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= The AIM Process

= The AIM Analysis Structure
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= The AIM Improvement Phase
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= KPA is an international management consulting firm with
offices in Israel and strategic partners in Los Angeles, New
York, Paris, Torino and London. Formed in 1990 by Professor
Ron Kenett as a partnership, the firm incorporated in 1994.

= The KPA staff consists of 30 specialized consultants with
expertise in strategic planning, market research, industrial
statistics, quality and risk management, business
development and human resource management. KPA is
currently involved in the strategic planning of medium and
large companies, in international market research and
customer surveys, establishing quality systems and Six
Sigma initiatives, organizational development, risk
management and change management consulting.
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KPA produ%ﬂand Sefvices -

“To provide our customers with the expertise
required to formulate strategies, concepts and
breakthrough business processes that will turn
their organizations into leaders in their field.

To be known as a center of excellence in modern
management methodologies and as a source of
research and training in our field.”

= Strategic Planning, Change Management, Six Sigma
initiatives, joint ventures and M&A facilitation

= Market Research and Voice of the Customer Surveys

= QOrganizational Development, Appraisal Systems and
Voice of the Workforce Surveys

= Statistical Consulting, Data Mining, Risk Management,
Industrial Statistics, Biostatistics
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Customer

Surveys
Internet

Surveys erformance
Appraisal

Portfolio

Design of
Strategic Experiments

Planning S Laddering
Biostatistics

Statistical Proce: SRstiting
HR Strategy Dashboards Control
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» Telecommunications
» Software
» Banking
» Chemicals

» Pharmaceuticals
» Food & Beverage
> Electronics

> Cellular Services |
» Health Care '

¥
» Education P),h

» Transportation
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KPA partiagﬂents Nigty -

= The Open University, education

= SanDisk, data storage products

= hp Indigo, the electronic printing division of hp
= EDS, IT outsourcing services

= |BM, IT outsourcing services

= ECI, telecom supplier

= Perrigo, pharmaceuticals

= Eden Springs, home office delivery

= Cisco, network management software
= Amdocs, billing systems

= Dead Sea Bromine Group, chemicals
= Bank Leumi, financial services

= Agrexco, food products distribution
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Ron S. Kenett, Ph.D. is CEO and Senior Partner of KPA Ltd., an international
management consulting firm located in Israel and Professor at the University of Torino,
Torino, Italy. He has over 25 years of experience in restructuring and improving the
competitive position of organizations by integrating statistical methods, process
analysis, supporting technologies and modern human resource management systems.
As Professor of Management at the State University of New York- Binghamton (1987-
1993), he was awarded the General Electric Qualit%/ Management Fellowship. For ten
years he served as Director of Statistical Methods for Tadiran Telecommunications
Corporation and, previously, as researcher at Bell Laboratories in New Jersey and
faculty member at the department of Statistics, University of Wisconsin-Madison. His
130 publications are on topics in industrial statistics, biostatistics and quality
management. Ron is co-author of four books including - Modern Industrial Statistics:
Design and Control of Quality and Reliability (with S. Zacks), Duxbury Press, 1998,
Chinese edition, 2004, Multivariate Quality Control: Theory and Applications (with C.
Fuchs), Marcel Dekker Inc., 1998 and Software Process Quality: Management and
Control (with E. Baker), Marcel Dekker Inc., 1999. Professor Kenett's Ph.D. is in
Mathematics from the Weizmann Institute of Science (1978); he earned a BSc. in
mathematics with first class honors from Imperial College, London University (1974).
Ron is president of ENBIS, the European Network for Business and Industrial Statisiis
(www.enbis.org). He can be reached at ron@kpa.co.il. D A
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Customer; If;édbackiﬁgvcle .

4. Follow-Up

Periodic checkpoints to
measure improvement.

1. Preparation

Scheduling and planning
customer surveys.

2. Survey

Data collection, analysis,
and reporting.

3. Action

Improvement planning
and implementation.
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Overall
Satisfaction

S::\eds Main Business
Marketing contact Partner
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KPA Surve%"«ﬁool (KS#®: -

= Access to survey via a link received on the invitation e-mail.

= Participants management.

= Website may be multilingual.

= Website might have adaptive capabilities: branching, piping, etc.
=  Website shall include obligatory questions.

= Multiple pages.

= Question answered by selecting a "radio button" or "check box."
= Free text question for general comments.

Management Consulting
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Example; S8

Questionnaire1 Sit?(i.)%

Questlonnalrgi Site (&),5?
Example; N i
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Customer Satisfaction Survey 2007
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The survey is
your identity to Lumenis.

‘Thank you for your cooperation!
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Customer Satisfaction Survey 2007
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*Region

*Operator size
*Maturity

*Service Type

+Department Respondents

*Management Level
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Statistical €ONIBINSMREpresentativeness

test of returnS(VIEEsH)

Percentage in | Expected Actual Standard
Category | Population population Number Received Deviation z Is signif?

AP 173 35.8% 77 95 7.01 257 Marginal Over Representation A I I\/I A n aIyS I S Stru Ct u re
LA 120 24.8% 53 27 6.32 -4.11
[ Towl [ as3 [ moow[ [ a4 [ ]

=Statistical tests are run to determine rather the respondents represent the
total customer population according to a specific demographic variable which
is predefined (country).

=If the tests determine that the respondents do not represent the population
by the demographic variable, statistical methods will be implemented to
insure correct representativeness .
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Products and Services

Experiences & Interactions reses NN e
Delivery and commissioning
R Ongoing customer support

Sales and marketing

0+

Aver'age Very'High

Relationship with your main contact

Interactions
Interactions
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Behaviors
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Interactions
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Loyalty Indexs

Who are our customers?

Attitude

Behaviors

Behavior

B
Hostages |

bad

Attitudes &
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Experiences &
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Experiences &

Behaviors

Attitudes &

Interactions

Promoters
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Detractors

Customer Loyalty
Index (CLI)

Customer Risk Index
(CRI)

Recommendation level (“5"/*4")

Repurchasing level (“5”)

AND
J Satisfaction level (“5")
S

Recommendation level (“1"/"2")

Repurchasing level (“1”/"2"

Satisfaction level (“1"/"2")

7

~

Loyalty Index = Net CLI =

CLI- CRI
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Overall Satisfaction
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Trend Analy&%
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Statistical %ﬂtl’d 856712 Significance

P Chart of Bownt

0.5
professionalism of the
representative
" =y
r
O\
r ( (\
E 0.2- /\ ;\4 Q\. \A
| /\ /\ P=0.0644

T T T T T T T T T T
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Sample S

UCL=0.3247

Tests performed with unequal sample sizes
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Statistical %ﬂtrol B ps significance

P Chart of TOP5count

UCL=0.817

Proportion

P=0.322

LCL=0

T T T T T T T T T T
3 6 9 12 15 18 21 24 27 30
Sample o

~ /

Tests performed with unequal sample sizes
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SNiext Mining

professional technician
password
length of time for arrival
ustomer service

W tength of conversation
overall satisfaction
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Technical
Support
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Topic
Knowledge Delivery
Product

Project Management
Sales

Technical Support

>upport

agement

\Weakinessesi
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2nd Priority.
Action

Technical
Support

Sales
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Topic

Knowledge Delivery
Product

Project Management
Sales

Technical Support
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2008, KPA Ltd., all rig

ry
| Time until your problem is resolved. |

IT Support representative’s professional skill level. | Keys to

Price of
Entry

> |Success
]

| Elapsed time until an IT Support representative attends your call. | g

IT Support representative’s understanding of your call's severity.

Other
Factors

4
L]

Future S
Opportunities
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Design for Six Sigma

Sweet Fruit
(Quality by Design Projects) DF S S |

Bulk of Fruit Define-Measure-Analyze

Process Characterization Improve_Control
ind Optimization Projects)

Collect-Organize-Launch
Perform-Implement

Low Hanging Fruit
(Seven Basic Tools Projects)

------------------------- é;o-u-n-d Fruit
(Logical Projects)

Management Consulting
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Project Evaluation Matrix b-tigh  W-Medum  L-Low|

Ability to implement

Score

Topic L M H
W
M Wy

I
i
—
‘ — B -
High |

Impact ]| High ? Low
Cost Ability

Number

Voters = _ of participants
© KPA Lid., 2007
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Six Sigmé 'WIhodolm4 .

Formulate the Mission by SC & assign team ]]

W

Collect Data and Analyze Symptoms
& Redefine the Mission

W

[[ Root Cause Analysis ]

.t

Recommend Improvement Plan to SC,  Pilot
Implementation and Change Management

W

‘ Establish a control mechanism

(measurement) Analysis Full deployment
and Publication of Results

7
O
/
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Announce Marathons, collect suggestions

W

Create database and screen suggestions
for Marathons, assign Sponsors

)

N

.

—

Design Marathons

—

ot

Prepare Marathon
Perform Marathon

=\

o

Implement Marathon decisions
Assess Marathon impact

A~
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Is there an improvement plan?

Who owns and maintains the plan?
What is the status?

Has the status been reviewed at regular

008, KPA Ltd., all rights reser

checkpoints with the customer during the year?

Which customer contacts have received
updates?

What customer feedback has been received
about the implemented improvements?
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