
Business Modelling 
 

 Description 

  

What it is Focus on optimising organisation performance through policy development & deployment, organisational 
analysis, use of a balanced scorecard of performance measurement.  

  Case Study See Attachment for examples of all following tools 

 Objective 

  

Outcomes Expected High performing organisation 

  

Why Used Optimise company performance 

 Scope 

  

Where Used Company wide 

  

How Used Integral part of annual planning process 

 Deployment 

  

Tool Training  

  Generic Tasks  

    

    

    

   
 

 

  



 

 

 

  

Business Modelling - Organisational Analysis 
 
 Description 

  

What it is Organizational analysis is the process of reviewing the, work environment, personnel, and operation of a 
business in line with the business objectives. This review is often performed in response to crisis or changing 
business environment 

  Case Study 
 

 Objective 

  

Outcomes Expected Aligned organisation  

  

Why Used Response to changing business needs, processes or environment, organisation crisis or re-aligning the business 
for performance improvement 

 Scope 

  

Where Used In any business structure that needs to be re-aligned 

  

How Used Annual organisation review in conjunction with policy development and deployment and in response to an 
organisational crisis 

 Deployment 

  

Tool Training  

  Generic Tasks  

    

    

    

   
 

https://en.wikipedia.org/wiki/Work_environment


  

Business Modelling - Policy Development & Deployment 
 
 Description 

  

What it is Hoshin Kanri (also called Policy Deployment) is a method for ensuring that the strategic goals of a company 
drive progress and action at every level within that company. This eliminates the waste that comes from 
inconsistent direction and poor communication. 

 
 

  Case Study 
 

 Objective 

  

Outcomes Expected Individual work plans aligned with company goals,  

  

Why Used Optimise company performance 

 Scope 

  

Where Used Company wide 

  

How Used Annual top level strategy review, Annual operating plans developed, department and individual workplans 
developed 

 Deployment 

  

Tool Training  

  Generic Tasks  

    

    

    

   
 



 

Business Modelling - Balanced Scorecard 
 
 Description 

  

What it is The balanced scorecard is a strategic performance management tool you can use to manage and measure your 
business performance in areas that are crucial to its success. It combines financial measures with other key 
performance indicators to give you a balanced snapshot of how well your business is doing now and how it will 
perform in the future. The system focuses on four areas: 

• learning and growth 
• internal business processes 
• customer perception 
• financial health 
 

  Case Study 
 

 Objective 

  

Outcomes Expected All metrics aligned, balanced, consistent with company objectives 

  

Why Used Optimise performance of entire organisation 

 Scope 

  

Where Used In all organisations 

  

How Used In conjunction with policy deployment 

 Deployment 

  

Tool Training  

  Generic Tasks  

    

    

   
 





01/09/2011 01/01/2012

November - December

Performance Reviews 2011

October - November

Develop and Agree Workplans

September - October

Develop Strategy

September - October

Develop Strategy

October - November

Develop and Agree Workplans



Comparative Advantage
Deliver Technology more Effectively
Strengthen Key Cross-Functional Processes 
Focus on Cycle Time
Improved Customer Focus

Financial Return
18% ROANA in 3 Years

Profitable Growth
Achieve Profitability in New Businesses

Responsible Citizenship
Community Involvement

Outstanding People
Improve Working Environment to Get the Most Out 
of Our Human Resources

OEM/Aftermarket Business 7% ROS and 18% ROANA 
New Business Development

We will be a profitable global supplier to our key customers 
We will engage with new customers if they make at least a 20% gross 
margin and require tailored solutions of existing product.
We will improve our customer focus.  
We will  align our workflows such that we understand and respond to our 
customers more effectively than the competition.

Account Team Development
Obsolescence Strategy
Prototype Delivery
Profitable Aftermarket Growth
Cummins Aftermarket Channel Management 
Global Support for Volvo and Scania

Financial Outcome Target Sep Oct Nov Dec

ROS YTD 20 % 24.4 24.5 25.2 24.8
ROANA YTD 40 % 58.6 59.6 60.8 62.1
Sales growth - % 91 91 91 92
Inventory turns 3.4 Qty 3.1 3.5 3.5 3.7
AR days 57 Qty 50 49 48 46
Past dues 9.3 % 17 15.3 5.5 26.1
Inventory turns 4.1 Turns 3.2 3.8 3.9 4

Customer Outcome Q1 Q2 Q3 Q4

Customer Satisfaction Index Improving % 60 67 67 64
Account plans in place 20 Qty 0 0 0 0
CRR completions 20 Qty 9 9 9 14
Monthly Volumes - All Makes 1200 Qty 1000 666 907 752

Customer Value Sep Oct Nov Dec

On time delivery - Overall >95 % 95 94 87 83
Engine down Same Day/ Next Day delivery >95 % 95 96 95 99

Q1 Q2 Q3 Q4

YTD  All makes project released 10pa Qty 1 1 3 3
YTD Number of retrofit request received 14pa Qty 4 4 4 7
Retro cycle time (NPPD&I) 27 Wks 27 39 43 59

Internal Outcome Sep Oct Nov Dec

Main Plant: ‘Turbo & Core’ Arrears 0 Qty 1597 1788 3161 4207
Main Plant: ‘Small/Piece Parts’ Arrears 0 Qty 21296 20305 54654 70110
Hours per turbo 2.5 Hrs N/A 2.9 N/A N/A
On time delivery - Mechelen 98 % 90 93 89 86
On time delivery - Memphis 98 % 97 82 92 81
On time delivery - Independents 75 % 88 89 88 78
Reman Warranty 0.5 % 0.51 0.59 0.48 0.01

Learning and Growth Q1 Q2 Q3 Q4

Training measures % 87 71 71 71

D
iv

is
io

na
l B

al
an

ce
d 

Sc
or

ec
ar

d

C
om

pa
ny

 S
tra

te
gi

c 
O

bj
ec

tiv
es

Divisional Prime Focus & Key Initiatives



  

Current Customer Webtech Communication  

  

Webtech 

  
Operations Finance Engineering Cust Svce Quality Sales 

  
            

C
u
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m
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 Buyer       X   X 

Ops     X   X   

Finance   X       X 

Design     X       

Quality X       X X 

 

Webtech    Customer Communication Lines

Webtech - Organising for the Customer 
Developing a Customer Service – Sales Team structure that fully supports the customer 

 
Issues to discuss and resolve 
 Structure 

o What they do 
 Work activities 
 Workload 
 Capabilities required 

o Reporting/Accountability 
 Mark/Brian 

 Future Proof 
o 2-3 years 
o Cope with growth 

 In place by end of Feb 
o Roadmap for implementation 

Goal for Customer Service  

 CS to be 1st point of contact for ALL day to day communications 
 

Day to day communications Today Future 

Them to Us     

Existing business X X 

Call ofs X X 

Quality issues   X 

OPA planning   X 

RFQ   X 

NPI   X 

Us to them   X 

Delivery  X X 

Pricing X X 

Confirmations X X 

Relationship Stuff   X 

Project Management activities   X 

Account management activities   X 

 

Current Customer Service 
Communication Activities

Customer interface 
matrix 

One to many 

Kieran 15 

Silke 6 

Silvie 10 

Shirley 0 

Ciara 6 

Steven 9 

 
Customer Support<> Customer 

Matrix

25% 

Progress Chasing 

Tweaking 

Call off/Despatch 

 50% 

Order raising 

Communications 

  

Pecas will reduce this to 50% of day 
 

Split of Customer Service Day
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