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A Service Branding Model:

How Communications + Experience Create Brand Equity

Marketer-controlled communications

Firm’s Presented Brand

(Sales, Advertising, PR) \

Awareness of
Firm’s Brand

\ v
A e S
Uncontrolled brand communications ‘\’ P \«5
<\ A L]
What Media, Intermediaries, |~ Bm';";rg .
Word-of-Mouth Say re: Firm [, quity
\ \
\ \
\ \
| \

hVIeaning Attached
o Firm’s Brand

Customer’s Experience
with Firm
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Pricing Issues:

Putting Strategy into Practice

*» How much to charge?
+» What basis for pricing?

< Who should collect
payment?

s+ Where should payment be
made?

+ When should payment be
made?

++ How should payment be
made?

++ How to communicate prices?
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The Strategic Levers of

Revenue (Yield) Management

Price
Fixed Variable
Quadrant 1: Quadrant 2:
_S Predictable Movies Hotel Rooms
E Stadiums/Arenas Airline Seats
= Function Space Rental Cars
L3 Cruise Lines
Quadrant 3: Quadrant 4:
Unpredictable Restaurants Continuing Care
Golf Courses Hospitals
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Relating Price Buckets and Fences to the )

Demand Curve

Price per
Seat
&_First Class
Full Fare Economy (No Restrictions)
One-Week Advance Purchase
One-Week Advance Purchase, Saturday Night Stayover
3-Week Advance Purchase, Saturday Night Stayover
3-Week Adv. Prchs, Sat. Night Stay., $100 for Changes
3-Wk Adv. Prchs. Sat. Night Stay. No changes/refunds
Late Sales through Consolidators/
Internet, no refunds
N i
Capacity Capacity
of 1%-class of Aircraft
Cabin

No. of Seats Demanded
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Impact of Music on Restaurant Diners

Restaurant Fast-beat Slow-beat Difference between
Patron Music Music Slow and Fast-beat
Behavior Environment Environment Environments
Absolute %
Difference Difference
Consumer time 45min 56min +11min +24%
spent at table
Spending on $55.12 $55.81 +$0.69 +1%
food
Spending on $21.62 $30.47 +$8.85 +41%
beverages
Total spending $76.74 $86.28 +$9 .54 +12%
Estimated $48.62 $55.82 +$7.20 +15%

gross margin




D2 719'00 NIAVIVOXI ,70]/'7 onia'vn ,0'niNn'y \3)

NINIRZ7 All'o

OYixX e
y'YXNn PoynYy nn% 0om'RNnNn NN —
70V7 NIQa W v —
DX N7 e
DN7 O'RNN 2I'TA X7 NN'WAY DX —
DINX NINRY?7 , NN 7007 7'Tn7 D'219VN0 D780 —

77

The Customer Satisfaction-Loyalty Relationship

gV Apostle
100 .
e
. N
Zone of Affection \
= 80 -
i) |
b= Near Apostle
..3 60 - Zone of Indifference
o
% 40 7 Zone of Defection
S
o
-1 20
\"\‘R__f\‘
. 5
Terrorist>_ 3 : .
—_— :f.v.-\‘r\a 1 2 3 4 5
Very Ne_lth_er Very
dissatisfied Dissatisfied satisfied Satisfied Satisfied

nor dissatisfied
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Dave Ulrich Model for Human Resources

Business Strategies

Process <

Organizing for success...

Process redesign

Visioning & planning change
value chain selection

JV, partnering, acquisition &
divestiture

Leveraging core competencies

Role of HR Business Partner

Function as business “partner”
Knowledge of the business
Facilitator, mediator

Strategic

4

A

L

Transform/Renewal

Right people, right place, right time...

Competency modeling

Workforce planning

Targeted selection

Development & redeployment
Consultancy skills

Orchestrating change (CH=VxPxU)
Project management

Role of HR Business Partner

Develop & implement process & tools that

prepare organization/people for change
Change agent leader

Administrative Efficiency

© KPA Ltd., 2009

HR Admin Processes (eg. C&B, Grading, Sal.

Plg)...

Functional expertise

Design for understanding & business ease
Streamline & automate

Design out cost, time & inconvenience

Role of HR Business Partner

Communication intensive
Access to relevant data
Customer service

Program management & logistics

W

4

Tactical

Employee effectiveness....

Employee relations & welfare

Empathy vs. sympathy

Customer proximity

Questioning, listening & enabling
Conflict resolution

Encouraging responsibility & ownership
Look for underlying patterns

Role of HR Business Partner

Consult
Listen
Communication

v

People

Employee Commitment

* Dave Ulrich - PhD, Graduate School of Business, University of Michigan
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Developmental Framework: Linking Competence to Career Progression

(also reflects the “Local to Global” company track) — Prof

. Paul Evans’s Model

ANTICIPATING PERSONAL REPRESENT- MEDIATING CREATING A POLICY TO CORPORATE
FUTURE IMPRINT ON ATIONAL STAKEHOLDER CULTURE FOR STRATEGY VISION AND
TECHNOLOGY ORGANISATION LEADERSHIP DEMANDS CHANGE DIRECTION
IMPACT/OPTIONS
BALANCING TAKING NEW TRANSFORM - RENEWING THE SUPPORTING STRATEGIC CONTRIBUTING TO
SECTORIAL PERSPECTIVES, ATIONAL BUSINESS ORGANISATIONAL MANAGEMENT RESHAPING AND
DEMANDS NEW MENTAL CORPORATE LEARNING AND REDIRECTION
MAPS LEADERSHIP ADAPTATION
ORCHESTRATING PROMOTING DEVELOPING DEVELOPING MANAGING RESPONSIVENESS SHARING AND
INTERFUNCTIONAL GROWTH IN BROADER BUSINESS MAJOR TO THE CARRYING OUT
RELATIONSHIPS SELF AND RELATIONSHIPS CREATIVITY CHANGE ENVIRONMENT VISION
OTHERS
SPECIALISM IN HUMAN RESOURCE DEVELOPING MANAGING SKILLS STRATEGIC MATCHING OWN
WIDER MANAGEMENT PEOPLE AND A BUSINESS FOR CHANGE BUSINESS BUSINESS
COMMERCIAL SKILLS ORGANISATIONS UNIT PLANNING DIRECTION WITH
CONTEXT STRATEGY
DEEPENING MOTIVATING, MANAGING INTEGRATING PARTICIPATING MONITORING IMPACT OF
THE EXPERTISE NEGOTIATING OTHERS BUSINESSSKILLS IN CHANGE PERFORMANCE MISSION ON
OF SELF & OTHERS | & INFLUENCING & INTRAPRENEUR- JOB
SHIP
DEVELOPING MANAGING TEAMWORKING COMMERCIAL UNDERSTANDING AWARENESS AWARENESS
FUNCTIONAL AND SELF & USE AND AWARENESS ORGANISATIONAL OF STRATEGY OF MISSION
TECHNICAL SKILLS OF EXPERTISE NETWORKING CHANGE
PROFESSIONAL PERSONAL PEOPLE BUSINESS CHANGE STRATEGY VISION

\i

Explanation : The horizontal axis indicates seven areas of skill or competence,
while the vertical axis indicates hierarchic career progression.

boxes. The further one moves from the diagonal, the lower the added value.

The concept behind this matrix is that the added value in development lies by sticking close to the diagonal
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Strategic Objectives

 One Company
— Creating shared culture throughout ABC
* Globalization

— Developing managerial & organizational capabilities
that support globalization activities

» Scalability
— Expanding ABC managerial & organizational

capabilities

e Our People

— Creating a supportive, empowering, & compassionate
workplace environment

© KPA Ltd., 2009

Inc,
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Cultural Change Model AB InC-J

One
Company

Scalability Culture Globalization

Shared
Values

Support Systems
Support Systems PP /

« Managerial mindset & capabilities

¢ Structure, work processes & interfaces

Our People

* Norms & behaviors

« Communication

« Organizational development
WOI’k P|anS * HR po"cies

© KPA Ltd., 2009 89

Global Leadership & Management *

Training Programs

« Strategic Objective
— Develop global managerial capabilities

e Target audience
— ABC management
— High potentials

 Module
— Global leadership & management training

programs
AB( Inc.

© KPA Ltd., 2009




Cross-Unit/Border Team
Processes

» Strategic Objective

— Support effective management of cross-unit/border activities &
future M&As

» Target audience

— Select functional teams that work across organizational
units/borders

 Module

— Work closely with select functional team on team processes
(leadership, procedural justice, integration, cultural differences,
empowerment, trust, mutual respect, motivators)

— Develop tools to enhance effectiveness of cross-unit/border

AB( Inc.

© KPA Ltd., 2009

Cross-Cultural Competencies

 Strategic Objective

— Support globalization & M&A activities
e Target audience

— ABC employees worldwide
e Module

— Develop a program that will enhance:
» Cultural self-awareness
» Understanding of cultural differences
» Effective cross-cultural communication &

management AB [nCI

© KPA Ltd., 2009




4)
Communication AB( Inc.

« Strategic Objective
— Support global integration by communicating ABC vision, strategy &
cultural values
e Target audience
— ABC employees worldwide
* Module

— Developing a dissemination program to all ABC employees
communicating:
» ABC vision & strategy
« Obijectives of cultural change
» Milestones of change process
» ABC cultural values
— Use existing forums to present and discuss vision, strategy, cultural
values & cultural change process

— Post cultural values using different channels (intranet, walls, etc.)
— Incorporate cultural values into new employees’ orientation

— Set personal example
© KPA Ltd., 2009 93

Cross-Border Professional
Forums

« Strategic Objective

— Support cultural & professional integration &
knowledge sharing

e Target audience
— Professional staff at various levels

e Module

— Establish cross-border professional forums in
various functional areas (e.g., Finance, HR,

Sales etc.)
ABC Inc,

© KPA Ltd., 2009




L
Customer Interaction AB [I'IC.

» Strategic Objective
— Enhance effective customer interaction

e Target audience
— Customer-facing units & employees

e Module

— Develop customer-oriented communication &
information sharing tools

— Develop a program to enhance effective
interpersonal interaction with customers

© KPA Ltd., 2009 95

Global Innovation

« Strategic Objective

— Enhance technological & business innovation
worldwide

e Target audience
— Select employees

e Module

— Establish global innovation forums (e.g.,
CTOs Forum; Technology & Sales Forum,;

ABC Inc,

© KPA Ltd., 2009




HR Polices & Practices

» Strategic Objective

— Globalize HR policies & practices

— Align HR policies & practices with desired values
» Target audience

— New recruits

— ABC employees worldwide

 Module

— Adapt HR policies & practices in the following domains:
» Recruitment & promotion
* Appraisal & incentive systems
¢ Management career program

ABC( Inc,

© KPA Ltd., 2009

Core Value:
Respect for Individuals

* We treat one another with respect and dignity,
appreciating individual, cultural, and national
differences. We seek to learn and therefore we
listen to one another attentively and
compassionately and communicate often and
openly. Recognizing that valuable ideas can
come from anyone regardless of level or
position, we encourage individuals to express
their views and use their talent to the fullest.

ABC Inc,

© KPA Ltd., 2009




Behaviors, Norms & Practices:
Respect for Individuals

Existing Behaviors, Norms & Practices that should be Encouraged

&

* Openness to express views and opinions
Existing Behaviors, Norms, & Practices that should be Discouraged

Managerial style is not supportive of open discussion with employees @
Power struggles often result in disrespect to individuals

» Aggressive language
People don't really listen

Desired norms, Behaviors, Practices that should be Developed
Common Courtesy (e.g. cell phones, finish sentence, listen, talk softly,..)

Mutual understanding
Respect for individuals’ time (e.g. punctuality, don’t keep waiting, )

Show good will toward one another
AB( Inc.

© KPA Ltd., 2009

Core Value: v
Team Spirit

o At ABC, our team spirit binds us together,
transcending organizational, functional,
and geographic boundaries. We work
hard toward a common goal and deliver
beyond expectations. Together we persist
and beat the odds. We cooperate,
collaborate, and empower one another in
recognition that a global effort translates
Into exceptional solutions and services.

ABCInc,

© KPA Ltd., 2009




Behaviors, Norms & Practices:
Team Spirit

Existing Behaviors, Norms & Practices that should be Encouraged
Determination to win business é)

Existing Behaviors, Norms, & Practices that should be Discouraged
» Power and personal driven. Don’t care about the company
Keeping information from one another
Micro management
On-going conflict @
Mistrust

Desired norms, Behaviors, Practices that should be Developed
»  Empower teams - distribute decision making and accountability
Facilitate cross-functional and cross-border team meetings
Increase representation of non-Israelis and women in leading teams G@)
Encourage & support virtual teams
Publicly recognize & reward excellence (individual or team)
Team-based incentives
Encourage information sharing between and in teams - (Develop information sharing tools)

Management participation/awareness of teams
ABC Inc,
101
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Core Value:
Our Customers

We are dedicated to creating value for our
worldwide customers by developing and providing
technologically advanced solutions and services.
We build lasting relationships with our customers by
listening, understanding, and anticipating our
customers’ needs. We are easy to do business
with and always strive to be responsive and
professional. ABC customers can trust our

commitment to their success.
ABC Inc,
102
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Behaviors, Norms & Practices:
Our Customers

Existing Behaviors, Norms & Practices that should be Encouraged
Desire to satisfy customers é)
Want to help customers to implement ABC Solutions
Easy to do business with
Responsive, adaptive & flexible

Existing Behaviors, Norms, & Practices that should be Discouraged (@
Hiding problems from customers
Don't sincerely respect customers; think that we know best
Not honoring our words to customers

Desired Norms, Behaviors, Practices that should be Developed =)
e Invest in accurate and timely reporting to customers.

Share information with customer

Give the same attention to customers after ordering as before ordering.

Treat customers with same dedication and respect regardless of size

ABCInc,

© KPA Ltd., 2009

Core Value:
Innovation

We constantly strive to redefine the standard of
excellence in everything we do. Therefore, we are
open to ideas that challenge the convention, seek
diversity of views, and take calculated risks. We
encourage both individuals and teams to constantly
search for innovative technologies and creative
business solutions and recognize their
achievements.

ABCInc,

© KPA Ltd., 2009
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Behaviors, Norms & Practices:
Innovation

Existing Behaviors, Norms & Practices that should be Encouraged é)

Develop solutions that other vendors lack
Work hard to meet customers’ requirements

Existing Behaviors, Norms, & Practices that should be Discouraged

NIH @

Desired Norms, behaviors, Practices that should be Developed
Increase investment in innovation =y
Foreign R&D should be just as relevant and acceptable as Israeli-based R&D.

Decisions on where to develop (product or service) should be based on best available
technology/know-how and not on division, country, nationality, or race.

Insist on, encourage, & support innovative ideas in all areas from all units

When customers question/reject our technology/solutions, we should reevaluate our
technology/solutions and try to understand customers’ view

ABCInc,

© KPA Ltd., 2009

Core Value:

Integrity

We are committed to conduct ourselves in a
manner consistent with the highest standards of
Integrity. We are honest, ethical, and fair in all our
activities. We keep our words, deliver on our
promises, and acknowledge our mistakes. Our
personal and business conduct ensures that ABC is
a company worthy of trust.

ABCInc,




Behaviors, Norms & Practices:

Integrity
Existing Behaviors, Norms & Practices that should be Encouraged %
« Modesty - our managers are modest and not extravagant

Existing Behaviors, Norms, & Practices that should be Discouraged

* Not honoring our words to customers/employees @
* Not executing management decisions — a common practice all over ABC

Desired Norms, Behaviors, Practices that should be Developed

» Develop ethical guidelines

e Transparency; accurate and complete reporting =%
* Management should back/support employees in tough periods/situations

» Employees should back management decisions and strategy.

» Discipline
AB( Inc,
107

* Practice what you preach; set personal example

© KPA Ltd., 2009

HUMAN RESOURCES
PLANNING & DEVELOPMENT
(HPR&D)

© KPA Ltd., 2009




Why An HRP&D System?

» Fierce competition for professional
manpower

« Retain employee talent
* Formalize leadership development
* Need for on-going training & growth

 Need for better business &
Interdisciplinary skills

 Emphasize customer focus
o Competition & fast paced change

© KPA Ltd., 2009
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People, tools, and processes

PEonle

110




What The System Will Do

 Differentiate employees based on both
past performance and future potential

* Aggressively grow & develop the high
potential groups of professionals and
managers

e Continuous employee skills improvement

* Provide access to the necessary basic and
advanced training activities

e Be compatible with existing human
resource corporate processes

© KPA Ltd., 2009 11

Performance vs. Potential

* Performance- an employee rating of past
accomplishments (usually measured
against goals) during a specific time period

» Potential- an employee projection of future
ability to achieve (assessed by
comparison to success model criteria)
within a time period

« Potential Definition- capability to handle
Increased responsibility or scope within
one year

© KPA Ltd., 2009 112




HRP&D System Components

» Professional Employee & Managerial
Success Models

Performance/Potential Employee Ranking
— Professionals
— Managers

Ranking Categories with Targeted %
High Potential Employee Development
Training Courses

KPA Ltd., 2009 113

Professional and Managerial
Success Models

 What is the future direction of the
business?

What new skills/capabilities are required?

Where is there a current shortfall in terms
of skills?

What kinds of employee profiles are most
successful in meeting today’s challenges?

© KPA Ltd., 2009 114




Management Level Success Model ~
Sample Criteria Dimensions

» Has the necessary cross-functional knowledge, influence
skills and growth capacity for organization-wide mgt.?

* Now recognized as effective leader?

» Proactive with customers?

« Evidence of sound judgement & responsive dec.-making?

 Demonstrated the dev. & empowerment of others?

» Evidence of strategic thinking & effective business skills?

« Demonstrated the creation & mgt. of needed change?

» Selects complementary skill sets?

» Acts from a big picture understanding of industry/market?
« Educational breadth enables going beyond own expertise?

© KPA Ltd., 2009 115

HRP&D System Components
Performance/Potential Employee Ranking

» Professional employee success model
criteria

« Management success model criteria

 Rank (1)professional & (2)managerial
employees based on both performance
and potential

— Forced rankings based on ratings provided by
management within a management team
framework

© KPA Ltd., 2009 116




L
HRP&D System Components

Z

Ranking Categories with Targeted %

|
< A

I
' YES Potential NO
‘Brightest Stars| Performance [JELE

Stars

Potential Stars Blockers Expected
Corrective
. Below
Action (2%)
© KPA Ltd., 2009 Performance 117
L)

HRP&D System Components
High Potential Employee Development

» Leadership Development Program

— 360 degree feedback option
 superiors, subordinates, peers, customers
* measures individual progress over time

— Individual development plan
* three to five developmental objectives

» one job assignment/move and one training course
(internal or external) per objective

e measurable

« Quarterly management review

© KPA Ltd., 2009 118




HRP&D System Components
Standard Training Course Matrix (sample)

Course Time
Prof Onal Product Dev. Entry

Customer Focus/ Entry

Quality Imprv. Tools

Technical 6 Months

Engineering Business One Year

Skills
Project Management Two Years
M anager BMT Entry
Team Building 6 Months
Negotiation Skills One Year
AMT Two Years
© KPA Ltd., 2009 119

Training Program Layout
Basic Management Training (BMT)

* Newly appointed mgrs/team leaders
» Five 1-2 day modules over 6 months

« Content tailored to participant’s needs

— Role of Manager; Org. and Leadership Theory; Org. Culture;
Opinion Survey and Action Planning

— Employment Interviewing

Coaching/Mentoring; Interpersonal Communication/Feedback;
Performance Evaluation and Compensation

— Customer Orientation; Understanding Customer Needs/Wants
Effective Business Presentations
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Training Program Layout ~

Advanced Management Training (AMT)

» Experienced mgrs/team leaders
e Three 2-2.5 day modules over 3 months

« Content tailored to participants needs
— Leadership and Peak Performance

— Managing Team; Stress Mgt; Change Mgt; Paradigm
Shifts; IT Mgt; Performance Evaluation and
Compensation; Employee Morale

— Customer Orientation; Understanding Customer
Needs/Wants; Financial & Market Review; Skills Mgt
& Job Obsolescence
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HRP&D Implementation
Team Mission

* To contribute to ABC’s success by
assisting and supporting management in
the implementation and needed
modifications to the Human Resource
Planning & Development System which
will foresee and build professional and
managerial expertise.
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HRP&D Implementation
Team Activity Flow Chart

Finalize Prof. &
Mgt. Success Facilitate Professional
Models and Management '
Ranking Processes Review/Measure

Development Planning
Processes

Recommend Training

Overall HRP& D Course Content
Recommendations )

Evaluate High

Potential Dev.
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1) Process Performance Appraisal Systems: A Working Substitute to
Individual Performance Appraisal , Kenett, R., D. Waldman and S.
Graves, Total Quality Management, 5, 5, pp. 267- 280, 1994.

2) Selected Trends in Quality Management and Human Resources
Management (in Hebrew), Kenett, R., Mashabei Enosh, 106, pp. 50-54,
October 1996.

3) Human Resources Planning and Development with Competency
Models (in Hebrew) Kenett, R., M. Meisel and Mia Cohen-Jacobs,
Mashabei Enosh, 107, pp. 6-13, November 1996.

4) The Performance Appraisal System at SSM, Winner of the Malcolm
Baldrige 2003 Health Care Systems Award (in Hebrew) Kenett, R.,
Mashabei Enosh, 181, pp. 40-46, January 2003.
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| PROCESS PERFORMANCE

AND REWARD

SYSTEM

Average

bonus = I 8 I/o of yearly salary

MEASURE DESCRIP.

MILLIONS OF $'s
% OF SALES
YEARLY $ AVE.

QUALITY SURVEY
% OF VISITS

GOALS
1 TOTAL SALES
2 GROSS PROFITS
3 STOCK PRICE
| TEAM LEVEL GOALS |
4 SERVICE INDEX
5 TOTAL ERRORS
INDIVIDUAL LEVEL GOALS |
6 RESPONCE TIME
7 COMPLAINTS

8 PROJECT COMPL.

AVE. # OF MINUTES
MONTHLY AVE.
% OF TOTAL
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|| Name:

Dept.:

John

Service

38 10 1 480
0.6 10 2 960
70% 10 0 0
100 [JrotaLBoNus 6240
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