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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

This document is intended to be used by top management. It provides guidelines for realizing financial
and economic benefits by applying a top-down structured approach. These can also be used to support
other types of management systems such as environmental, or occupational health and safety. The
structured approach monitors and manages key business and quality management metrics. Using
validated metrics as indicators of business performance, improvement actions are taken by applying
the quality management principles described in ISO 9000:2015 and the quality management system
of ISO 9001:2015. The guidelines in this document can be applied to an organization before or after
implementing ISO 9001:2015.

The (I1uality management principles are:

a)

b) leadership;

) ¢

ustomer focus;

bngagement of people;

e)
f) 4
g) 1
Appl

Finaj
man
orga

Econ

I q

d) :Elocess approach;

provement;
bvidence-based decision making;
elationship management.
ying these principles throughout the organization is a strategic top management decis

cial benefits are realized within the orgaiization by implementing and utilizing c

on.

bst-effective

hgement system practices based on the seven quality management principles. The resulting

hizational and financial improvementsare expressed in monetary form.
omic benefits are achieved by:

ipplication of the seven quality management principles, which establish and enab

q

e a linkage

etween effective managément and the realization of financial benefits, economic benefits and

rganizational goals (see Annex A);

se of a structured Plan-Do-Check-Act (PDCA) continual improvement cycle, which ider
lans based on data'and information resulting from implementation of the process app

idoption of thequality management principles in daily operating practice, through:
— effective management of resources;

—-"implementation and monitoring of management system processes to improve

tifies action
roach;

the overall

effectiveness and Pffiripm‘y of the organization

Financial, economic and organizational benefits resulting from the application of the principles include,
but are not limited to:

— i

— i

mproved net revenues;

mproved budgetary performance;

— reduced costs;

— reduced business risks;

— i

— i

© ISO

mproved cash flow;

mproved return on investment;
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— improved retained earnings;

— increased competitiveness (market share);
— improved customer retention and loyalty;
— optimized use of available resources;

— enhanced employee engagement;

— improved intellectual capital;

— optimized;effectiveandeffictentprocesses;
— improved supply chain performance;

— reductipn of unpredictable business results.

Vi
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Quality management systems — Managing an organization
for quality results — Guidance for realizing financial and
economic benefits

1 Scope

This|document gives guidelines for realizing financial and economic benefits by applying
strug¢tured approach to achieving financial and economic benefits. The structured appro
quality management principles and quality management system described in the SO 90
management system standards to:

a) 1nonitor and manage trends in key performance metrics;

b) take improvement action based on the observed metrics.

This|document is directed specifically to the top management of an oerganization.
This|document is applicable to any organization, whether from"the public, private or n
sectdr, regardless of its business model, revenue, number of.employees, diversity of product
offerfings, organizational culture, complexity of processes, place or number of locations.
This|document complements ISO 9001:2015 and 1S0~9004:2018 for performance improy
provfdes examples of achievable benefits from the application of concepts in those star
document identifies associated practical management methods and tools to assist in 1
benefits.

2 Normative references

The following documents are referred to in the text in such a way that some or all of t
constitutes requirements of thissdocument. For dated references, only the edition cited
unddted references, the latest edition of the referenced document (including any amendme

[SO $000:2015, Qualityananagement systems — Fundamentals and vocabulary

3

For the purpeses of this document, the terms and definitions given in ISO 9000:2015 and t
apply.

ISO gndJEC maintain terminological databases for use in standardization at the following 3

31
met

erms and.déefinitions

a top-down
ich uses the
DO family of

ot-for-profit
and service

ements and
idards. This
ealizing the

heir content
applies. For
hts) applies.

he following

ddresses:

[SO Online browsing platform: available at https://www.iso.org/obp

IEC Electropedia: available at http://www.electropedia.org/

ric

verifiable measurement used for quantifying or evaluating a result

EXAMPLE

Indicator; performance indicator; key performance indicator.
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financial benefit
organizational improvement expressed in monetary form

Note 1 to entry: Financial benefits should be realized by implementing cost-effective management system

processes.

3.3
economicb

enefit

benefit attained through the effective implementation of management system processes and resources
to generate value and improve the health and overall worth of the organization and its relevant

interested

artiac
S S

3.4
dashboard
combinatior
key results

EXAMPLE
3.5

best practi¢

method thaf
to be adopts

Note 1 to ent

TIe

of numerical and graphical data displays used to present the performance 'and trends of

Traffic light charts; Pareto charts; pie charts; trend charts.

e
has been proven to work well and produce the best results,and is therefore recomme
d as a model

ry: A method described as a best practice has usually been'tested over time and validated thj

repeated trialls before being accepted as worthy of broad adoption.

3.6

process approach

systematic
internal proj

3.7
process owj
person with

Note 1 to
process, co
continually i

3.8
benchmark

hpproach to management in which an organization identifies, monitors and managg
cesses and their interactions

ner
assigned responsibility and authority for a process

municating with intepested parties, measuring and monitoring the results of the proces
proving the performance of the process.

err‘z[‘ry: The responsibilities ©f ;a’process owner can include defining, developing and deployin

ing

activity of

easurementand analysis that an organization can use to search for and compare prac

inside and outside the-organization, with the aim of improving its performance

Note 1 to entfy:-Benchmarking can be applied to policies, strategies and objectives, processes and their oper

products, se

nded

ough

S its

g the
t and

tices

htion,

ices and the organization's structures.

3.9

leading ind
metric (3.1)
3.10
lagging ind
metric (3.1)

3.11

icator
that gives an indication of expected performance

icator
that gives an indication of past performance

productivity
ability to generate, create, enhance or deliver products, services and knowledge
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4 Top-down structured approach to realize financial and economic benefits

4.1

Overview

This document provides a two-stage top-down structured approach to assist top management in
identifying and realizing financial and economic benefits (see Figure 1). As presented in this document,
this approach is generic and applicable to any process or ongoing business condition (see Annex B).

In Stage 1, top management is responsible for identifying areas for improvement. The information is

then

passed on to Stage 2 in the form of assigned actions to the process owners.

In St

plang.

This
econ

hge 2, the process owners are responsible for developing and implementing etfective improvement

same approach should be used to sustain improvements and achievements. The fi
pmic benefits are achieved by:

a) 1nonitoring and analysing key performance metrics over time:

b) i

The
base

— in the context of the organization;
— that represent the changing needs and expectations of intefested parties;

plementing improvement actions, based on the analysis of the metrics, using
anagement principles together with the organization'$\quality management system (s

juality management principles are supported by the process approach, the PDCA cy
d thinking.

in A
doc
reco

gaps
reco
Figu

— q

—

nex C, to establish a baseline to assess how effectively it is using the processes det
ent. For organizations that have not.yet developed a set of metrics and tools to
bnize risks and opportunities, theyan start with the self-assessment tool in Annex
in their processes. As these processes improve, the organization will be in a better
bnize opportunities for improvenient through the evaluation of its business results.

An 3rganization should conduct an initial self<@ssessment, using the self-assessment tg

'e 1 summarizes the top-down structured approach for:
inalysing results impontant to the organization’s financial and economic performance;

dentifying opportunities and metrics at risk;

— improving thHe'unhderlying business processes.

nancial and

the quality
e Annex D).

tle and risk-

ol provided
piled in this
dentify and
C to identify
position to

© ISO
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A
¥

Evaluate current

4.2.2.1

performance metrics

Context of the
organization

Changing needs and
expectations of interested
parties

4.2.2.2

Validate metrics

(Financial and economic: Annex A)

Y

Review
and approve

A

. 4.22.3
4 Review results

trends and risks
(business impact)
\

2.2.5
2.3.1

ININ

Assign actio

=

opportunities and

Analysis of results
(Top management)

NOTE

results of plan(s) metrics at risk
¥~ (planvs. actual)
N
A
v ]
(L
3
o ) /
S Y “Plan” “Do”

Plan needed Implement
action planned action
4232|4233 \
4235 | 4234 i
“Act” “Check”
Report status |Verify results of
to top implemented

management

Nuumbers refer to the related subclauses.

w

Analysis of processes
(Process owners)

Figure 1 —+ Top-down structured approach for analysis of results and analysis of processeg for
continual improvement

4.2 Top-down structured approach

4.2.1 General

The approagh for realizing financialand economic benefits is a two-stage process, as described in .2

to4.2.4.

4.2.2 Stage 1 — Analysis of results

4.2.2.1 Evaluate ciirrent performance metrics

In Stage 1, tpp management starts by selecting a set of performance metrics.

N

NOTE 1 P4 rfir‘n]:\rly for small and mediume-sized nrg:ni7:1finhc, the pprfnrm:\nr‘n metrics can cimp]y beltheir

financial performance reports.

NOTE 2
objectives.

These metrics can include both leading indicators and lagging indicators.

For organizations that operate as not-for-profit, the performance metrics can be their goals and

Top management will then periodically review the ongoing performance of the organization's processes
and business results against the baseline of the initial set of metrics (see Figure 1).

4.2.2.2 Validate metrics

The next step in Stage 1 is ongoing validation that the performance metrics selected by top management
are relevant and useful. Validation should be conducted by correlating the performance metrics against

4
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trends of overall actual business performance and confirming that the results provide meaningful and

useful information on the performance of the management system.

4.2.2.3 Review results, trends and risks

This ongoing process will be an input to management's periodic review of performance

as required

by the quality management system (e.g. shareholder meetings, board meetings, management reviews).

There can be synergies in reviewing all defined performance metrics and organizatio
during management review.

Metrics found to have either unacceptable performance levels or adverse trends are thu

n-level data

s identified.

Similarly, in this step, organizations can also identily metrics with exceptional results whe
be bé¢neficial lessons learned which are applicable to other parts of the organization.

4.2.2.4 Identify opportunities and metrics at risk

The hext step is to analyse the results and trends to identify those that arejat risk. Thi
perfgrmed against the organizational goals and expectations, including guality objectives.
include a review of the processes where the metrics indicate that the processes are not pe
they|should and are potential risks to ongoing performance.

For gxample, a performance metric that currently has acceptablejperformance levels but ha
trend over time can represent a future risk if the adverse trend is not addressed in a tim
Imprjovement actions should be identified to stop and reverse the trend (see Annex A).

Where process results are performing well against ¢#he organizational goals and exp
treniing favourably, there can be opportunities to share best practices across the organiza

Org
coloy
proc
proc
satis
facilj

izations should consider the use of simple graphical tools such as dashboards. K

pss needs immediate management attention, yellow (amber) colour indicates that thg

bss should be monitored more frequently, and green colour indicates that the process

factorily. The specification limits for red, yellow and green should be established in
ate consistent communication.

Dashboards can include intennal* and external benchmarking to encourage organization
higher performance.

4.2.2.5 Assign action plans

After the analysis’efresults, top management should assign actions to the appropriate procs
For metrics that~indicate exceptional performance, top management can assign proces
analyse the ‘Critical success factors, identify best practices and endeavour to replicate
improventent successes in other areas.

re there can

5 analysis is
This should
rforming as

5 an adverse
ely manner.

pctations or
fion.

or example,

Ir-coded “traffic light” charts can easily show trends. A metric in red colour indicates that the

underlying
is operating
advance to

5 to achieve

ss owner(s).
5 owners to

b

the process

For metrics showing unfavourable performance levels or adverse trends, process owners d

an be asked

to identify the root cause of unacceptable performance, determine necessary resources and take action

to reverse the trends or improve the performance of affected processes.

NOTE See ISO 10009 for guidance on root cause analysis.

4.2.3 Stage 2 — Analysis of processes

4.2.3.1 Introduction to the cycle

In Stage 2, process owners address actions assigned by top management resulting from the periodic

review of organizational performance and business results (see Figure 1).

© IS0 2021 - All rights reserved
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Once the actions are formulated, the process owners start improving processes as described in the
PDCA cycle. Following this, they report improvement in the operation of the processes and changes in
performance to top management for management review.

Details of the PDCA cycle for improvement of affected processes are described in 4.2.3.2 to 4.2.3.5.

4.2.3.2 Plan

Process owners who have been assigned by top management should develop improvement plans to
address the results or trends identified. The plans should include:

a) analysig
b) actions
c)

d) resourc

changed

Resources
instruments

For process
metrics, the

Identifying
can require

them. Unde

)

L b Ll A de 1
Ul'TOUL CLAdUusStCS Ul LIIT TTSUILS Ul LI TIIUS,

to manage risks and opportunities;

to be made to the quality management system;

es needed to complete the plan.

budgets, time available and communication tools.

es delivering unacceptable performance as measured against the selected performni
process owners start by planning for the improvement ofthose processes.

he processes that influence a high-level business metric (e.g. operation cost, net p

a broader understanding of the overall business processes and the interactions bet}
standing such interactions can assist process owners in developing a more comprehe

improvement plan.

4.2.3.3 Do

At this step
require bot

Process ow:[
of the unacd
established
and stable, 1

4.2.34 Ch

At this step
determine t
results are ¥

the process owner(s) should ensurethat the plan is implemented as expected. Thi
management system and existing-business resources.

ers should verify that the improvement actions have adequately addressed the root ¢

eptable performance levéls)or trends. For some processes, statistical control limits c3
to monitor the stability'ofithe business process results. When the performance is impy
esults are reported.to top management.

leck

of the PDCA’cycle, the process owners review the results of previously assigned actio
he effectiveness of the improvement actions and whether they can be sustained. Impy
ralidated to demonstrate their impact on business performance.

thould include people, infrastructure, work environment, monitoring and measfiring

ance

Fofit)
ween
hsive

b can

ause
in be
oved

ns to
oved

4.2.3.5 Act

If the process owners are not satisfied with the results of the first pass through the PDCA cycle, they
should consider repeating the cycle until the desired results are achieved.

Once the process owners are satisfied with the results of the assigned actions, they should consider
other areas of the business where similar actions can be applied. At this point, the process owners will:

a)

submit available evidence and results of the improved processes;

b) prepare a proposed improvement plan, including other areas of the organization;

<)

their review and subsequent direction.

report recommendations for deployment in other areas of the organization to top management for

© ISO 2021 - All rights reserved
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4.2.4 Review and approve results of action taken

Top management will determine if the completed actions have produced the desired results and
whether they can be sustained. If the results are acceptable, the cycle repeats beginning at Stage 1
(see 4.2.2.1). The set of performance metrics should be evaluated based on learning from previous
PDCA cycles. They can be revised if applicable to facilitate the organization's ongoing identification,
monitoring and response to continual improvement and the needs of the business.

Top management should also consider:

a) other similar areas of the business for ongoing improvement;

b) rtecommendations from the process owners.

If the results are unacceptable, top management should review the assigned actions'‘to dgtermine the
reas¢ns why. A new or revised action plan should be developed and assigned to process owjners.

Metrfics as an indication of improvements should be reviewed in the management revie to ensure
gaing are sustained or to identify needs for future changes.

After the full implementation of the top-down structured approachis complete (see Figure 1), a
reasgessment should be undertaken (see Annex C). This is to evaluate'the maturity and effgctiveness of
the deployment and to periodically assess improvements.

© IS0 2021 - All rights reserved 7
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Annex A
(informative)

Financial and economic benefits, related metrics and linkage to

quality management principles

acantc avamnlac of nni—anf-n] banafite and matrice ~nd thaote ol +0 tha yman g0

ent

Table A1
principle.

NOTE Sq
benefits.

oI e T XTI pPIC OOt

Tt IO T O T T e T T e oo T C e T ot ot CIr et T is - co— e C— oo 5 ©

e 1SO 9000:2015 for a more detailed description of quality management principles and r¢lated

Table A.1 — Potential financial and economic benefits and metrics

Potential benefits from

Improved n¢

t revenues

applyjing the quality Potential metrics Mar;iang;ml(;nt
managé¢ment principles P P
Gross income or revenue
Total expenses incurred, including material
— Improvement

costs, labour, utilities, taxes dnd’depreciation

Earnings before interest; taxes, depreciation

and amortization (EBITDA)

Net income (profitahd loss)

— Evidence-bas¢d
decision making

Improved by

dgetary performance

Overall budget (cost) variance

Cost perfermance ratio

— Improvement

— Evidence-bas¢d
decision making

Reduced cos

Es or expenses

Budget and actual costs by major categories

Fixed versus variable costs ratio

— Process apprdach
— Improvement

— Evidence-bas¢d
decision making

Improved ca

sh flow

Days cash on hand
Cash flow ratios
Free cash flow (FCF)

Discounted cash flow (DCF)

— Improvement

— Evidence-bas¢d
decision making

Mean time between completion of work,
invoicing and receipt of payment

Improved return on investment

Net income (profit and loss)

Investment in the organization, including
stock and retained earnings

Time to payback

Return on investment (ROI)

— Improvement

— Evidence-based
decision making

© ISO 2021 - All rights reserved
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Potential benefits from

Increased competitiveness

applying the quality Potential metrics Man_age_ment
L principle
management principles
Market share (percentage of market Improvement

attributed to the organization)

Time to market with new products or services

Evidence-based
decision making

Customer satisfaction

Customer engagement

Impijoved customer retention and
loyalty

Customer loyalty
Total number of customers

Number of customers that routinely use the
organization’s products or services

Number of customer referrals to potential
customers

Revenue from new customers

Customer complaints

Customer focus
Leadefship

Relatipnship
management

Optimized use of available re-
sourges

Productivity
Overall equipment.effectiveness (OEE)

Return on assets (ROA)

Procegs approach
Improvement

Evidepce-based
decisipn making

Heightened employee accounta-
bility

Workfofce engagement
Employee retention
Turnover rate

Absenteeism rate

Engagement of
people

Impioved intellectual eapital

Patents submitted
Patents approved

Patents utilized to improve revenue from new
products

Engagement of
peopl¢

Process defects

Process time

Optimized, effective and efficient
processes

Praocess scrap
Rework costs

Warranty claims

PTOCEss approach

Evidence-based
decision making

Cost of poor quality Improvement
Process capability indices (Cp, Cpk)
Return on net assets (RoNA)
Supplier timeliness (on-time delivery, just in
Improved supply chain perfor- time) Relationship
mance management

Supplier quality (zero inspection, zero defect,
Zero surprises)
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Annex B
(informative)

Examples of a structured approach to business performance
improvement

B.1 Gendral

structured gpproach to business performance improvement depicted in Figure 1. The self-assessment
tool in Annex C can be applied to all examples. Annex D can be helpful in understanding the relationship
between thg two-stage top-down structured approach and ISO 9001:2015.

This annex provides three examples (generic, small business and services) of an organization usinflthe
s

B.2 Genqric example

B.2.1 Stage 1 — Analysis of results by top management

B.2.1.1 Current performance metrics

Top management reviews the results of current performancé of the financial and economic metrics as
set out in Table A.1.

B.2.1.2 Vadllidate metrics

Top management validates the following metrigs; from the pool of financial and economic metrics:
a) budgetdry performance - variance frombudget;

b) costs (operall, labour, administrative);

c) operatihg margin;

d) profit.

B.2.1.3 Rdview results; trends and risks

Top managdment reviews whether results are meeting expectations and trends are favourable| Top
managemernft idéntifies metrics at risk or non-performing, such as:

a) higher'thau CAPCLth budsct vartanee-due-toaminereasein opet attons cost
b) lower operating margins and profits.

Top management assigns action plans to process owners responsible for addressing these metrics.
B.2.2 Stage 2 — Analysis of processes by process owners

B.2.2.1 Plan

Process owners take the action plans assigned to them by top management and do the following:

a) review the costs of relevant product and service offerings;

b) compile the costs and calculate the cost of poor quality;

10 © IS0 2021 - All rights reserved
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dentify specific plans to address cost of failures, for example:

— reduce internal nonconforming results on the highest margin product and service

20 % in the next quarter;

— reduce external customer returned nonconforming product and service offerings

the end of the fiscal year;

— eliminate 80 % non-value added (NVA) processes in the high-volume product

offering value stream by end of the fiscal year.

offerings by

by 50 % by

and service

B.2.%

Proc
metH

B.2.2

Proc

a)
b)
B.2.2

Proc
man

B.2.

2 AR Y
<] 9YJ

odology such as lean enterprise, six sigma, agile, or total quality management.

.3 Check
bss owners verify the effectiveness of the improvement actions by chie¢king whether:
he intended goals and objectives are met;

he gains are sustained.

4 Act

bss owners report the effectiveness of the dmiprovement actions to top manag
hgement review).

3 Backto Stage 1

Top
a)

b)
c) ¢

The
the 1

oppao

B.3

anagement takes the following actjens:

pprove and recognize the improvement made, direct process owners to continue
usiness results and determine whether the improvement is sustained;

if the progress made is inadequate, direct process owners to improve further;

bvaluate any unintended consequences or new risks.

continual imprevement cycle continues. Top management adds, removes or refineg
eeds and goals-of interested parties change, as the business expands, or as new ch
rtunities emerge.

Small business example

bss owners implement plans to reduce nonconformities and NVA processes by~implementing a

rtement (e.g.

monitoring

metrics as
llenges and

B.3.1 General

This specific example is taken from a distribution of industrial chemicals and industrial cleaning
services.

B.3.2 Stage 1 — Analysis of results by business owner (top management)

B.3.2.1 Current performance metrics

The business owner reviews the results of current performance of the financial and economic metrics

as se

© ISO

toutin Table A.1.

2021 - All rights reserved
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lidate metrics

The business owner validates the relevant metrics from the pool of financial and economic metrics.

Examples in
— profit;

clude:

revenue of new products;

— age of receivables.

B.3.2.3 Re

The busines
business ow

The busines|

unaccej]
rate vol

— high conpcentration of revenue in 3 out of 90 offered products and serviees;

most of

The businef
metrics.

B.3.3 Stage 2 — Analysis of process by process owner

B.3.3.1 PI

The process
personnel 1
actions for ¢

Improvement actions with goals and ¢bjectives include:

defining

sourcin
currend

plannin
profit i

making

view results trends and risks

ner reviews the risks.
s owner identifies metrics at risk or non-performing:

tably high variance in prices of imported raw materials (external factor: due to exch
htility);

the main customers pay within 90 to 120 days.

s owner assigns an action plan to the process owner responsible for addressing {

Al

owner analyses the causes of non-performing metrics. Considering these causes, 1
esources and business process interactions, the process owner develops improve
ach metric.

b and effectively depleying policies for purchasing, quoting and collecting in foreign curr

b domestically mianufactured competitive raw materials to safeguard from high fo
y fluctuationss

g and exeeliting a strategy to improve new products and services with high revenug
argin inithe organization’s offering;

contract amendments to include staged advanced payments.

s owner reviews whether results are meeting expectations and trends are favourable|

The

ange

hese

isks,
ment

Ency;

reign

and

B.3.3.2 Do

The process owner implements the plans by making use of existing management systems and processes.

B.3.3.3 Check

Checks exec

uted:

the resulting profits;

cash flo

12

w improvements due to revised staged payments.

verification of variance in prices of imported raw materials (price stability has acceptable variation);

concentration of revenue (high or low) coming from the mix of offered products and services and

© ISO 2021 - All rights reserved
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B.3.3.4 Act

The process owner reports the results to the business owner (e.g. management review).

B.3.4 Back to Stage 1 — Approve action plan

The business owner:

— approves and recognizes the improvement made;

— continues to assess risks and assign process owners to address them as needed within the context

— 1

B.4

B.4.

B.4.1

ecognizes or rewards the teams who reliably bring financial and economic‘be
rganization;

ontinues the improvement cycle by refining metrics as the business expands, new
bmerge and new opportunities present themselves.

Services example

| Stage 1 — Analysis of results by top management

.1 Current performance metrics

Top

B.4.1

Top management relates top line metrics with secondary metrics within the context of the ¢

and (

anagement reviews the current financial metricst
arket share;

rofit.

.2 Validate metrics

hanging needs and expectdtions of interested parties:

B.4.]

Top management reviews dashboard showing trends:

arket share impacted by'customer satisfaction;

ow the costs (labotr, operating, administrative, marketing) of a newly introduced s
rofitability.

.3 Review results, trends and risks

efits to the

 challenges

rganization

brvice affect

—

ustomer satisfaction trend is decreasing;

— newly introduced service has higher than expected costs.

Top management identifies metrics at risk or non-performing

— customer satisfaction decline is a risk to market share;

— higher service costs are a risk to profitability.

Top management assigns action plans to the process owners responsible for introducing the new
service to mitigate these risks.

© ISO

2021 - All rights reserved
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B.4.2 Stage 2 — Analysis of process by process owners

B.4.2.1 Plan

Process owners can use a wide range of quality tools and processes to complete the PDCA cycle. The
cross-functional team that defined and introduced the new service defines the scope of the problem
through Pareto analysis, fishbone diagrams, interviewing customers about the value of the new service

to them and

analysing additional metrics such as market penetration of the new service.

A temporary suspension of the new service is implemented to limit any further decline in customer

satisfaction

and mitigate the high costs of the service.

Using root
expected co

cause analysis, the causes of the decline in customer satisfaction and the higher
5ts for the service are identified and verified.

Specific plans are created to address the root causes.

B.4.2.2 Dg

Process owiers implement plans to improve customer satisfaction and reduce new service costs.

The custom
the new ser?

Cost-effectiy
customer.

Unexpected

B.4.2.3 Ch

than

br satisfaction survey is revised to capture additional sentinients on the perceived value of

rice.

e suggestions from customer surveys are implemented to improve the value tq

labour costs are reduced through enhanced training and automation of processes.

eck

Process owners verify the effectiveness of the serfvice improvement and cost reduction programm

custom

er perception of the service value is increasing;

— an evalyation shows that the trainiiig and automation will be able to sustain the cost reductio

B.4.2.4 Ad

t

Process ow
Process ow

continu
perforni

|

ers report the effectiveness of the improvement programmes to top management.
ers:

b to monitor customer satisfaction and new service costs to monitor whether the bus
janceifmarket share) is improving;

conside

the

es:

ness

 whether to repeat the PDCA cycle and make recommendations to top management;

14

propose improvements to new service introduction process, including:
capturing employee and customer feedback prior to release;
supply chain readiness;

employee training;

cross-functional mapping;

identifying new metrics for the service;

identify other areas where similar improvement actions can be useful and review existing metrics.
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