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he eepenence of the past lew years has
rewedled many organisations’ definsion

of business excellence as mther loose
and thedr ambition for improvement lacking,
Comparing themsalves to ther peers in the
same laague and ignanng e premier drision
abave has ofien masked an averags perfar-
mance, but with thesr proceszes severely tesled
by the ecomoemic downburn, and 2 need for

thary have been axpossd

is excellence?

The term “busness excellence’ has long bean
n L=, Some organisatons pursue 1t rlentiessly
and successfully. Often if's an aspiratonal state
that many seek, but one which few reach; a
oy that begins & eamest but & then cut
short 2s orgenisations lose ther way, or their
anthusizem, and revert 1o busmess adequacy.
For many, busness excefience i merely a nice-
io-haves & kite mark. Arguably, the term has
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become devatued, its real purpose lost, because
average performence has become too widaly
acepled az good enough. Gobal recesson

hes dramatically changed all that and business
excedenca = now being rapldly reclzssified as a
necessity mther than a kewry.

We are busier than aver as an Increasing
rumber of companies 2l over the world emange
from the recession towands fabering recovery,
with the dawning reals=ation that they will have
o Improve if they want to be equipped o
suvive ancther downtumn. There's no doubt the
recession was felt more acutely in Europe and
the LS than it was @ Australia, but it & justan
order of magnitude, the effect and the aming
heve bean the same. Forced b reduce costs,
companies have draned imvaniony out af the
supply chaen, only to discover that they are then
unabie o get the performance they need o
meat cusiomer demand as it rebums. Things are
leaner bacause of the reduced imvendory. At the
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same fime, demand volatility has increesed and
the forward hortron remains uncertam

I creates the perfect storm and makes
It axtremely difficult io manage the supply
chaln. When condtions were easler, people
could cope just by applying more enesgy;
mare cast with irvenbory and capacity efc.,
but now they are finding they really do nesd
to improve thair processes.

Preniously, under such clournsinces, cegani-
sations would have been sent scrambéing for
&n IT sodution to the pobler, but these's an
Increasingly widespread acknowledgement thal
the torés on their own didn't delver the type, sie
and performance of business they wanled, and
now it & imesiment in people and process that =
required. Excafience ts not behaiden aof the tools
- &l good IT systems are capable of supportng
excedence - I's just that organisations havent
been gettng the most out of them becausa of
fheir failure In make the comesponding imvest-
ment in pacpleand process. The foundation of
excedence les in e knowiedge of pecple. The
challenpgs i= m boadening the vision of axcel-
lence (o all the key amas of the business. Ralher
fhan spend 35 milkon on & new [T =ysten
organisations ame choosing i invest fve o 10 per
cent of that figure i peopie and process instead,
and ey're gating subsiantially beter resulis.

Organisations that had embarked on business
improvement programs before the recession and
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achieved a kewvel of excellence, are now Tealing
the benefit. The arrival of the economic crisis
wias 50 wift thal no ogantsation could sdestap
i, bt companies with excefiant processes have
fared much belier than others because they are
betler st managing the supply chain, and they
have been able fo continue fo drive fmprova-
ment throushout the dfficult mes.

‘Class A’ standard

'We have a specific standand for business excel-
lence, Class A which Is defined agansta
specic sef of detalled oitena. These criteria are
ot acadernic terpets but reabword performance
maaswes, which all companies should ba
locusing on as a fundamental part of thelr opera-
tions. Compansas, though, don't usually siart
working with s because they want In achieve
busness axcellence or Class A per se. Typlcaly,
thay approach us bacause they have a burning
patiorm and need results quickly - they want in
mmiprove supply chaim performance; they want
greater vizhildy; or they want in become more
miegrated. Monetholess, achieving these things
can, and should, kead o Class A performance.
Bnd s right that oganisations den’t wew Class
A s an objective m dsall, but rathor a5 a seres
af direct soiutions o specfic problerms; business

excellence will be achiewed by Eking 2 sequance
of small steps, which in Besrsedes wil bring
immediale reburns for the onpanisaton

Far tha mast part, the organisations that
appraach us are those Be consultzncy fm
dalines a5 being at 'phase one maturity’ fwe cat-
eparise the matundy of all organisations . one of
four ‘phases’), whach means ey haven't yel got
owrsarship af thelr demand, supply or partfolio
management, by the rght peopla n the nght
parts ol the organisation. This kel of maturity
Is bypica! of many organisations that baleve they
are already achieving axcellenca,

Riacent ressanch suppors this, and revests hat
i is commonpizcs for senior exscutves o owenest-
mate the capabiity of thair busness management
processes, even within some of the largest global
organesations. In March this year, we intendewed
2% seniar supply chain execubves, representing
mecium and large organiatons acroes e manw-
[achuring and service sectors. The majarty of those
surveryed wena from well-known organsations with
househoid brand narmes, ncluding suparmarket
ErOuRs, Insurance companies, maor soft drnks
manutacturers, oil production companies and
leading mult-nations manufzciurers.

The exacuthes were asked o evalusie fer
busingss management process, scorng tham-

sefves for @ range of charactenstics, whech are
used o define oganesabons &t the approprste
level of meturity for Imegrated Busness Planning
- businesses that are mady for Sie renston o
IBP are those that have resched the bottom of
phase two on the Otwer Wight matunty map: Most
sunvey respandents balisved ther ogensations
already had mbust 380F prooesses in place and
were ready bo move to [BE. However, the ressarch
revealed that the maoity wers in fact at mid- to
bottorm of phase ona, and not amywhera near
ready for a fully integrated process.

Those organisabions that have heedied the
wamings of the recent past are now feeling the
benefit in improved visitity of demand and
capabeity in supply, 2s well as betier undear-
standing and management aof their product
portiolic. The benefiis are felt more keenly now
than ever bacause companies have raally =it
the pain of nat having tham.

Thase whio are nclined 1o shp bedk Into their
old, in=ficient ways may find ther way blocked.
Even if Bhiey want io put the buffers back, there
will be CFOs= kseping a much closer eye on things
than they have done in the past. Equally, banks
sliff arent lending money to businesses because
they consider them too high 2 nsk; all of which
diclates that mvendory has io be mainizined al
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. it is commonplace
for senior executives
to overestimate the
capability of their
business management
processes, even within
some of the largest
gliohal organisations.”

reduced |evels for arganisations to remain in
conitrl of I If you've reduced inverdory and can't
refniroduce the buffers, and people m supply are
questioning why they can'l 1ufl cusiomes ordars,
thea only option left & to improve: Be process.
This has bred & fundamental shift in the
attriude wards business snprovement.
Companies are more aware and wilkng fo accept
that they have o improve because they've now
got the compalling reason - Le. they can’l put
the buflers beck. Presiously there was a lack of

desie andfor & percaption that there was nsuf-
ficient retumn on mvestment, o drive the ongani-
=alion to the next level Now, the reabsation of
what il akas io have excallent supply chamn
processes i dnving 3 change in befed.

5o, how quickdy can mprovements come? |5
It ddfferent because of the current market cond-
tions? Peopfa can retum bo being average again
quife quickly, but geting back in average sn't
whai they nead to do - they nesd to get beyond
that so they don't have the same problems in

the future. That, of course, = more difficul

Thiz big question = whether organsatons keam
from the expanence of the kst two or threa years
and seize the opportundy, or will quickly forgal
the tough times and settle back to oid ways.
You can chaflenge people’s paradigrms amound
business parformance, but once hey've achieved
stzrtval, will Bhey revert in reactive processes,
allowing the bufiers that exisied previously io go
back? Will fings be forgoten without imprving
performance? Az the recovery siarts up eyl
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For all your Forklift Gas Needs...
get with the Clean, Efficient Fuel.

A dependable supply of forklift gas from Elgas will keep things moving.
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be happy, but will they have feamed Irom what's
happenad and be I control going fonward, so
thery are hetber sguipped o manage the situation
# anything stmiar happens again? The tuth 1s
that soma will and some wan't - Bose that dan't,
may not sursve next Bme amound

Despite the cornpelling arguments Tor
the type of business improverment serdces
we provide, clienls are not spanding money
without due considarabion - they are conduct-
Ing detalled cost-banelt analysis. | believe the
ratum on vestment ofien goes beyond whal
jpenpie axpect. There t5 & direct ROI n termes of
smprowed supply chain management, mventony
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cantrol and integrated business planning,

bt organisstions can alsoe get an unexpectsd
impravement in ROl of tesr [T systems as 2
resuft of the improvement in their processes and
the performance of el paople. Add io this the
banafit of 2 view of the future hortron out toat
least 24 moanths, with rolling monthiy reviews;
there are: clearly significant opportunibes bo
improve the ROI siill further.

Although economic conditions remain
uncartzen, imestment in people and processes
can make the difierence between siEying in
business or not in the fulsre. 115 about sieying
im control. To really be in control means you can

DC Metrics

D} Meetrics is a tool developed for Warehousa/TC

Managers specifically for:
= Time and attendance
= Capture of lost time

= Capture of jobs not managed through a WMS
imventory system (indirect activitias such as sweaaping)

« Productivity reporting
« Perfommance reporting

= Reverse bifling to agendies for casual staff
- Results of 15% to 35% productivity improvement

« Staff motivation

« Integration with any WMS or ERP system
« Quick and easy to install and locally supported

“Being average is no longer
good enough. Being excellent
is now a necessity, not a luxury
or just a plague on the wall.”

operate the orpanisation i a keaner fashion,
wihila =8 mesting cusiomer expeciabors. Right
now, the only other chowoe & not makng tha
profis you need - or even going bust

Being aversge s no longer pood enough.
Being excafient is now 3 necessty, nod 2 lury o
juste plague on the wall. Excellance will be tha
winner in the future and there will be no gong
tack o the sub-optimal performance of e pst

James Small iz manzging partner at business
Improvement specizlist Diver Wight. For
mare information call (03} 9506 BA30, email
information@oliverwight-ap.com or visk
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