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The Evolution of Businesg®tess Excellence

A theme of recent global confences has been the mix of different approaches to improving business
performance. This quest for busingssrformanceimprovement as measured by reducing costs,
improving revenues and enhanced servidsg&nownas‘the triple crowrfQis a worldwidgphenomena
brought on by increasing competitiogreatercustomer promiscuitychaoticbusiness cycles andore
generaly Hlobalizatio® Thepressuresontinue increasing and companies are seeking to extract every
last opportunity out of their various initiatives and approach®s.what works best then?

The lasthree decaleshave seen gradualrefinement ofmanagement thinking and practice to now
present astrategicchoicefor organizationsThe route people takeshould bedeterminedby the phce
companiedind themselves inthe place they would like to get to and the speed with which they need to
move. Unfortunately all to often companies are choosingaippropriatemethodsand tools, investing

large amounts of money idubious technologies and training their people in techniques already proven
suspect in the last century. Why is this so?

ConfuciussaiddKnowing the right thing and not doing it is the ultimate cowarélidéone more so in the
current business climate lvere political and shareholdgrressurehas resulted in extreme shoct
termism. It is estimatedthat the average tenure of the CEO in thé'2&ntury is less thathree years
and accordingly results neetbmonstratingin quicktime. Senior executives faced with this kind of
pressurewill often revert towhat they think they know bestt is a popular militaryaxiomthat the
generals in the face of battle will fight the last war again, despite improvements in machinery and
capability. Historyis littered withexamples osuch féluresand it seems in business some @E#e just
as culpable. Witness the recestatements from one CEO aftop threeAmerican airline commenting
that their industry (airlines) was realhot profitable anymore and at best they are striving for a social
service for the begpart? Contrast that with South ®ét airlines and 57 quarters of sessive profit.
Similarcommentsfrom the financial service, retailing, pharmaceutical and petroleum industries appear
in the press eveday. And yethosecompanies like South Wesbntinue to buck the &nd and achieve
double digit growth consistentieliveringthe Triple Crowris a way of life for these companies and
interestinglythe formula for this success is not difficult to understand.

So back to the myriad of fi#frent approaches and how they compare. There is in fact a means of
understandingvhich one to choose and what size of benefit may result from the effective
implementation of the correct choice. In terms of timeline the eNn from acknowledging processes
to fully exploitingthosecovers thebestpart of thirty years. During this time practicekperienceof the
different forms of business improvement has resulted in a range of approaches that can help us
determinehow best to make our companies more successful. In the ultimate form treegamce of
Customer Expectation Management in the last two ygaosluces a formla that embraces anduits
current business challenges. A range of industry leading companresshgerged whaonsistently
achieveTriple Crowrplusperformancesome oftheir approachesre discussed in our book on this
theme.
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To betterunderstandthe ontology ofBusines$rocess Excellence we have produced the following
chart. Explanations of each ajmach are provided in part by Wikipedia.

Waves of Benefits from Business Process Excelle

based on Towers Associates & Bennu Group Research72(B)+ organizations)
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Figurel: Approaches for Improving Business Performance

Total Quality Management (TQM)

is a management strategy aimed at embedding awarenessaifty in all organizational processes.

TQM has been widely used in manufacturing, education, government, and service industries, as well as
NASA space and science programs.

Total Quality provides an umbrella under which everyone in the organizatiortroaaand create
customer satisfaction at continually lower real costs.

Business Process Improvement (BPI)

is a systematic approach to help any organization make significant changes in the way it does business.
The organization may be a fprofit businessa nonprofit organization, a government agency, or any

other ongoing concern.

BPI works by:

Defining the organization's strategic goals and purposes
(Who are we, what do we do, and why do we do it?)
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