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* SWOT Analysis
*® Stakeholders’ Needs
*® Performance Reviews

*® Ethics and Governance

1Fang Uil
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* Improve / Innovate

*® Best Practices / KM

® Learn and Develop

* Reward and Recognize
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BMG Leadership System
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® Action plans and KPI
*® Balanced scorecard
® Communication plans

* Engagement plans
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* Dashboards

* OPeRA
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* Benchmarking
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Perspective TQA
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BMG Sustainable Excellence Model
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Customer Excellence Model

o Listen to VOC o Understand o Serve and Engage o Review and Improve

Immediate Feedback
Product Feedback Product Offerings
Support Feedback Support

Transaction Feedback Segments to Focus
CRM Plans

Set Customer Groups

Market Review

KPI Review

Process Review

Set Channels & Methods
7

Listen, Interact & Observe

Related Factor Review

Engagement & Trust
Complaint Management 7
Satisfaction

Dissatisfaction
Gather & Analyze Data

=

Use Information to Act

Payment Behavior

~

SWOT

S

Manage Customer Knowledge and Ensure Organizational Learning e

BMG Customer Excellence Model

S0 & Goals
Action Plans & KPI

Needs and Demand

Preferences and Trend
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External Factors \

Benefits and

Workplace Learning and

Policies

Environment Development

Recruitment

Work
Accomplishment

Performance

and Selection

Management

Capability and Career and
Capacity
Planning

Succession

Change

Orgcmizqﬁo nal P eﬁoymdnce

Management Planning

Internal Factors /

BMG Workforce Excellence Model
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7. Management

Review

6. Standardization
& Best Practices
sharing& KM | QSHE (IMS)}-MS

3

5. Improvements
(Corrective &

- Work Process KPI
Achievement

- Quality

- Safety & Health

3, Process
implementation

- Environment preventive) ‘ 4. Monitoring '
- Productivity & Auditing
- Efficiency

- Cost Control
- Sustainability

Output
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Innovation Management Process ﬂ

Evaluate Stakeholders’
Create Climate
Requirements

vVvevVevw

v

1. Identify strategic 2. Evaluate risks &

opportunities benefits

6. Promote
organizational learning
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Suppliers / Partners
Customers
Society & Communities

Operations

(include Kaizen / Performance rev. / QSHE)

» 3. Provide resource

4. Implement

5. Integrate into
processes (partner with operations)
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