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Insanity: doing the
same thing over and
over again and
expecting different

results.

Albert Einstei

Change is the answer

=»To improve is to
change; to be perfect
is to change often.
Winston Churchill

»Change before you
have to. Jack Welch

If the rate of change
on the outside
exceeds the rate of
change on the inside,

Jack Welch

the Excellence

““It’s not necessary to
change. Survival is not
mandatory.’’
- W. Edwards Deming

"If you only do
what you do,
you will never
be more than
you are now."
- Master Sifu.

&
"
' o

“If yourun you S8 ‘4%
stand 2'chance of

losing; but if;you
don’trun you've
already 10ST%
-
~ Barack Obama
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The Integrated Management System

Dr. Luis Maria R. Calingo

/_7 Examiner, Malcolm Baldrige National Quality Award, 2011
Requirements \

Meet == Delight

Engaged
Customers
T
Leadership

Get
Strategy Results
8e Valuec

Work
Processes

Data and Dashboard to Monitor Progress

Strategy Development and Execution
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Process Diagnosis — Key Concepts

HUINIY
Approach

ANSLSUINNS { Process —

Integration
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Early Systematic
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Systematic & Effective, Well Deploy
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Voice Of The Customer:

Transforming Data Into Information

Ensuring
The right people Get The right information
In The right format At The right time
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The Evolution of

THE PAST

THE FUTURE

Technology Makes Experience
Worse

Open9-5x5

Company is in control of
where interaction happens

Customer Repeats
Information On Every Channel

Call Center Volume Is High

Customer Finds Content

Customer Fixes Product

Agent Works In Ten Systems

Customer Service Has No
Budget

>oal

=S

PP O

P
=
I

Ll

BLAKEMORGAN
www.blakemichellemorgan.com

Technology Makes
Experience Better

Open 24x7

Customer is in control of where
interaction happens

Company Knows Information
From Every Channel

Mobile Messaging Volume
Is High

Content Finds Customer

Product Fixes Product

Agent Works Through
One System

Customer Service Gets
Marketing’s Budget
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Basic Requirements

Overall Requirements Level 1

Overall Requirements Level 2

- Multiple Requirements
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Design for
Six Sigma

-

\_

Technology
for Six
Sigma

Voice of the Customer
Student
Society
Industry

Voice of Business
Quality regulators
Accrediting agencies

Professional agencies

!

(Key voices in QFD and]

in PQA

Voice of Employee
Academics
Supply chain staff
Non-teaching staff

Voice of Market

Ranking agencies

Professional bodies

Six Sigma

Research & Development

\

Marketing
for Six
Sigma

J

Process

Design

Figure 3 Combining Voice of the Customer for Six Sigma Roadmaps (Matorera. 2015)
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Figure 3.1-1 Customer Communication and Response System

LISTEN

@ v
Voice of Customer
(Figure 3.1-2)
Customer Segments

and Requirements
(Figure P.1-4)

ANALYZE

Aggregation of o Aggregation of
Satisfaction & Dissatisfaction

Engagement Results I
Results 3.1b(1) 3.1b(1)

IMPROVE PRACTICES
Orei o
Change?

v Yes
Action Plan/Corrective Action
(Figure 2.1-6)

>

\Z
Analysis :

e Comparisons Relative to Competitors

e Identify Trends/Top Issues (Figure 4.1-3) l

e Track/Monitor (Figure 4.1-3)
¢ Ongoing on Units
e System — Service Excellence Team

q

Learning and Development
System (Figure 5.2-3)

v

Yes

Add Listening
Post?

|- Na

\ e Sussdtmentatatint e usmbutn s nsntag ‘.¢-.,-.--,-..,..l‘«"i +
IMPROVE DESIGN & PLANNING Change  No
m \ 7 SPP < 0 Effective? j')
Input to SPP (Figure 2.1-3), ¢ —
Key Work Systems and ¥ Yes
Processes (Figure 6.1-1), <& IMPROVE LISTENING 0 Evaluate

*VOC Listening Post Owner’s
Review & Improvement Process

\

Improve and Innovate
(Figure P.2-4)
PI System
Yes

No

Listening Post

Best-Practice Sharing <€«—=— .
Effective?

J

o

4.1¢(1) C
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38n135uvidavaavana@n:
National Library of Singapore

Listening Tools Learning Tools

e Customer Satisfaction Survey Trends Analysis
e PS 21 External Customer Perception Survey on Government Services 2005 Study Visits

* The Institute of Service Excellence in SMU carried out surveys in 2008 and 2009 Best Practices
® The Market Research Study of a new public library at *scape, Orchard Road Benchmarking

* Forbes NCSI (Public Sector) 2009 cited NLB as 193 or 9.1% impacting
satisfaction with public services in Singapore

* Focus groups with customers
e Customer feedback channels
® Quality Service Manager (QSM)

Table 6.1.1 Listening and Learning Tools
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Evolu’rion of CRM to SCRM

SOCIAL CRM

assigned
company defined customer defined
process process
business ' ( customer sets
hours the hours
defined
channels
transaction s s *f m QE #EQ interaction

inside out f f m *&* outside in

© 2010 CHESS MEDIA GROUP

customer-driven
dynamic channels
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Customer Segmentation

Listening Method

Determine their requirements (will be used in Cat 4 and 6)
Develop products/services according to the requirements
Develop support mechanism

Determine satisfaction, dissatisfaction, and engagement,
Complain management

Customer relationship management
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Approach Deployment

Little or no activities responding to the | No evidence of deployment, anecdotal
requirement.

1 Some activities responding to partial Little evidence of deployment or
requirement sporadic
The beginning of a sound APPROACH is | Early stage of DEPLOYMENT to core

g evident. areas/key work units.
An EFFECTIVE SYSTEMATIC APPROACH is| The APPROACH is deployed in core

3 evident. areas or work units.
An EFFECTIVE SYSTEMATIC APPROACH | The APPROACH is well DEPLOYED,

4 with evidence of refinement through although deployment may vary in some
evaluation/improvement cycles areas or work units.

An EFFECTIVE SYSTEMATIC APPRACH The APPROACH is fully deployed.
with refinement through evluation
cycle, integration with other
management processes, leading to Best
Practices




