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Enabling positive change

Most companies has a vision and mision. They
even have goals and kpi’'s implemented. Still many
experience a gap between strategy to change
implemented, and employees report they do not

understand the strategy.

What's missing is a clear and easy to understand

«what» and «how good».

Tore Rasmussen, Qualisoft



Two worlds combined quahso{-t@)

Enabling positive change

«Doing the right things» l

Innovation, — new business
Enterprise Design, possibilities

BusinessEcoSystem
Customer/Patient Journeys

Todays management

Future
system

management
system

«Cover my back» and
«should have been»

Innovation,

RPA, «Doing things right»
Automating, - Integrate plan and
Digitalization action



qualisoft

Enabling positive change

Key point in this webinar!

Describe WHAT we must be good at and HOW
GOOD we need to be! Do not forget FOR
WHOM.

Run change projects that ensure you become
as good as you need. Finally you are closing
the gap between the strategy and your

employees



What if you cannot talk about the real
strategy?

VISION
Your vision clearly set the course

Mission, goals and kpi's

Mission is good, goals set, and you
measure like it is the meaning of life
to measure. Everything is fed into
KPI's and you have a KPI for
everything.

- The problem is that the management cannot talk
about the oil field they plan to buy

| - The factory to be closed, no-one must know of it!
- The new product must be kept secret!
- We need to change our company because the
market has changed, but we explain little of the

market change to employees and why we have
chosen to change the way we do

qualisoft

Enabling positive change




What can close the GAP

STRATEGY

Vision, mission, goal, KPI

CHANGES

Why do we run the
change projects we
do? What are they
supposed to help us
achieve or improve for
whom?

qualisoft’

Enabling positive change

CAPABILTY

What must we be
good at to achieve
success? How
good?

EMPLOYEES

Understand changes,
better understanding
of why changes is
needed, for whom and
how it will help us work
better for the customer
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Capability — the ability to do
somenthing

Explains «what», not «how»

Can be described with «how good are we at doing
what?>»
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What must we be good at?

How good are we today?
How good must we be?

What must we change / work
on to be good enough?

11



quahsoft
QualiPizza
- owned byQualiCorp
- has pizza restaurants and offers
home delivery
- also operates in other markets

« Let’s look at
The strategy
The customers journey
What we must be good at

12



See the whole picture ua||so‘|"to

Enabling positive change

quahware ® o M o ) ol

Q HrF&FB STRATEGY ¥ PROCESS DOCUMENTS ~ ORGANIZATION ¥ COMPLIANCE ~ APPLICATIONS ~ INFORMATION ¥ ANALYTICS ~

Business Eco-system Strategy model Capability Value chain

Performance Roadmap
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Strategy model qUCIlISO{'t(

Enabling positive change

' Serving people memorable moments
with friends and family

:  Restaurant mission: Sell more pizza @ Norway "‘ Home delivery mission: Be the must
and fun to customers ) trustworthy pizza delivery company

ED Large cities

Be the market leader in larger cities ‘ Perfect deliveries

(i) Shopping malls

Have top score in government food The most profilic social media pizza

safety scores company
69 City centres
@ Be the first thing people mention @ Have the largest business to
when asked for their favourite fast business deals
foed place
Have happy employees
Have the most satisfied customers
Key initatives
Entertain » Going social On-time Robotic The
- Kids yeah! - every-time restaurant - employee
boost
- Open 20 . Robotic , Custom pizza
restaurants - deliveries -
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Business Eco system quallso{'t®

Enabling positive change

AR
QualiPizza - Eco System

15



Customer Journey quahso{-t@

Enabling positive change

Pizza fast food for kids - 30 year old female

Nina Sayers

Diagram Description Touch points Goals & SWOT

Persona detsils

* Nina Sayers [RFYENENE-_. Decision O Consumi luate

Goals
Find simple " . i
and e: Ordering Have Enjoya Get social
@ ge':d omiona_syw must be happy moment of © confirmation
e ques and simple quist kids pesce
a hassle
&¥ Children
Childrens Importance
cries they are Effort
hungry S Decide to eat
Talk about
needs
" Cellphone
Locate []
options. . u
|
ﬂ Age
30
Gender
Female
*} Pizza place Occupation
h Teacher
[§] satisfaction
h
e B e criacce: ghamm'etied ial, outspoken, lovil
u Effort pen minded, social, poken, loving
[©] wps Environmental Attitude
Deerlood Save the planet
& Friends
Satisfaction
Importance
Effort
NPS
" Social media
=
§ |&] Importance
Notfy  [O] Effort
network [§] nPs
SWOT m Kidslove | Short ' Clean = LONg quas b Free Wifi  wuum Few wm Everything '@ Social wem Poorsocial @ Social
Y pzza distance “ locations during 4 modern “ youneedis media media media
deliveries mid-day playing included coupon placement coupon
toys
e Walking - Many & Children e Hard o e Ordering i{ Pay by e Unfiiendly e Staff — NO = Customers
distance comgetitors play area locate cumbersomi phone deiivery retention gve-aways ~ donothave
restaurants staff low for kids to clean
when they
e No app e Poor social @ Join social leave
media media

placement
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Capability model
Pizza restaurant

Process
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Clean lo
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Open n:
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alisoft

Enabling positive change

Overall Importance
Overall Maturity

Timeliness
Quality

Overall Importance
Overall Maturity

Ability to Grow
Quality

Overall Importance
Overall Maturity

Quality

Overall Importance
Overall Maturity
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Bake pizza 3. Equality

Be friendly to customers 4. Top Quartile
Clean location 4. Top Quartile
Create custom pizza 2. Minimum
Deliver correct 4. Top Quartile
Determine baking capacity 3. Equality
Entertain kids 5. Differentiator
Handle inventory 2. Minimum
Let customers spread the 4. Top Quartile

word

Fast food pizza - restaurant ' ' ’
Diagram Description Capability Analysis Capability delivered by Context View Story

Show enfries

4. Measured
2. Inconsistent
4. Measured
1. Adhoc

- Measured

. Consistent

- Inconsistent

. Consistent

N W W e

- Inconsistent

Ability to Grow

3. Acceptable
1. Unacceptable

2. Unsatisfactory

3. Acceptable

4. Good

2. Unsatisfactory

Target ATG Timeliness

4. Good
4. Good
4. Good

3. Acceptable

4. Good
4. Good

3. Acceptable

4. Good

4. Good

1. Unacceptable

Target Timeliness

4. Good

4. Good

5. Excellent

4. Good

s oe

bl I Bl B

Good

. Unacceptable

Good

Good
Acceptable

. Unacceptable

Good

. Unacceptable

Search:
< Target Quality
4. Good
5. Excellent
4. Good
5. Excellent

3. Acceptable
5. Excellent
4. Good

5. Excellent

Bake pizza

Be friendly to customers

Clean location

Create custom pizza

Deliver correct

Determine baking capacity
Entertain kids

Handle inventory

Let customers spread the word
Manage staffing capacity
Open new locations

Process orders

Respond to social media messages

Spot new locations

Capability

0 Bake pizza

En Custom pizzaE: The employee boost

Delivered by

E“’ Custom pizza[Zl Deliver pizza in restaurant Deliver pizza to Iocatior;r« On-time every-timeE: Robotic deliveries

[§¢ Custom pizza

E“« Custom pizzai“« Entertain Kids yeah!

[ Going social

;n Robotic deliveries;n The employee boost

3 Handle in restaurant pizza order’) Handle online pizza ordersE—“J On-time every-time

70 Get customer satisfaction evaluationE:r Going social
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The value chain
QualiPizza

Make customer satisfied

Generate interest

— > Bake pizza ﬁ —>°°| 'i‘fe‘m'“j—»

Customer - . :
wans to s a = = P Pizza
order ) ordey Eay for delivered
- nfirmad delive
pizza EE o 1/
Make pizza restaurants customears happy
Ready Pizza
for marketing
marketing campaign
pzza
— res'auram pizza — Bake pizza —> =
order
Customer
wants to EBEE Pizza Pizza
order EEE order neady for Ty
pzza in confirmed delivery
restaurant

qualisoft

Enabling positive change

Leam from delvery
Get customer
— satisfaction
evaluation
Ready to 1
evaluate = : =
satisfaction
customer =t
satisfaction

19
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Strategy model qUCIlISO{'t(

Enabling positive change

' Serving people memorable moments
with friends and family

:  Restaurant mission: Sell more pizza @ Norway "‘ Home delivery mission: Be the must
and fun to customers ) trustworthy pizza delivery company

ED Large cities

Be the market leader in larger cities ‘ Perfect deliveries

(i) Shopping malls

Have top score in government food The most profilic social media pizza

safety scores company
69 City centres
@ Be the first thing people mention @ Have the largest business to
when asked for their favourite fast business deals
foed place
Have happy employees
Have the most satisfied customers
Key initatives
Entertain » Going social On-time Robotic The
- Kids yeah! - every-time restaurant - employee
boost
- Open 20 . Robotic , Custom pizza
restaurants - deliveries -
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What change projects when? quahso{-t@
What do they effect? Enabling positive change

Q1 20xx Q2 20xx Q3 20xx Q4 20xx Q120+1 Q2 20+1 Q3 20+1 Q4 20+1

.» Going social
- ., Robotic

, Entertain Kids yeah!
-

deliveries

On-time every-time
» Ty

The employee boost

, Robotic restaurant
-

Open 20 restaurants

, Custom pizza
-
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The connection quc|||so{'t®

Enabling positive change

STRATEGY and KPI
- The direction and daily performance

CUSTOMER JOURNEY - CAPABILITY — ROADMAP
- Change management to ensure cross-functional participation and

focus on the stakeholders / customers

22



The integrated management CIUOIISO‘H@
SYSte m Enabling positive change

CAPABILITIES

INTEGRATED
MANAGEMENT
SYSTEM

RISK
CUSTOMER JOURNEY
BUSINESS ECO-SYSTEM
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Cooperation quallsoft®

Enabling positive change

With the customer in focus, change projects to be deliver things we must be good at
- told in a language the employees understand -
Then we are on our way to closing the strategy gap

5
Step 4 » Domains
integrated
..................... X
4
Step 3 —— Domains —
integrated
3
Step 2 — 3 Domains S
integrated
2
Step 1 Domains
integrated

24



qualisoft

The cooperation is planned
Domain 1 o Domain 2 o Domain 3
2020 2021

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

CHANGE A
Qo O

CHANGE B
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The integrated management system |UG|ISO‘H

Enabling positive change

- There is a common dynamic roadmap for our strategical changes

= @°

.
@

2020 2021 2022 2023 2024 p,

$ o
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Burlton Hexagon qual'so{'t
- more relevant than ever
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Enabling positive change

You can not do this without the
O ITET N AV {<113]

The traditional quality system is the correct starting place.

- The quality system is the best place to handle the complex
and ever changing world. To get control and deliver what the
company should. It facilitates continious improvement based
on low risk and high gain by ensure the whole company
takes part in structured improvement. It ensure that you do
not have to re-invent the wheel, or do reverse engineering
for every change in the future.

28
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Enabling positive change

Key point in this webinar!

Describe WHAT we must be good at and HOW
GOOD we need to be! Do not forget FOR
WHOM.

Run change projects that ensure you become
as good as you need. Finally you are closing
the gap between the strategy and your

employees
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Webinars available at the
Coe.qualiware.com

QualiWare documents, articles, webinars, free
online courses and more!

https://coe.qualiware.com/resources/webinars/
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Webinars

The webinars are also available in norwegian at
the same date. Starts at 9pm CET.
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Contact us quahsoft

Enabling positive change

X
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¥ bl &
& W

S . —1— & ,
Brisbane Australia Copenhagen Denmark Kristiansand Norway
¥ sales@qualiware.com ¥ salg@qualiware.dk ¥ kundesenter@qualisoft.no
L +617 3198 2430 . +45 45470700 . +475187 0000

— e — .

London United Kingdom New York United States Oslo Norway

¥ sales@qualiware.com % salesna@qualiware.com ¥ kundesenter@qualisoft.no
. +44207183 4824 L 19147307099 . +475187 0000

Sao Paulo Brazil Stavanger Norway Stockholm Sweden

¥ salesbr@qualiware.com % kundesenter@qualisoft.no ¥ sales@qualiware.se
L +55(11) 2127 0784 . +475187 0000 L +4684291260
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Terje Haugland

E-mail: Terje.Haugland@aqualisoft.no

Mobile: +47 905 45 714

LinkedIn: https://www.linkedin.com/in/terjehaugland/
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