2.3.5 Import plant demand information

4.2.3.6 Calculate master production schedule
4.2.3.7 Perform rough-cut capacity planning
4.2.3.8 Pass master production schedule to
4.2.3.9 Integrate master production schedule
4.2.3.10 Calculate materials requirements plan-MRP
4.2.3.11 Allocate production to dealers, distributors
4.2.4 Schedule production

4.2.4.1 Schedule production quantities

4.2.4.2 Schedule and sequence lines

4.2.4.3 Schedule line delivery

4.2.4.4 Generate site level plan

4.2.4.5 Manage work-in-progress inventory
4.2.4.6 Generate detail schedule

4.2.4.7 Communicate schedules with suppliers
4.2.5 Perform collaborative planning with supplier
4.2.5.1 Plan for inbound processing and receipt confirmation
4.2.5.2 Sequence production line

4.2.5.3 Implement Kanban

4.2.5.4 Replenish line based on demand

4.2.5.5 Manage physical inventory

4.2.5.6 Dispatch and schedule people and tools
4.2.5.7 Manage equipment and parts inventory
4.2.6 Oversee plant operations

4.2.6.1 Track production - control - traceability
4.2.6.2 Track and monitor production parameters
4.2.6.3 Assemble and package product

4.2.6.4 Broadcast messages

4.2.6.5 Manage alerts

oud iA L oY pemns €38 ual
Gl el el

GlaLK Lol eled]

MPS ulss

AaS as cadh 305 4ol
MRP <MPS s

MPS (55l 45l

MRP ¢ulas

OBUEE 558 4 Jpemne (arads
a3 gannbe)y

Al g saalie suinle)

sk g e 5 I3 ol
LA dasas s gl

el el g

WIP (5552 50 a0

el olida s

OB el b sy ey 5,13 Syl
ouiS Gaal3 b S e (55 4ol
VIS bl o g5, el

a8 bglaa 5o (Mg ol

OIS (5,818

Lalss Gabaal s bosbaa (55l e50
S8 sasm e Suse

bl o8 5 L5 oS s asle)
p) gusase 5 SlaeaS cuse
Gl S glglilae G 50
a5 JAS 5 (2bas

a8 slasialoly sy 5 ool
oY gumne (i G 5 S50
Lol L)

PTEURENTN



4.2.6.6 Manage manufacturing order management
4.2.6.7 Control flow

4.3 Manage logistics and warehousing

4.3.1 Define logistics strategy

4.3.1.1 Translate customer service requirements into logistics
requirements

4.3.1.2 Design logistics network

4.3.1.3 Communicate outsourcing needs

4.3.1.4 Develop and maintain delivery service policy
4.3.1.5 Optimize transportation schedules and costs
4.3.1.6 Define key performance measures

4.3.2 Plan inbound material flow

4.3.2.1 Plan inbound material receipts

4.3.2.2 Manage inbound material flow

4.3.2.3 Monitor inbound delivery performance
4.3.2.4 Manage flow of returned products

4.3.3 Operate warehousing

4.3.3.1 Track inventory deployment

4.3.3.2 Receive, inspect, and store inbound deliveries
4.3.3.3 Track product availability

4.3.3.4 Pick, pack, and ship product for delivery
4.3.3.5 Track inventory accuracy

4.3.3.6 Track third-party logistics storage and shipping
performance

4.3.3.7 Manage physical finished goods inventory
4.3.4 Operate outbound transportation

4.3.4.1 Plan, transport, and deliver outbound product
4.3.4.2 Track carrier delivery performance

4.3.4.3 Manage transportation fleet

4.3.4.4 Process and audit carrier invoices and documents

4.3.4.5 Manage returns; manage reverse logistics
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4.3.5 Manage returns; manage reverse logistics
4.3.5.1 Authorize and process returns

4.3.5.2 Perform reverse logistics

4.3.5.3 Perform salvage activities

4.4 Forecast vehicle build and create build plan
4.4.1 Forecast for manufacturing planning

4.4.1.1 Create manufacturing demand planning
4.4.1.2 Create model-mix planning and sequencing
4.4.2 Plan and simulate manufacturing

4.4.2.1 Complete material requirements planning
4.4.2.2 Create processing delivery schedules
4.4.2.3 Issue purchase orders

4.4.2.4 Perform rapid requirement planning
4.4.2.5 Plan production completion and delivery
4.4.3 Plan for plant human resource

4.4.3.1 Identify available resources

4.4.3.2 ldentify additional resources needed and the
additional shifts

4.4.4 Plan for plant safety

4.4.4 1 |dentify existing safety concerns

4.4.4.2 Plan for securing the safety concern

4.4.5 Set targets for manufacturing

4.4.5.1 Set Engineering Hours per vehicle (EPHV)
-Hours Per Vehicle (HPV) target for each plant
4.4.5.2 Set lean objectives by conducting lean events
4.4.5.3 Identify compliance to production cell readiness
4.4.5.4 Set run-at-rate

4.4.6 Strategize production

4.4.6.1 Review production practices

4.4.6.2 Establish new practices

4.4.6.3 Develop long range production strategy
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4.4.7 Determine production rules and policies

4.4.7.2 Oversee manufacturing product

4.4.7.4 Assess production performance

4.5.1 Validate corporate quality requirements

4.5.1.2 Define serviceability index rating

4.5.1.4 Certify-approve production intent racks

4.5.2 Validate supplier quality

4.5.2.3 Define-implement product and process error-mistake proofing
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4.5.2.5 Complete production part approval process
(PPAP) (key components and modules)

4.5.2.6 Demonstrate run at rate

4.5.3.1 Establish quality targets

4.5.3.3 Feedback quality status

4.6 Production monitoring

4.6.1.2 Establish monitoring frequency
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4.6.1.3 Calculate performance measures

4.6.1.4 |dentify performance trends

4.6.1.5 ldentify issues-problems with performance
4.6.1.6 Prepare appropriate reports

4.6.1.7 Develop action plan to improve performance
4.6.2 Assess procurement performance

4.6.2.1 Establish key performance indicators (metrics)
4.6.2.2 Establish monitoring frequency

4.6.2.3 Calculate performance results

4.6.2.4 |dentify performance trends

4.6.2.5 Analyze performance benchmark gaps

4.6.2.6 Generate appropriate reports
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5.0 Manage Customer Service
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5.1 Develop post vehicle sale, customer care-customer service strategy (S yiudin olead ERs-EEY sz:l“):lu.J LESY

5.1.1 Develop ¢ service

prioritization (e.g, tiers) Obotde sleaa suiien sl ol —(suidiils a3

5.1.2 Define customer service policies and procedures Gide sleaa alal lagig, oo cdelas b g 9 &y 525
5.1.3 Establish service levels for customers Obide gl (Slead r sl sl
5.1.3.1 Determine warranty policies vs. goodwill practices cilas pde ba sl
5.1.4 Integrate dealer standards into customer care practices L Suulas glaslabic g5l LS
5.1.5 Develop after-sales part and service plan OEs08 5 o sleod a5

5.1.6 Assess market and strategy L 380550 5 5150 sbo)

5.1.7 Track markets

5.1.8 Research markets

5.1.9 Perform competitive bench-marking

5.2 Plan and manage customer service operations

5.2.1 Manage customer service requests-inquiries

5.2.1.1 Receive customer requests-inquiries

5.2.1.2 Route customer requests-inquiries

5.2.1.3 Respond to customer requests-inquiries

5.2.2 Manage customer complaints
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5.2.2.3 Resolve customer complaints

5.3.1 Determine dealer i

y and il

5.3.3 Develop service technology, parameters

5.3.5 Define service attributes to the dealers

5.3.7 Resolve collision issues

541M E] isfaction with r inquiries

5.4.1.2 Analyze customer service data and identify improvement opportunities

S yidie clasd

5.4.2.2 Analyze customer complaint data and identify improvement opportunities

5.4.3.1 Gather and solicit post-sal onp and services

5.4.3.3 Analyze product and service satisfaction data and identify

improvement opportunities

5.5 Train and manage customer service work force (NEW)

5.5.1.2 Work with dealer service advisor and technicians for proper training

(AUTO)
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5.5.2.1 Monitor and evaluate agent calls with customers

5.6 Manage warranties

5.6.1.1 Interface with customer

5.6.1.3 Prepare and submit transaction

5.6.1.5 Prepare and submit transaction - internal

5.6.2.1 Establish and maintain transaction preparation parameters

5.6.2.3 Approve-deny transaction

5.6.3.1 Maintain processing rules and parameters

5.6.4 Manage warranty experience

5.6.4.2 Eliminate warranty waste

5.6.4.4 Maintain and itor trar ion pr ing metrics

5.6.4.6 Manage parts returns

5.7.1 Identify quality management)

5.7.3 Analyze early warning data

5.7.5 Regulatory compliance
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5.8 Manage parts

5.8.2 Manage electronic parts catalog

5.8.4 Manage returns

5.8.6 M parts retail op

5.9.1 Service parts planning

5.9.1.2 Plan parts demand

5.9.1.4 Plan parts supply

5.9.1.6 Collaborate with supplier

5.9.1.8 Monitor parts

(S FXEN

5.9.2.1 Process parts purchase order

5.9.2.3 Perform warehousing and storage

5.9.2.5 Perform parts cross-docking

5.9.2.7 Process sales order

5.9.2.9 Execute parts transportation

5.9.2.11 Process complaints

5.9.2.13 Monitor and control supply chain
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5.10 Manage end-of-life vehicle 8355 (sla 550 55 S saie

5.10.1 Manage take-back centers 83 58 (sla 505 3 e cu e
5.10.2 Dismantle vehicles o9 oS 5 se
5.10.3 Track vehicle parts Sodsa olalad (5558,
5.10.4 Recycle vehicle parts Souss olakd =sbslL
5.10.5 Ship hazardous material SUokA oo Jas
5.10.6 Provide government reporting ilso ola,) S ags
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planning, policies, and strategies

6.1.1 Develop human resources strategy ol mlis (351300 &)
6.1.1.1 Identify strategic HR needs bl plbie S35 slasls olulbs
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6.1.1.4 Establish HR measures Sl plie gla padls sl
6.1.1.5 Communicate HR strategies Sl e sle 33155l o Jolas
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6.1.2 Develop and implement human resources plans
6.1.2.1 Gather skill requirements according to
corporate strategy and market environment
6.1.2.2 Plan employee resourcing requirements per
unit-organization

6.1.2.3 Develop compensation plan

6.1.2.4 Develop succession plan

6.1.2.5 Develop employee diversity plan

6.1.2.6 Develop other HR programs

6.1.2.7 Develop HR policies

6.1.2.8 Administer HR policies

6.1.2.9 Plan employee benefits

6.1.2.10 Develop strategy for HR systems-technologies-tools
6.1.2.11 Develop workforce strategy models
6.1.2.12 Develop project resource plan

6.1.2.13 Develop HR program management office (PMO)
6.1.3 Monitor and update plans

6.1.3.1 Define metrics and measures for success
6.1.3.2 Measure realization of objectives

6.1.3.3 Measure contribution to business strategy
6.1.3.4 Communicate plans and provide updates to
stakeholders

6.1.3.5 Determine value added from HR function
6.1.3.6 Review and revise HR plans

6.2 Recruit, source, and select employees

6.2.1 Create and develop employee requisitions
6.2.1.1 Align staffing plan to workforce plan and
business unit strategies-resource needs

6.2.1.2 Develop and open job requisition

6.2.1.3 Develop a job description

6.2.1.4 Post requisition
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6.2.1.5 Manage internal-external job posting Web sites
6.2.1.6 Change-Update requisition

6.2.1.7 Notify hiring manager

6.2.1.8 Manage requisition date

6.2.2 Recruit-Source candidates

6.2.2.1 Determine recruitment methods

6.2.2.2 Perform recruiting activities-events

6.2.2.3 Manage recruitment vendors

6.2.3 Screen and select candidates

6.2.3.1 Identify and deploy candidate selection tools
6.2.3.2 Interview candidates

6.2.3.3 Test candidates

6.2.3.4 Select and reject candidates

6.2.4 Manage pre-placement verification

6.2.4.1 Complete candidate background information
6.2.4.2 Conduct pre-employment screening

6.2.4.3 Conduct drug test and physicals as appropriate
6.2.4.4 Recommend-not recommend candidate
6.2.5 Manage new hire-re-hire

6.2.5.1 Draw up and make offer

6.2.5.2 Negotiate offer

6.2.5.3 Hire candidate

6.2.6 Track candidates

6.2.6.1 Create applicant record

6.2.6.2 Manage-track applicant data

6.2.6.3 Archive and retain records of non-hires
6.2.7 Measure staffing performance

6.2.7.1 Determine appropriate metrics and tools
6.2.7.2 Track metrics

6.3 Develop and counsel employees

6.3.1 Manage employee orientation and deployment
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6.3.1.1 Create-maintain employee on-boarding program
6.3.1.2 Introduce new employees to managers
6.3.1.3 Introduce workplace

6.3.1.4 Evaluate the effectiveness of the employee
on-boarding program

6.3.2 Manage employee performance

6.3.2.1 Define performance objectives

6.3.2.2 Review, appraise, and manage employee performance
6.3.2.3 Evaluate and review performance program
6.3.3 Manage employee relations

6.3.3.1 Manage health and safety

6.3.3.2 Manage labor relations

6.3.3.3 Manage collective bargaining process
6.3.3.4 Manage labor management partnerships
6.3.4 Manage employee development

6.3.4.1 Develop competency management plans
6.3.4.2 Define employee development guidelines
6.3.4.3 Develop employee career plans

6.3.4.4 Manage employee skills development
6.3.5 Develop and train employees

6.3.5.1 Align employee and organization development needs
6.3.5.2 Develop competencies

6.3.5.3 Establish training needs by analysis of
required and available skills

6.3.5.4 Develop, conduct, and manage employee
and-or management training programs

6.4 Reward and retain employees

6.4.1 Develop and manage reward, recognition, and
motivation programs

6.4.1.1 Develop salary-compensation structure and plan

6.4.1.2 Develop executive compensation structure and plan
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6.4.1.3 Develop benefits and reward plan

6.4.1.4 Perform competitive analysis of benefit and rewards

6.4.1.5 Identify compensation requirements based on
financial, benefits, and HR policies

6.4.1.6 Administer compensation and rewards to employees
6.4.1.7 Develop and administer metrics-measurement
methods to gauge success of reward and motivation programs
6.4.2 Manage and administer benefits

6.4.2.1 Deliver employee benefits program

6.4.2.2 Administer benefit enrollment

6.4.2.3 Process claims

6.4.2.4 Perform benefit reconciliation

6.4.2.5 Manage health care costs

6.4.3 Manage employee assistance and retention
6.4.3.1 Deliver programs to support work-life balance
for employees

6.4.3.2 Develop family support systems

6.4.3.3 Review retention and motivation indicators
6.4.3.4 Review compensation plan

6.4.4 Payroll administration

6.5 Re-deploy and retire employees

6.5.1 Manage promotion and demotion process
6.5.2 Manage transfer, move and bid-bump process
6.5.3 Manage separation

6.5.4 Manage retirement

6.5.5 Manage leave of absence

6.5.6 Develop and implement employee outplacement
6.5.7 Manage deployment of personnel

6.5.8 Relocate employees and manage assignments

6.5.9 Manage employment reduction and retirement
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6.5.10 Manage expatriates

6.5.11 Manage employee relocation process

6.6 Manage employee information

6.6.1 Manage reporting processes

6.6.2 Manage employee inquiry process

6.6.3 Manage and maintain employee data

6.6.4 Manage human resource information systems (HRIS)
6.6.5 Develop and manage employee metrics
6.6.6 Develop and manage time and attendance
6.6.7 Manage employee communication

6.6.7.1 Develop employee communication plan
6.6.7.2 Manage-collect employee suggestions and
perform employee research

6.6.7.3 Publish employee communications

6.6.7.4 Conduct employee research (i.e. employee

survey processes, etc.)
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7.1 Manage the business of information technology SleMal (5558 LIS 5§ S o yiae
7.1.1 Develop the enterprise IT strategy Oledbes oledal (5550 (533 il (3 5.5
7.1.1.1 Build strategic intelligence K33l B s slaol
7.1.1.2 Identify long-term IT needs of the enterprise Oladind b 5,lSaa 5o Gloslo sleMbl (55518 cus wil glasls bl

in collaboration with stakeholders
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7.1.1.5 Define strategic vendors for IT components

7.1.1.7 Build strategic plan to support business
objectives

7.1.2 Define the enterprise architecture

7.1.2.2 Confirm enterprise architecture maintenance approach

7.1.2.4 Act as clearinghouse for IT research and innovation

7.1.3 Manage the IT portfolio

7.1.3.2 Analyze and evaluate the value of the IT

portfolio for the enterprise

7.1.4 Perform IT research and innovation

7.1.5.1 Develop and maintain IT services and
solutions cost transparency

7.1.5.2 Establish and maintain accounting process

7.1.6 Evaluate and communicate IT business

value and performance
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7.1.6.2 Evaluate IT plan performance el (55508 5 Slae b olasy )

7.1.7 Perform IT staff management el (55568 LSS e suse alasl

7.1.7.2 Manage IT staff performance Sl 5,568 GUS,IS o Slae e e

7.1.8.2 Negotiate with suppliers HEaS el b o SHae

7.1.8.4 Evaluate supplier performance OB el o Khae ity )

7.2 Develop and manage IT customer relationships (CRM) (s itia b LU ,l oo pie 5 4w 53

7.2.1.1 Research IT services and solutions to address slasls ol HLas gl da ol 5 oledl o, basload 3823

business and user requirements OS5 s 5 8

aledol 5497 08 2

7.2.1.3 Formulate IT services and solutions strategic sladasl, 5 oload (S50l Gloliny olalasl (o Sl 5058

initiatives Sl 5,568

7.2.1.5 Evaluate and select IT services and solutions Al 331l Sledlal 55518 lead 5 Lajlidlass ST 5 ol
strategic initiatives

7.2.2 Develop and manage IT service levels el 55508 Slosa 7l sl 5 dass3

7.2.2.2 Establish and maintain business and IT Slodls 53 oledal (55518 sait 33155 Sloa £l (5,105 5 alan)
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7.2.2.4 Communicate business and IT service level
improvement opportunities

7.2.3 Perform demand side management (DSM) for IT services
7.2.3.1 Analyze IT services and solutions consumption
and usage

7.2.3.2 Develop and implement incentive programs that
improve consumption efficiency

7.2.3.3 Develop volume-unit forecast for IT services and solutions
7.2.4 Manage IT customer satisfaction

7.2.4.1 Capture and analyze customer satisfaction
7.2.4.2 Assess and communicate customer satisfaction patterns
7.2.4.3 Initiate improvements based on customer
satisfaction patterns

7.2.5 Market IT services and solutions

7.2.5.1 Develop IT services and solutions marketing strategy
7.2.5.2 Develop and manage IT customer strategy
7.2.5.3 Manage IT services and solutions advertising and
promotional campaigns

7.2.5.4 Process and track IT services and solutions orders
7.3 Manage business resiliency and risk

7.3.1 Develop and manage business resilience
7.3.1.1 Develop the business resilience strategy
7.3.1.2 Perform continuous business operations planning
7.3.1.3 Test continuous business operations

7.3.1.4 Maintain continuous business operations
7.3.2 Develop and manage regulatory compliance
7.3.2.1 Develop the regulatory compliance strategy
7.3.2.2 Establish regulatory compliance controls
7.3.2.3 Manage regulatory compliance remediation
7.3.3 Perform integrated risk management

7.3.3.1 Develop an integrated risk strategy and approach
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7.3.3.2 Manage integrated risks

7.3.4 Develop and implement security, privacy, and data
protection controls

7.3.4.1 Establish information security, privacy, and data
protection strategies and levels

7.3.4.2 Test, evaluate, and implement information
security, and privacy and data protection controls
7.4 Manage enterprise information

7.4.1 Develop information and content management
strategies

7.4.1.1 Understand information and content management needs
and the role of IT services for executing the business strategy
7.4.1.2 Assess the information and content
management implications of new technologies
7.4.1.3 Identify and prioritize information and content
management actions

7.4.2 Define the enterprise information architecture
7.4.2.1 Define information elements, composite structure, logical
relationships and constraints, taxonomy, and derivation rules
7.4.2.2 Define information access requirements
7.4.2.3 Establish data custodianship

7.4.2.4 Manage changes to content data architecture requirements
7.4.3 Manage information resources

7.4.3.1 Define the enterprise information-data policies and standards
7.4.3.2 Develop and implement data and content administration
7.4.4 Perform enterprise data and content management
7.4.4.1 Define sources and destinations of content data
7.4.4.2 Manage technical interfaces to users of content
7.4.4.3 Manage retention, revision, and retirement of enterprise
information

7.5 Develop and maintain information technology solutions
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7.5.1 Develop the IT development strategy

7.5.1.1 Establish sourcing strategy for IT development
7.5.1.2 Define development processes, methodologies, and
tools standards

7.5.1.3 Select development methodologies and tools
7.5.2 Perform IT services and solutions life cycle
planning

7.5.2.1 Plan development of new requirements
7.5.2.2 Plan development of feature and functionality
enhancement

7.5.2.3 Develop life cycle plan for IT services and solutions
7.5.3 Develop and maintain IT services and solutions
architecture

7.5.3.1 Create IT services and solutions architecture
7.5.3.2 Revise IT services and solutions architecture
7.5.3.3 Retire IT services and solutions architecture
7.5.4 Create IT services and solutions

7.5.4.1 Understand confirmed requirements

7.5.4.2 Design IT services and solutions

7.5.4.3 Acquire-Develop IT service-solution components
7.5.4.4 Train services and solutions resources
7.5.4.5 Test IT services-solutions

7.5.4.6 Confirm customer acceptance

7.5.5 Maintain IT services and solutions

7.5.5.1 Understand upkeep-enhance requirements and
defect analysis

7.5.5.2 Design change to existing IT service-solution
7.5.5.3 Acquire-develop changed IT service-solution
component

7.5.5.4 Test IT service-solution change

7.5.5.5 Retire solutions and services
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7.6 Deploy information technology solutions

7.6.1 Develop the IT deployment strategy

7.6.1.1 Establish IT services and solutions change policies
7.6.1.2 Define deployment process, procedures, and tools
standards

7.6.1.3 Select deployment methodologies and tools
7.6.2 Plan and implement changes

7.6.2.1 Plan change deployment

7.6.2.2 Communicate changes to stakeholders
7.6.2.3 Administer change schedule

7.6.2.4 Train impacted users

7.6.2.5 Distribute and install change

7.6.2.6 Verify change

7.6.3 Plan and manage releases

7.6.3.1 Understand and coordinate release design and
acceptance

7.6.3.2 Plan release rollout

7.6.3.3 Distribute and install release

7.6.3.4 Verify release

7.7 Deliver and support information technology services
7.7.1 Develop IT services and solution delivery strategy
7.7.1.1 Establish sourcing strategy for IT delivery
7.7.1.2 Define delivery processes, procedures, and tools
standards

7.7.1.3 Select delivery methodologies and tools
7.7.2 Develop IT support strategy

7.7.2.1 Establish sourcing strategy for IT support
7.7.2.2 Define IT support services

7.7.3 Manage IT infrastructure resources

7.7.3.1 Manage IT inventory and assets

7.7.3.2 Manage IT resource capacity
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7.7.4 Manage IT infrastructure operations

7.7.4.2 Perform IT operations support services

7.7.5.1 Manage availability

7.7.5.3 Manage backup-recovery

7.7.5.5 Manage incidents

7.7.5.7 Manage inquiries

7.8.1 Develop IT knowledge management strategy

7.8.1.2 Understand current IT knowledge flow

7.8.2 Develop and maintain IT knowledge map

7.8.2.3 Identify IT knowledge-sharing opportunities

7.8.3 Manage IT knowledge life cycle

7.8.3.2 Evaluate, create, and codify knowledge elements

7.8.3.4 Update and retire IT knowledge
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8 Manage Financial Resources Sl plis e e

8.1 Perform planning and management accounting Gt solulaa 5 (5335 el aladl
8.1.1 Perform planning-budgeting-forecasting SO — (a5~ s 535 4l alail
8.1.1.1 Develop and maintain budget policies and procedures dauss ol slagis, sl piebd 5510 5 4w s
8.1.1.2 Prepare periodic budgets and plans slosss slagsb 5 ladas s g
8.1.1.3 Prepare periodic financial forecasts &losss o sla s i g
8.1.2 Perform cost accounting and control sud ala sles S 5 (solulia olilac
8.1.2.1 Perform inventory accounting 355 Golslua alail
8.1.2.2 Perform cost of sales analysis b sladiusa sladilas alasl
8.1.2.3 Perform product costing Jsons oL au3a
8.1.2.4 Perform variance analysis Sl sy
8.1.2.5 Report on profitability A g3 IS
8.1.3 Perform cost management R
8.1.3.1 Determine key cost drivers sl duya sla S jae s
8.1.3.2 Measure cost drivers awia slas jme (it
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8.1.3.3 Determine critical activities

8.1.3.4 Manage asset resource deployment and utilization
8.1.4 Evaluate and manage financial performance
8.1.4.1 Assess customer and product profitability
8.1.4.2 Evaluate new products

8.1.4.3 Perform life cycle costing

8.1.4.4 Optimize customer and product mix

8.1.4.5 Track performance of new customer and product
strategies

8.1.4.6 Prepare activity-based performance measures
8.1.4.7 Manage continuous cost improvement

8.2 Perform revenue accounting

8.2.1 Process customer credit

8.2.1.1 Establish credit policies

8.2.1.2 Analyze-Approve new account applications
8.2.1.3 Review existing accounts

8.2.1.4 Produce credit-collection reports

8.2.1.5 Reinstate or suspend accounts based on credit policies
8.2.2 Invoice customer

8.2.2.1 Maintain customer-product master files
8.2.2.2 Generate customer billing data

8.2.2.3 Transmit billing data to customers

8.2.2.4 Post receivable entries

8.2.2.5 Resolve customer billing inquiries

8.2.3 Process accounts receivable (AR)

8.2.3.1 Establish AR policies

8.2.3.2 Receive-Deposit customer payments
8.2.3.3 Apply cash remittances

8.2.3.4 Prepare AR reports

8.2.3.5 Post AR activity to the general ledger

8.2.4 Manage and process collections
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8.2.4.1 Establish policies for delinquent accounts
8.2.4.2 Analyze delinquent account balances
8.2.4.3 Correspond-Negotiate with delinquent accounts
8.2.4.4 Discuss account resolution with internal parties
8.2.4.5 Process adjustments-write-off balances
8.2.5 Manage and process adjustments-deductions
8.2.5.1 Establish policies-procedures for adjustments
8.2.5.2 Analyze adjustments

8.2.5.3 Correspond-Negotiate with customer
8.2.5.4 Discuss resolution with internal parties
8.2.5.5 Prepare chargeback invoices

8.2.5.6 Process related entries

8.2.5.7 Perform market settlement, data exchange,
reconciliation, and validation

8.3 Perform general accounting and reporting
8.3.1 Manage policies and procedures

8.3.1.1 Negotiate service level agreements
8.3.1.2 Establish accounting policies

8.3.1.3 Set and enforce approval limits

8.3.1.4 Establish common financial systems

8.3.2 Perform general accounting

8.3.2.1 Maintain chart of accounts

8.3.2.2 Process journal entries

8.3.2.3 Process allocations

8.3.2.4 Process period end adjustments (e.g., accruals,
currency conversions, etc.)

8.3.2.5 Post and reconcile intercompany transactions
8.3.2.6 Reconcile GL accounts

8.3.2.7 Perform consolidations and process eliminations
8.3.2.8 Prepare trial balance

8.3.2.9 Prepare and post management adjustments
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8.3.3 Perform fixed asset accounting

8.3.3.1 Establish fixed asset policies and procedures
8.3.3.2 Maintain fixed asset master data files

8.3.3.3 Process and record fixed asset additions and retires
8.3.3.4 Process and record fixed asset adjustments,
enhancements, revaluations, and transfers

8.3.3.5 Calculate and record depreciation expense
8.3.3.6 Process and record fixed asset maintenance and
repair expenses

8.3.3.7 Reconcile fixed asset ledger

8.3.3.8 Track fixed assets including physical inventory
8.3.3.9 Provide fixed asset data to support tax, statutory,
and regulatory reporting

8.3.4 Perform financial reporting

8.3.4.1 Prepare business unit financial statements
8.3.4.2 Prepare consolidated financial statements
8.3.4.3 Perform business unit reporting-review
management reports

8.3.4.4 Perform consolidated reporting-review of cost
management reports

8.3.4.5 Prepare statements for board review

8.3.4.6 Produce quarterly-annual filings and shareholder reports
8.3.4.7 Produce regulatory reports

8.4 Manage fixed asset project accounting

8.4.1 Perform capital planning and project approval
8.4.1.1 Develop capital investment policies and procedures
8.4.1.2 Develop and approve capital expenditure plans
and budgets

8.4.1.3 Review and approve capital projects and fixed
asset acquisitions

8.4.1.4 Conduct financial justification for project approval
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8.4.2 Perform capital project accounting

8.4.2.1 Create project account codes

8.4.2.2 Record project-related transactions

8.4.2.3 Monitor and track capital projects and budget spending
8.4.2.4 Close-capitalize projects

8.4.2.5 Measure financial returns on completed capital projects
8.5 Process payroll

8.5.1 Report time

8.5.1.1 Establish policies and procedures

8.5.1.2 Collect and record employee time worked
8.5.1.3 Analyze and report paid and unpaid leave
8.5.1.4 Monitor regular, overtime, and other hours
8.5.1.5 Analyze and report employee utilization
8.5.2 Manage pay

8.5.2.1 Enter employee time worked into payroll system
8.5.2.2 Maintain and administer employee earnings information
8.5.2.3 Maintain and administer applicable deductions
8.5.2.4 Monitor changes in tax status of employees
8.5.2.5 Process and distribute payments

8.5.2.6 Process and distribute manual checks
8.5.2.7 Process period end adjustments

8.5.2.8 Respond to employee payroll inquiries
8.5.3 Process payroll taxes

8.5.3.1 Calculate and pay applicable payroll taxes
8.5.3.2 Produce and distribute employee annual tax statements
8.5.3.3 File regulatory payroll tax forms

8.6 Process accounts payable and expense reimbursements
8.6.1 Process accounts payable (AP)

8.6.1.1 Verify AP pay file with PO vendor master file
8.6.1.2 Maintain-manage electronic commerce

8.6.1.3 Audit invoices and key data in AP system
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8.6.1.4 Approve payments

8.6.1.6 Process taxes

8.6.1.8 Process payments

8.6.1.10 Retain records

8.6.2 Process expense reimbursements

8.6.2.3 Approve reimbursements and advances

8.6.2.5 Manage personal accounts

8.7.1 Manage treasury policies and procedures

8.7.1.2 Establish and publish treasury policies

8.7.1.4 Monitor treasury procedures

8.7.1.6 Revise treasury procedures

8.7.1.8 Define system security requirements

8.7.2.1 Manage and reconcile cash positions

8.7.2.3 Process and oversee electronic fund transfers (EFTs)

8.7.2.5 Manage cash flows
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8.7.2.7 Manage and oversee banking relationships

8.7.3 Manage in-house bank accounts

8.7.3.2 Manage and facilitate inter-company borrowing

transactions

8.7.3.4 Manage central incoming payments on behalf of subsidiaries

8.7.3.6 Calculate interest and fees for in-house bank accounts

8.7.4 Manage debt and investment

8.7.4.2 Manage liquidity

b gbie Cuyase

8.7.4.4 Process and oversee debt and investment transactions

8.7.4.6 Produce debt and investment accounting transaction reports

8.7.5.1 Manage interest rate risk

8.7.5.3 Manage exposure risk

8.7.5.5 Evaluate and refine hedging positions

8.7.5.7 Monitor credit

8.8.1 Establish internal controls, policies and procedures
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8.8.1.1 Establish board of directors and audit committee
8.8.1.2 Define and communicate code of ethics
8.8.1.3 Assign roles and responsibility for internal controls
8.8.1.4 Define business process objectives and risks
8.8.1.5 Define entity-unit risk tolerances

8.8.2 Operate controls and monitor compliance with
internal controls policies and procedures

8.8.2.1 Design and implement control activities
8.8.2.2 Monitor control effectiveness

8.8.2.3 Remediate control deficiencies

8.8.2.4 Create compliance function

8.8.2.5 Operate compliance function

8.8.2.6 Implement and maintain controls-related
enabling technologies and tools

8.8.3 Report on internal controls compliance
8.8.3.1 Report to external auditors

8.8.3.2 Report to regulators, share-debt-holders,
securities exchanges, etc.

8.8.3.3 Report to third parties (e.g., business partners)
8.8.3.4 Report to internal management

8.9 Manage taxes

8.9.1 Develop tax strategy and plan

8.9.1.1 Develop foreign, national, state and local tax strategy
8.9.1.2 Consolidate and optimize total tax plan
8.9.1.3 Maintain tax master data

8.9.2 Process taxes

8.9.2.1 Perform tax planning-strategy

8.9.2.2 Prepare returns

8.9.2.3 Prepare foreign taxes

8.9.2.4 Calculate deferred taxes

8.9.2.5 Account for taxes
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8.9.2.6 Monitor tax compliance Sllle culgaie 5 oyl

8.9.2.7 Address tax inquiries Lobdle s
8.10 Manage international funds-consolidation ) wless s a5 3285 e
8.10.1 Monitor international rates Gllall G sl 5 ool
8.10.2 Manage transactions SMNelas s pae
8.10.3 Monitor currency exposure-hedge currency 50l o Odis o ool
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9.0 Acquire, Construct, and Manage Property

9.1 Design and construct-acquire non-productive assets
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9.1.1 Develop property strategy and long term vision ety Sl adia 5 3l s

9.1.1.1 Confirm alignment of property requirements with business
strategy

9.1.1.2 Assess the external environment

9.1.1.3 Determine build or buy decision

9.1.2 Develop, construct, and modify sites

9.1.3 Plan facility

9.1.3.1 Design facility

9.1.3.2 Analyze budget

9.1.3.3 Select property

9.1.3.4 Negotiate terms for facility

9.1.3.5 Manage construction or modification to building
9.1.4 Provide workspace and assets

9.1.4.1 Acquire workspace and assets

9.1.4.2 Change fit-form-function of workspace and assets
9.2 Maintain non-productive assets

9.2.1 Move people and assets

9.2.1.1 Relocate people

9.2.1.2 Relocate material and tools

9.2.2 Repair workplace and assets

9.2.3 Provide preventative maintenance for workplace and assets
9.2.4 Manage security

9.2.5 Manage facilities operations

9.3 Obtain, install and plan maintenance for productive assets

9.3.1 Develop ongoing maintenance policies for production assets
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9.3.1.1 Analyze assets and predict maintenance requirements

9.3.1.2 Develop approach to integrate preventive
maintenance into production schedule

9.3.2 Obtain and install equipment

9.3.2.1 Design engineering solution for the manufacturing process
9.3.2.2 Procure equipment

9.3.2.3 Install and commission equipment

9.4 Dispose of productive and non-productive assets
9.4.1 Develop exit strategy

9.4.2 Perform sale or trade

9.4.3 Perform abandonment

9.5 Manage physical risk
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10.1 Determine health, safety, and environment impacts TS | VPPV I NECA ] Jeeeis
10.1.1 Evaluate environmental impact of products, services, sllee 5 sbaaia gians s 0,86 oSG
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10.1.2 Conduct health and safety and environmental audits cdilags 5 el s 5l enlaa
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10.2.1 Identify regulatory and stakeholder requirements
10.2.2 Assess future risks and opportunities
10.2.3 Create EHS policy

10.2.4 Record and manage EHS events

10.3 Train and educate employees

10.3.1 Communicate EHS issues to stakeholders and provide
support

10.4 Monitor and manage health, safety, and
environmental management program

10.4.1 Manage EHS costs and benefits

10.4.2 Measure and report EHS performance
10.4.2.1 Implement emergency response program
10.4.2.2 Implement pollution prevention program
10.4.3 Provide employees with EHS support

10.5 Ensure compliance with regulations

10.5.1 Monitor compliance

10.5.2 Perform compliance audit

10.5.3 Comply with regulatory stakeholders
requirements

10.6 Manage remediation efforts

10.6.1 Create remediation plans

10.6.2 Contact and confer with experts

10.6.3 Identify-dedicate resources

10.6.4 Investigate legal aspects

10.6.5 Investigate damage cause

10.6.6 Amend or create policy
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11.1 Build investor relationships

11.1.1 Plan, build, and manage lender relations
11.1.2 Plan, build, and manage analyst relations
11.1.3 Communicate with shareholders

11.2 Manage government and industry relationships
11.2.1 Manage government relations

11.2.2 Manage relations with quasi-government bodies
11.2.3 Manage relations with trade or industry groups
11.2.4 Manage lobby activities

11.3 Manage relations with board of directors

11.3.1 Report results

11.3.2 Report audit findings

11.4 Manage legal and ethical issues

11.4.1 Create ethics policies

11.4.2 Manage corporate governance policies

11.4.3 Develop and perform preventative law programs
11.4.4 Ensure compliance

11.4.4.1 Plan and initiate compliance program
11.4.4.2 Execute compliance program

11.4.5 Manage outside counsel

11.4.5.1 Assess problem and determine work requirements
11.4.5.2 Engage-retain outside counsel if necessary

11.4.5.3 Receive strategy-budget
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11.4.5.4 Receive work product and manage- monitor
case and work performed

11.4.5.5 Process payment for legal services
11.4.5.6 Track legal activity-performance

11.4.6 Protect intellectual property

11.4.6.1 Manage copyrights and patents

11.4.6.2 Maintain intellectual property rights and restrlTions
11.4.6.3 Administer licensing terms

11.4.6.4 Administer options

11.4.7 Resolve disputes and litigations

11.4.8 Provide legal advice-counseling

11.4.9 Negotiate and document agreements-contracts
11.5 Manage public relations program

11.5.1 Manage community relations

11.5.2 Manage media relations

11.5.3 Promote political stability

11.5.4 Create press releases

11.5.5 Issue press releases
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12 Manage Knowledge, Improvement, and Change

12.1 Create and manage organizational performance strategy
12.1.1 Create enterprise measurement systems model
12.1.1.1 Establish performance measures
12.1.1.2 Establish performance monitoring frequency
12.1.1.3 Set performance targets

12.1.2 Measure process productivity

12.1.3 Measure cost effectiveness

12.1.4 Measure staff efficiency

12.1.5 Measure cycle time

12.2 Benchmark performance

12.2.1 Conduct performance assessments

12.2.2 Develop benchmarking capabilities

12.2.3 Conduct process benchmarking

12.2.3.1 Compile & update list of processes &
organizations to benchmark

12.2.3.2 Establish benchmarks

12.2.3.3 Measure performance against benchmarks
12.2.4 Conduct competitive benchmarking
12.2.4.1 Compile & update list of processes &
organizations to benchmark

12.2.4.2 Establish benchmarks

12.2.4.3 Measure performance against benchmarks
12.2.5 Conduct gap analysis to understand the need
for and the degree of change needed

12.2.6 Establish need for change

12.3 Develop enterprise-wide knowledge
management (KM) capability

12.3.1 Develop KM strategy

12.3.1.1 Develop governance model

12.3.1.2 Establish a central KM core group
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12.3.1.3 Define roles and accountability of the core
group versus operating units

12.3.1.4 Develop funding models

12.3.1.5 Identify links to key initiatives

12.3.1.6 Develop core KM methodologies

12.3.1.7 Assess IT needs and engage IT function
12.3.1.8 Develop training and communication plans
12.3.1.9 Develop change management approaches
12.3.1.10 Develop strategic measures and indicators
12.3.2 Identify and plan KM projects

12.3.2.1 Identify strategic opportunities to apply KM
approach(es)

12.3.2.2 Identify KM requirements and objectives
12.3.2.3 Assess culture and readiness for KM approach
12.3.2.4 Identify appropriate KM methodologies (e.g.,
self-service, communities, transfer, etc.)

12.3.2.5 Create business case and obtain funding
12.3.2.6 Develop project measures and indicators
12.3.3 Design and launch KM projects

12.3.3.1 Design process for knowledge sharing,
capture, and use

12.3.3.2 Define roles and resources

12.3.3.3 Identify specific IT requirements

12.3.3.4 Create training and communication plans
12.3.3.5 Develop change management plans
12.3.3.6 Design recognition and reward approaches
12.3.3.7 Design and plan launch of KM project
12.3.3.8 Deploy the KM project

12.3.4 Manage the KM project life cycle

12.3.4.1 Assess alignment with business goals

Slilee glasals dilis 5o Lol gla 898 (el o 5 L &y 525

& wless s s sledas w5

sl s sulS Jolse b Ll o pad oleulis

o5l o e Lol sledig, v

sl LT o dolge 31 salituly

ol (bl sla ol 9

oS cu e sLas S5 s

Sl glaskae 5 Ladls ssue

il e (5la 83550 (5330 el (plulid

e 5555 5 SIS e Sl sleis 8 olulis
ol e

GBS e il a3l bt

ol e e 3K g5 ) soliil (5l Kia iy (Solel b3
o)) clie GBS cu nae sla 4s) (plelis
(000t JEDL a0 G g em 955

Gle s s Jsan 5 solad olge alal

8550 slaanlis slasloe s

il 2 e sla 83 slasl 5 Ak

G231 3l ol s Jpemn oS i cga LT alsb

e s la (58 8y 5a3

oledbl 55055 pala lpaieils olulis
Gidsals olblil sla ol slal

oS S s sla el wsae

O plalidy (il slas o5 a1k

Ol e 8355 slaal 5305 Ll Ak
Ol w500 83 55 Ll Tl

Ol s pate 83558 (S5, SSaes o yaae

solas Slaal b (Siales b5



12.3.4.2 Evaluate impact of KM (strategy and projects) on
measures and outcomes

12.3.4.3 Promote and sustain activity and involvement
12.3.4.4 Realign and refresh KM strategy and approaches
12.4 Manage change

12.4.1 Plan for change

12.4.1.1 Select process improvement methodology
12.4.1.2 Assess readiness for change

12.4.1.3 Determine stakeholders

12.4.1.4 Engage-Identify champion

12.4.1.5 Form design team

12.4.1.6 Define scope

12.4.1.7 Understand current state

12.4.1.8 Define future state

12.4.1.9 Conduct risk analysis

12.4.1.10 Assess cultural issues

12.4.1.11 Establish accountability for change management
12.4.1.12 |dentify barriers to change

12.4.1.13 Determine change enablers

12.4.1.14 Identify resources and develop measures
12.4.2 Design the change

12.4.2.1 Assess connection to other initiatives
12.4.2.2 Develop change management plans
12.4.2.3 Develop training plan

12.4.2.4 Develop communication plan

12.4.2.5 Develop rewards-incentives plan
12.4.2.6 Establish metrics

12.4.2.7 Establish-Clarify new roles

12.4.2.8 Identify budget-roles

12.4.3 Implement change

12.4.3.1 Create commitment for improvement-change
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12.4.3.2 Reengineer business processes and systems
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12.4.4 Sustain improvement S s S g

12.4.4.2 Capture and reuse lessons learned from 33 a3 ) eus 43 gl (lgeuys 3l suliiol 5 SHu
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