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Terje Haugland
Product manager
Project manager, Enterprise Architech, Process
improvement

Worked for Qualisoft since 2006
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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
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Two worlds combined

«Doing things right» 
- Integrate plan and 

action

«Doing the right things» 
– new business 

possibilities
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Future
management 

system

Innovation, 
RPA, 
Automating,
Digitalization

Innovation,
Enterprise Design,
BusinessEcoSystem
Customer/Patient Journeys

Todays management 
system

«Cover my back» and 
«should have been»
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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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What if you cannot talk about the real 
strategy?

Your vision clearly set the course
VISION

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.

Mission, goals and kpi’s

- 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
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STRATEGY
Vision, mission, goal, KPI

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

CHANGES
Why do we run the 

change projects we 
do? What are they 

supposed to help us 
achieve or improve for 

whom?

EMPLOYEES
Understand changes, 
better understanding 
of why changes is 
needed, for whom and 
how it will help us work 
better for the customer

What can close the GAP
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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?
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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
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See the whole picture
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Strategy model



15

Business Eco system
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Customer Journey



17

Capability model
Pizza restaurant
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The value chain
QualiPizza
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Strategy model
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What change projects when? 
What do they effect?
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The connection

STRATEGY and KPI
- The direction and daily performance

PROCESSES
- How work is performed, by whom, where, using what

CUSTOMER JOURNEY  – CAPABILITY  – ROADMAP
- Change management to ensure cross-functional participation and 
focus on the stakeholders / customers
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The integrated management 
system

INTEGRATED
MANAGEMENT 

SYSTEM

Automatisation

CAPABILITIES

RISK

LEAN

CUSTOMER JOURNEY
BUSINESS ECO-SYSTEM
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Cooperation

Step 4

Step 3

Step 2

Step 1
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2 
Domains 
integrated

3
Domains 
integrated

4
Domains 
integrated

5
Domains 
integrated

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
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The cooperation is planned
Domain 2 Domain 3Domain 1

2020 2021
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
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The integrated management system

2021 2022 20232020 2024

- There is a common dynamic roadmap for our strategical changes
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Burlton Hexagon
- more relevant than ever
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You can not do this without the
Quality system!

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.
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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
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Terje Haugland

E-mail: Terje.Haugland@qualisoft.no

Mobile: +47 905 45 714

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




