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Doubletree Hotel example, 118
focus groups, 120, 121
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Balanced Scorecard, 169–171, 176,
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216–218

strategic initiatives, 216
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Learning and growth assessment
employee focus groups, 125
future technology, 125
importance of, 219
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purpose of, 122
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Lower Control Limit (LCL), 107

Machine-build process, 84, 85, 95, 98
Management
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support of and TQM, 15
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29, 30, 219
Market extension, 83, 90, 91, 95
Matrix

process proficiency, 94, 97, 98
use of in S.W.O.T. identification, 41, 42

McDonald’s, 2, 9, 10
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definition, 200–208
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185, 187–199
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strategy map, 131, 132
Michigan State University Vet School,

strategy map, 133
Microsoft, 6, 9, 31
Mini Cooper, 101
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169–171
Mission statements, 26–29, 33

Alpha Phi Omega, 30
developing, 31–33

Microsoft, 31
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management, 10
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Monitoring and adjusting phase of
strategic process, 27

More is better, 116, 117, 119
“Must be,” 43, 47, 110, 114–121

Nixon, Richard, 2
Norton, David, 127, 166
Not-for-profit organizations, strategy map,

131–138
Nypro, 91

Objectives
Balanced Scorecard, 185–188, 197
strategic initiatives, 213–216
strategy map, 128–131

identifying, 141–153
linking, 141, 153–161

Office of Retirement Services (Michigan),
20–23

Operations
and cross-functional aspect of strategy

map, 128
and human resources, 55–66
and IT, 88, 89

Opportunities. See also Strengths,
weaknesses, opportunities, and
threats (S.W.O.T.s)

brainstorming, 38, 39
defined, 34

Organizational structure, 19–23
Orion Development Group

Balanced Scorecard example, 181–185
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strategy map example, 135–138

Outputs
gaps, 49
human resources system map example,

54–57, 59, 61
and P/D/C/I component of system map,

47, 48

P/D/C/I. See Process-Department-
Company-Industry (P/D/C/I)

Perspectives and objectives
customer perspective, 43, 131–138, 157,

158
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185–188
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financial perspective, 43, 131–139, 142,
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learning and growth perspective, 43,

131–133, 137–143, 145–149, 151,
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process perspective, 43, 131–134, 138,
140, 149, 160, 184, 200

suppliers, 134
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Plan-Do-Study-Act (PDSA), 14
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difficulties with, 44, 45
functional versus cross-functional focus,

44, 45
importance of, 219
process map. See Process map
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Strategic process improvement
strategic significance, 43, 45–66
S.W.O.T. formal assessment template, 43
system map. See System map

Process-based competition, 23–25, 219
Process-Department-Company-Industry

(P/D/C/I)
as component of system map, 46, 47
human resources system map

example, 55
system model components, 46–51, 55,

61, 63, 112
Process extension, 83–91, 95, 96, 121
Process flow

cross-functional, 74
insurance, 81

Process leveraging
enterprise creation, 83, 91, 92
market extension, 83, 90, 91
process extension, 83–90
and S.W.O.T. identification, 94–104

Process map
constraints

bubble production exercise, 72–79
identifying, 79, 80

flowchart distinguished, 69
gaps, identifying, 82
IBM Credit example, 69–71
and process assessment, 45
process-leveraging techniques, 83–96
as strategic assessment tool, 71, 72
and S.W.O.T. identification, 82, 94–104
system map distinguished, 48
use of, 69, 80
work flow diagrams, 79, 80

Process-oriented organizational design,
19–23

Process performance
historical background, 2–9
importance of, 1, 2
trends, impact of, 9–12

Process perspective, 43, 131–134, 138,
140, 149, 160, 184, 200

Process proficiency, 43, 90, 91
matrix, 94, 97, 98
proficiency class, 95, 96

Process-strategy link, 24
Product development

and business process reengineering,
17, 18

Chrysler, 4, 5, 67, 68
and data collection, 101

Product worksheet, 43, 98, 99, 101, 102,
122

Proficiency class market extension
examples, 95–98

Progressive Insurance, 90

Reagan, Ronald, 6
Reengineering the Corporation, 16, 17
Run charts, 104, 105, 107

Scorecard. See Balanced Scorecard (BSC)
Segmentation and customer assessment,

109–114
Smith, Adam, 3
Sony, 98
Special cause, 107
Specialization and division of labor, 3, 4
Specifications (specs), 48, 49
Statistical process control (SPC), 14
Strategic assessment, 33–44, 219

brainstorming, 89, 91
control charts, 108
market extension opportunities, 91
as part of strategic process, 27, 33, 34
and process leveraging techniques, 93
process maps. See Process map
strengths, weaknesses, opportunities, and

threats (S.W.O.T.s). See Strengths,
weaknesses, opportunities, and
threats (S.W.O.T.s)

system maps, 46, 52, 55, 66. See also
System map

Strategic initiatives
and Balanced Scorecard, 190
and cross-functional aspect of strategy

map, 128
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Strategic initiatives (Cont.)
executive team responsibilities, 213
identification and prioritization of,

213–217
as part of strategic process, 27
and S.W.O.T. assessment, 34, 214
and use of strategy map, 164, 165

Strategic objectives, 128–132, 135–141,
144–165

Strategic process
flowchart, use of, 26
improvement. See Strategic process

improvement
strategy map. See Strategy map

Strategic process improvement, 67–104
Chrysler product development example,

67, 68
Domino’s Pizza example, 68, 69
key processes, identifying, 69
process map, use of, 69. See also

Process map
Strategic significance, 43, 45, 57, 60, 67,

75, 79, 82, 83
Strategy map

and Balanced Scorecard, 127, 141,
165, 185

cause-and-effect relationship, 128
cross-functional aspect of, 128, 130, 131
customer perspective, 131
customer satisfaction, 128
defined, 127–128
Department of the Treasury, 129, 130,

132, 134
developing, 141–164
financial perspective, 131
for functional area, 138–140
and goals, 129
learning and growth perspective, 131
linkage step, 153, 154, 157, 160
Memorial Blood Center of Minneapolis,

131, 132
Michigan State University Vet

School, 133
not-for-profit organizations, 131–138
objectives, 128–131

identifying, 141–153
linking, 141, 153–161

origin of, 127
Orion Development Group, 135–138
as part of Balanced Scorecard

methodology, 127, 141
as part of strategic process, 27, 127
perspectives, use of, 131, 133–134

process perspective, 131
purpose of, 127
and strategic initiatives, 128, 164, 165
and S.W.O.T. assessment, 42
Texas Children’s Hospital HR

Department, 138–140
use of, 164, 165, 219, 220

Strategy-process link, 24
Strengths. See also Strengths, weaknesses,

opportunities, and threats
(S.W.O.T.s)

brainstorming, 35–37
defined, 34

Strengths, weaknesses, opportunities, and
threats (S.W.O.T.s)

brainstorming, 35–42
customer assessment, 109–122
defined, 34
financial assessment, 104–109
formal assessment, 42–44
informal assessment, 35–42
learning and growth assessment, 122–126
matrix, 42
opportunities defined, 34
process assessment, 44–66
process maps, use of. See Process map
and strategic initiative development,

34, 214
strategic process improvement, 67–104
strengths defined, 34
and system map. See System map
threats defined, 34
use of in developing Balanced

Scorecard, 188
weaknesses defined, 34

Suppliers
feedback, 32, 49–51
inputs, 47, 54, 55
perspective, 134
and process extension, 83–85
and system map, 46, 47, 52, 56, 59,

61–66, 112, 113
Surveys

customers, 49
employees, 43
formal, 57
web, 102, 103

S.W.O.T. See Strengths, weaknesses,
opportunities, and threats
(S.W.O.T.s)

System map
airline customer system map, 113
basic components of model, 46–48
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customer assessment, 110–114
customers, 48, 49
feedback loops, 49–53, 57, 59
gaps, 49, 59–61, 63–65
human resources example, 53–66
inputs, 47, 54, 55, 61–65
outputs, 47, 48, 54, 59, 61
and process assessment, 45
Process-Department-Company-Industry

(P/D/C/I), 46–51, 55, 61, 63, 112
process map distinguished, 48
suppliers, 47, 61–63
S.W.O.T. identification, 65, 66
templates, 53
time for completing, 65
use of to evaluate interactions, 46

Targets, setting, 164, 167, 175, 178,
210–213

Technology
impact of in mid-2000s, 9, 12
learning and growth assessment, 125
role of in mid-1980s, 7, 8, 12

Telecommuting, 10
Texas Children’s Hospital Human

Resources Department strategy
map, 138–140

Threats. See also Strengths, weaknesses,
opportunities, and threats
(S.W.O.T.s)

brainstorming, 40
defined, 34

Total quality management (TQM)
customer satisfaction, 15
defined, 13, 14

developments in 1980s, 7
lack of success, reasons for, 16
management support, 15
origins of, 6, 7, 13
team procedure, 15, 16

Treasury Department. See Department of
the Treasury

Upper Control Limit (UCL), 107

Vertical organizational structure, 20
Vision and mission

and learning and growth assessment,
123–125

management understanding of, 
29, 30, 219

as part of strategic process, 26–33
statements, 28, 29, 31–33, 219

Volvo, 101

Wal-Mart, 11, 157
Weaknesses. See also Strengths,

weaknesses, opportunities, and
threats (S.W.O.T.s)

brainstorming, 37, 38
defined, 34

Workforce
and business process reengineering

issues, 17
learning and growth assessment, 125, 126
management as part of, 151
mobility of, 7–10, 219

World-class process, 95

Yugo, 101
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