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INTRODUCTION

 ��T�h�e� �v�a�l�u�e� �p�r�o�p�o�s�i�t�i�o�n� �u�n�d�e�r�l�y�i�n�g� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b� �i�s� 

�t�h�a�t� ‘system savvy’ improves strategy execution �a�n�d� �t�h�a�t� �t�h�i�s� �i�s� 

�n�o�w�h�e�r�e� �m�o�r�e� �t�r�u�e� �t�h�a�n� �a�t� �t�h�e� �o�p�e�r�a�t�i�n�g� �l�e�v�e�l�,� �w�h�e�r�e� �t�h�e� �d�a�y�-�t�o�-

�d�a�y� �w�o�r�k� �o�f� �t�h�e� �f�i�r�m� �i�s� �a�c�c�o�m�p�l�i�s�h�e�d�t�h�a�t� �i�s�,� �w�h�e�r�e� �s�t�r�a�t�e�g�y� �g�e�t�s� 

�d�o�n�e�,� �o�r� �u�n�d�o�n�e�.

 ��M�o�r�e�o�v�e�r�,� �t�h�i�s� �c�r�i�t�i�c�a�l� �c�o�l�l�e�c�t�i�v�e� �c�o�m�p�e�t�e�n�c�e� �c�a�n� �b�e� �g�a�i�n�e�d� 

�r�a�p�i�d�l�y� �a�n�d� �e�c�o�n�o�m�i�c�a�l�l�y� �i�n� �a�n� �i�n�t�e�g�r�a�t�i�v�e ‘just-enough, just-in-

time’ team learning experience�,� �w�h�e�r�e� �y�o�u�r� �o�r�g�a�n�i�z�a�t�i�o�n� �i�s� �t�h�e� 

�c�l�a�s�s�r�o�o�m�,� �y�o�u�r� �b�u�s�i�n�e�s�s� �i�s� �t�h�e� �c�a�s�e� �s�t�u�d�y�,� �a�n�d� �t�h�e� �f�o�c�u�s� �i�s� �o�n� 

�y�o�u�r� �i�s�s�u�e�s�,� �i�n� �y�o�u�r� �c�u�r�r�e�n�t� �m�a�r�k�e�t� �r�e�a�l�i�t�y�.

 ��T�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �o�u�t�c�o�m�e� �i�s� �a� �g�r�o�u�p� �o�f� �i�n�f�l�u�e�n�t�i�a�l� �e�m�p�l�o�y�e�e�s� 

�b�e�c�o�m�i�n�g� �m�o�r�e� �i�m�m�e�d�i�a�t�e�l�y� �a�n�d� �k�n�o�w�l�e�d�g�a�b�l�y� �r�e�s�p�o�n�s�i�v�e� �t�o� 

�s�t�r�a�t�e�g�i�c� �i�m�p�e�r�a�t�i�v�e�s� �a�n�d� �c�h�a�n�g�e� �m�a�n�d�a�t�e�s� �i�n�i�t�i�a�t�e�d� �b�y� �l�e�a�d�e�r�s�. �
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PROGRAM DESCRIPTION / RATIONALE

�T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b

�I�t�s� �C�e�n�t�r�a�l� �P�r�e�m�i�s�e

�C�u�r�r�e�n�t� �N�e�e�d�s� �a�n�d� �P�r�i�o�r�i�t�i�e�s�,

�I�t�s� �P�r�i�m�a�r�y� �O�b�j�e�c�t�i�v�e

�P�a�r�t�i�c�i�p�a�n�t� �O�u�t�c�o�m�e�s

� �i�s� �e�x�p�r�e�s�s�l�y� �d�e�s�i�g�n�e�d� �f�o�r� �t�e�a�m�s� �o�f� �o�p�e�r�a�t�i�n�g�-�l�e�v�e�l� �e�m�p�l�o�y�e�e�s� �f�r�o�m� �t�h�e� 
�s�a�m�e� �c�o�m�p�a�n�y�  �� �f�r�o�n�t�l�i�n�e� �m�a�n�a�g�e�r�s�,� �s�u�p�e�r�v�i�s�o�r�s�,� �t�e�c�h�n�i�c�a�l� �s�p�e�c�i�a�l�i�s�t�s� �a�n�d� �a�d�m�i�n�i�s�t�r�a�t�i�v�e� �s�t�a�f�f� �m�e�m�b�e�r�s� 
 �� �w�h�o�s�e� �c�o�l�l�e�c�t�i�v�e� �d�a�y�-�t�o�-�d�a�y� �d�e�c�i�s�i�o�n�s� �a�n�d� �a�c�t�i�o�n�s� �a�r�e� �i�n�c�r�e�a�s�i�n�g�l�y� �c�r�i�t�i�c�a�l� �t�o� �t�h�e� �s�u�c�c�e�s�s�f�u�l� 
�i�m�p�l�e�m�e�n�t�a�t�i�o�n� �o�f� �t�h�e�i�r� �c�o�m�p�a�n�y ��s� �s�t�r�a�t�e�g�y�.� � 

� �i�s� �t�h�a�t� �t�h�e� �c�o�m�p�e�t�e�n�c�e� �o�f� �t�h�i�s� �g�r�o�u�p� �w�i�l�l� �b�e� �r�a�p�i�d�l�y� �e�l�e�v�a�t�e�d� �t�h�r�o�u�g�h� �t�h�e�i�r� �g�a�i�n�i�n�g� 
�a�n� �i�n�t�e�g�r�a�t�e�d� �p�e�r�s�p�e�c�t�i�v�e� �o�n� �h�o�w� �t�h�e� �w�h�o�l�e� �b�u�s�i�n�e�s�s� �r�e�a�l�l�y� �w�o�r�k�s�.� �T�h�a�t� �i�s�,� �t�h�e�y� �l�e�a�r�n� �t�o�g�e�t�h�e�r� �(�1�)� �h�o�w� 
�t�h�e� �t�h�r�e�e� �c�o�r�e� �f�u�n�c�t�i�o�n�s� �o�f� �b�u�s�i�n�e�s�s�,� �m�a�r�k�e�t�i�n�g�,� �o�p�e�r�a�t�i�o�n�s� �a�n�d� �f�i�n�a�n�c�e�,� �a�n�d� �(�2�)� �t�h�e� �s�y�n�c�h�r�o�n�i�z�e�d� 
�a�c�t�i�o�n� �o�f� �i�t�s� �p�e�o�p�l�e�,� �f�i�t� �a�n�d� �w�o�r�k� �t�o�g�e�t�h�e�r� �a�s� �a� �s�y�s�t�e�m� �t�o� �c�r�e�a�t�e� �v�a�l�u�e� �f�o�r� �c�u�s�t�o�m�e�r�s� �a�n�d� �p�r�o�f�i�t�a�b�i�l�i�t�y� �f�o�r� 
�t�h�e� �c�o�m�p�a�n�y�;� �a�n�d� �(�3�)� �h�o�w� �c�o�l�l�e�c�t�i�v�e� �p�e�r�f�o�r�m�a�n�c�e� �i�s� �a�f�f�e�c�t�e�d� �b�y� �s�h�a�r�e�d� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�u�r�p�o�s�e� �a�n�d� 
�e�m�b�e�d�d�e�d� �f�i�r�m� �c�u�l�t�u�r�e�.

� �p�r�e�-�r�e�v�i�e�w�e�d� �w�i�t�h� �c�l�i�e�n�t� �c�o�m�p�a�n�y� �e�x�e�c�u�t�i�v�e�s�,� �g�u�i�d�e� �p�r�o�g�r�a�m� �i�n�s�t�r�u�c�t�o�r�s� 
�i�n� �m�e�r�g�i�n�g� �t�h�e�o�r�y� �a�n�d� �p�r�a�c�t�i�c�e� �i�n� �t�h�e� �d�e�l�i�v�e�r�y� �o�f� �f�o�u�r� �p�r�o�g�r�e�s�s�i�v�e�l�y� �i�n�t�e�g�r�a�t�e�d� �c�o�n�c�e�p�t� �w�o�r�k�s�h�o�p�s�,� �w�i�t�h� 
�t�h�e� �c�o�n�t�e�n�t� �o�f� �e�a�c�h� �g�r�o�u�n�d�e�d� �i�n� �s�p�e�c�i�f�i�c� �c�o�m�p�a�n�y� �c�o�n�t�e�x�t�u�a�l� � �c�o�n�s�i�d�e�r�a�t�i�o�n�s�.� �T�h�e�s�e� �s�e�s�s�i�o�n�s� �a�r�e� �c�l�o�s�e�l�y� 
�f�o�l�l�o�w�e�d� �b�y� �i�n�s�t�r�u�c�t�o�r�-�f�a�c�i�l�i�t�a�t�e�d� �t�e�a�m� �a�p�p�l�i�c�a�t�i�o�n� �p�r�o�j�e�c�t�s� �f�o�c�u�s�e�d� �o�n� �i�d�e�n�t�i�f�i�e�d� �c�h�a�l�l�e�n�g�e�s� �a�n�d� 
�o�p�p�o�r�t�u�n�i�t�i�e�s� �w�i�t�h�i�n� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�.� 

� �i�s� �t�o� �p�r�o�v�i�d�e�  ��j�u�s�t�-�e�n�o�u�g�h�,� �j�u�s�t�-�i�n�-�t�i�m�e �� �l�e�a�r�n�i�n�g� �i�n� �e�a�c�h� �o�f� �t�h�e�s�e� �f�u�n�d�a�m�e�n�t�a�l� 
�t�o�p�i�c� �a�r�e�a�s�,� �i�n� �a� �f�o�c�u�s�e�d� �l�e�a�r�n�i�n�g� �e�x�p�e�r�i�e�n�c�e� �u�t�i�l�i�z�i�n�g� �b�o�t�h� �i�n�t�e�r�a�c�t�i�v�e� �c�l�a�s�s�r�o�o�m� �p�r�e�s�e�n�t�a�t�i�o�n� �a�n�d� 
�d�i�s�c�u�s�s�i�o�n�,� �a�n�d� �f�o�l�l�o�w�-�o�n� �e�n�g�a�g�e�m�e�n�t� �i�n� �a�c�t�i�o�n� �l�e�a�r�n�i�n�g� �p�r�o�j�e�c�t�s�.� �T�h�r�o�u�g�h�o�u�t� �a�l�l� �p�r�o�g�r�a�m� �s�e�s�s�i�o�n�s�,� �t�h�e� 
�p�a�r�t�i�c�i�p�a�n�t�s �� �o�r�g�a�n�i�z�a�t�i�o�n� �i�s� �t�h�e� �c�l�a�s�s�r�o�o�m�,� �t�h�e�i�r� �b�u�s�i�n�e�s�s� �i�s� �t�h�e� �c�a�s�e� �s�t�u�d�y�,� �a�n�d� �t�h�e� �f�o�c�u�s� �i�s� �o�n� �t�h�e�i�r� 
�f�i�r�m ��s� �k�e�y� �i�s�s�u�e�s�,� �i�n� �t�h�e�i�r� �c�u�r�r�e�n�t� �m�a�r�k�e�t� �r�e�a�l�i�t�y�.� 

� �r�e�l�a�t�i�n�g� �t�o� �e�l�e�v�a�t�e�d� �c�o�m�p�e�t�e�n�c�e� �i�n� �s�t�r�a�t�e�g�y� �i�m�p�l�e�m�e�n�t�a�t�i�o�n� �a�r�e�:
�(�1�)� �e�n�h�a�n�c�e�d� �a�w�a�r�e�n�e�s�s� �o�f� �w�h�a�t� �i�t� �t�a�k�e�s� �t�o� �r�u�n� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n� �a�s� �a� �c�o�l�l�a�b�o�r�a�t�i�v�e� �s�y�s�t�e�m�;� 
�(�2�)� �i�m�p�r�o�v�e�d� �s�e�n�s�i�t�i�v�i�t�y� �t�o� �c�o�n�f�l�i�c�t�s�,� �p�r�e�s�s�u�r�e�s� �a�n�d� �o�p�p�o�r�t�u�n�i�t�i�e�s� �b�e�t�w�e�e�n� �f�u�n�c�t�i�o�n�s�;� 
�(�3�)� �i�n�c�r�e�a�s�e�d� �c�o�m�m�i�t�m�e�n�t� �a�r�o�u�n�d� �c�h�a�n�g�e�s� �t�h�a�t� �w�i�l�l� �e�n�h�a�n�c�e� �s�y�s�t�e�m� �p�e�r�f�o�r�m�a�n�c�e�;� �a�n�d
�(�4�)� �a�c�c�e�l�e�r�a�t�e�d� �c�a�r�e�e�r� �d�e�v�e�l�o�p�m�e�n�t� �a�n�d� �q�u�a�l�i�f�i�c�a�t�i�o�n� �f�o�r� �s�u�c�c�e�s�s�i�o�n� �t�o� �e�x�p�a�n�d�e�d� � � � 
� � � � � � �r�e�s�p�o�n�s�i�b�i�l�i�t�i�e�s� �a�n�d� �h�i�g�h�e�r� �p�o�s�i�t�i�o�n�s�.
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PROGRAM PHASES / ELEMENTS

Phase One

Phase Two

Phase Three

�· �P�r�e�-�W�o�r�k�s�h�o�p� �C�o�-�D�i�a�g�n�o�s�i�s� �a�n�d� �C�o�-�D�e�s�i�g�n� �(�o�n�e� �d�a�y�)�.� �P�r�o�g�r�a�m� �i�n�s�t�r�u�c�t�o�r�s� �m�e�e�t� �w�i�t�h� 

�c�o�m�p�a�n�y� �e�x�e�c�u�t�i�v�e�s�,� �s�e�n�i�o�r� �m�a�n�a�g�e�r�s� �a�n�d� �t�r�a�i�n�i�n�g� �s�t�a�f�f� �t�o� �s�h�a�p�e� �p�r�o�g�r�a�m� �f�o�c�u�s� �a�n�d� �e�m�p�h�a�s�i�s� �o�n� 

�c�u�r�r�e�n�t� �f�i�r�m� �c�h�a�l�l�e�n�g�e�s� �a�n�d� �o�p�p�o�r�t�u�n�i�t�i�e�s�.

�· �P�a�r�t�i�c�i�p�a�n�t� �S�e�l�e�c�t�i�o�n�.� �D�e�p�a�r�t�m�e�n�t� �m�a�n�a�g�e�r�s� �i�d�e�n�t�i�f�y� �(�u�p� �t�o�)� �2�4� �p�a�r�t�i�c�i�p�a�n�t�s� �f�r�o�m� �a�c�r�o�s�s� �t�h�e� 

�o�r�g�a�n�i�z�a�t�i�o�n� �w�h�o� �w�i�l�l� �c�o�m�e� �t�o�g�e�t�h�e�r� �a�s� �a� �l�e�a�r�n�i�n�g� �t�e�a�m� �f�o�r� �t�h�i�s� �i�n�i�t�i�a�t�i�v�e�.

�· �P�r�e�-�W�o�r�k�s�h�o�p� �R�e�a�d�i�n�g�s�.� �P�a�r�t�i�c�i�p�a�n�t�s� �g�i�v�e�n� �s�e�l�e�c�t�e�d� �r�e�a�d�i�n�g� �a�s�s�i�g�n�m�e�n�t�s� �t�o� �p�r�e�p�a�r�e� �f�o�r� 

�C�o�n�c�e�p�t� �W�o�r�k�s�h�o�p� �d�i�s�c�u�s�s�i�o�n�s�.

�· �C�o�n�c�e�p�t�/�C�o�n�t�e�x�t� �W�o�r�k�s�h�o�p�s� �(�f�o�u�r� �d�a�y�s�)�.� �F�o�u�r� �o�n�e�-�d�a�y� �s�e�s�s�i�o�n�s� �h�i�g�h�l�i�g�h�t� �n�e�e�d�-�t�o�-�k�n�o�w� 

�e�s�s�e�n�t�i�a�l�s� �i�n� �e�a�c�h� �t�o�p�i�c� �a�r�e�a�:� �m�o�r�n�i�n�g�s�p�r�e�s�e�n�t�a�t�i�o�n� �o�f� �p�r�i�n�c�i�p�l�e�s� �a�n�d� �p�r�a�c�t�i�c�e�s�;� �a�f�t�e�r�n�o�o�n�s

�g�r�o�u�n�d�i�n�g� �i�n� �c�o�m�p�a�n�y� �c�o�n�t�e�x�t�.� �(�C�o�n�t�e�n�t� �O�u�t�l�i�n�e�s� �r�e�f�.� �p�g�s�.� �9�-�1�2�)

�A�d�d�i�t�i�o�n�a�l�l�y�,� �r�e�l�e�v�a�n�t� �i�n�s�i�g�h�t�s� �f�r�o�m� �t�h�e� �r�e�c�e�n�t� �w�r�i�t�i�n�g�s� �o�f� �w�e�l�l�-�r�e�g�a�r�d�e�d� �b�u�s�i�n�e�s�s� �e�x�p�e�r�t�s� �h�a�v�e� 

�b�e�e�n� �i�n�c�o�r�p�o�r�a�t�e�d� �i�n�t�o� �t�h�e� �c�o�n�t�e�n�t� �o�f� �a�l�l� �f�o�u�r� �w�o�r�k�s�h�o�p�s�,� �t�o� �a�c�q�u�a�i�n�t� �p�a�r�t�i�c�i�p�a�n�t�s� �w�i�t�h� �t�h�e� �l�a�t�e�s�t� 

�t�h�i�n�k�i�n�g� �i�n� �e�a�c�h� �r�e�s�p�e�c�t�i�v�e� �t�o�p�i�c� �a�r�e�a�.

� 

�· �A�p�p�l�i�c�a�t�i�o�n� �P�r�o�j�e�c�t�s� �(�o�n�e� �t�o� �s�i�x� �m�o�n�t�h�s�)�.� �P�a�r�t�i�c�i�p�a�n�t�s� �e�n�g�a�g�e�d� �i�n� �f�o�u�r� �f�o�c�u�s�e�d� �a�c�t�i�o�n� �l�e�a�r�n�i�n�g� 

�p�r�o�j�e�c�t�s�;� �i�n�s�t�r�u�c�t�o�r�s� �p�e�r�s�o�n�a�l�l�y� �p�r�o�v�i�d�e� �t�e�a�m� �f�a�c�i�l�i�t�a�t�i�o�n� �a�n�d� �m�e�n�t�o�r�i�n�g�,� �p�r�o�g�r�e�s�s� �a�s�s�e�s�s�m�e�n�t� �a�n�d� 

�c�o�o�r�d�i�n�a�t�i�o�n� �w�i�t�h� �c�o�m�p�a�n�y� �m�a�n�a�g�e�r�s�.� �(�r�e�f�.� �p�g�s�.� �1�4�-�1�7�)

�· �C�o�n�t�i�n�u�i�n�g� �R�e�f�e�r�e�n�c�e� �R�e�a�d�i�n�g�s�.� �R�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �p�r�o�v�i�d�e�d� �f�o�r� �p�a�r�t�i�c�i�p�a�n�t�s �� �o�n�g�o�i�n�g� 

�l�e�a�r�n�i�n�g�:� �b�i�b�l�i�o�g�r�a�p�h�y� �s�e�l�e�c�t�i�o�n�s�,� �c�o�p�i�e�s� �o�f� �r�e�l�e�v�a�n�t� �a�r�t�i�c�l�e�s�,� �t�o�p�i�c�a�l�l�y� �r�e�l�a�t�e�d� �b�o�o�k�s�.� 

�  �� �  �� 
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CONCEPT/CONTEXT  WORKSHOPS INTEGRATION

�I�n� �o�r�d�e�r� �t�o� �m�a�x�i�m�i�z�e� �t�h�e� �c�o�h�e�r�e�n�c�e� �a�n�d� �c�o�h�e�s�i�o�n� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b� �l�e�a�r�n�i�n�g� �e�x�p�e�r�i�e�n�c�e� �f�o�r� 
�p�a�r�t�i�c�i�p�a�n�t�s�,� �s�e�v�e�r�a�l� �i�n�t�e�g�r�a�t�i�v�e� �a�p�p�r�o�a�c�h�e�s�/�e�l�e�m�e�n�t�s� �h�a�v�e� �b�e�e�n� �i�n�c�o�r�p�o�r�a�t�e�d� �i�n�t�o� �t�h�e� �d�e�s�i�g�n� �a�n�d� �d�e�l�i�v�e�r�y� 
�o�f� �t�h�e� �s�e�r�i�e�s� �o�f� �f�o�u�r� �C�o�n�c�e�p�t� �W�o�r�k�s�h�o�p�s�.

Content and delivery have been collaboratively developed and continuously improved by the program 
instructors.
�A�f�t�e�r� �h�a�v�i�n�g� �j�o�i�n�t�l�y� �o�r�i�g�i�n�a�t�e�d� �t�h�e� �b�a�s�i�c� �p�r�o�g�r�a�m� �c�o�n�t�e�n�t�,� �e�a�c�h� �i�n�s�t�r�u�c�t�o�r� �i�s� �t�h�o�r�o�u�g�h�l�y� �f�a�m�i�l�i�a�r� �w�i�t�h� �t�h�e� 
�o�t�h�e�r�'�s� �o�r�i�e�n�t�a�t�i�o�n� �t�o� �t�h�e�i�r� �r�e�s�p�e�c�t�i�v�e� �t�o�p�i�c� �f�o�c�u�s�,� �c�o�n�t�e�n�t� �e�l�e�m�e�n�t�s� �a�n�d� �p�r�e�s�e�n�t�a�t�i�o�n� �f�l�o�w�.� �F�u�r�t�h�e�r� �d�e�e�p� 
�f�a�m�i�l�i�a�r�i�z�a�t�i�o�n� �h�a�s� �b�e�e�n� �g�a�i�n�e�d� �t�h�r�o�u�g�h� �e�a�c�h� �i�n�s�t�r�u�c�t�o�r� �a�t�t�e�n�d�i�n�g� �m�u�l�t�i�p�l�e� �p�r�e�s�e�n�t�a�t�i�o�n�s� �o�f� �t�h�e� �o�t�h�e�r ��s� 
�s�e�s�s�i�o�n�s�,� �a�s� �w�e�l�l� �a�s� �t�h�r�o�u�g�h� �j�o�i�n�t� �c�r�i�t�i�q�u�e�s� �a�t� �t�h�e� �c�o�n�c�l�u�s�i�o�n� �o�f� �e�a�c�h� �w�o�r�k�s�h�o�p� �(�i�.�e�.�,� �r�e�g�a�r�d�i�n�g� �p�a�r�t�i�c�i�p�a�n�t� 
�e�n�g�a�g�e�m�e�n�t�,� �t�i�m�e� �f�l�o�w� �m�a�n�a�g�e�m�e�n�t�,� �p�o�i�n�t�s� �m�a�d�e� �o�r� �m�i�s�s�e�d�,� �s�u�g�g�e�s�t�e�d� �f�u�t�u�r�e� �a�d�d�i�t�i�o�n�s� �a�n�d�/�o�r� �d�e�l�e�t�i�o�n�s�,� 
�e�t�c�.�)�.� 

�A�n�o�t�h�e�r� �b�e�n�e�f�i�t� �o�f� �i�n�s�t�r�u�c�t�o�r�s� �a�t�t�e�n�d�i�n�g� �e�a�c�h� �o�t�h�e�r ��s� �s�e�s�s�i�o�n�s� �i�s� �t�h�e� �o�p�p�o�r�t�u�n�i�t�y� �t�o� �r�e�p�r�e�s�e�n�t� 
�c�o�m�p�l�e�m�e�n�t�a�r�y� �p�o�i�n�t�s� �f�r�o�m� �t�h�e�i�r� �o�w�n� �t�o�p�i�c� �a�r�e�a�s� �w�h�e�n� �a�p�p�r�o�p�r�i�a�t�e� �t�o� �t�h�e� �d�i�s�c�u�s�s�i�o�n�s�,� �a�n�d� �t�o� �l�e�a�r�n� �a�b�o�u�t� 
�s�p�e�c�i�f�i�c� �c�o�m�p�a�n�y� �i�s�s�u�e�s� �a�r�i�s�i�n�g� �i�n� �o�n�e� �s�e�s�s�i�o�n� �t�h�a�t� �m�a�y� �i�n�f�o�r�m� �c�a�r�r�y�-�o�v�e�r� �d�i�s�c�u�s�s�i�o�n� �p�o�i�n�t�s� �i�n� 
�s�u�c�c�e�e�d�i�n�g� �s�e�s�s�i�o�n�s�.� �A� �r�e�l�a�t�e�d� �b�e�n�e�f�i�t� �o�f� �t�h�i�s� �o�v�e�r�a�l�l� �d�e�s�i�g�n� �i�s� �p�a�r�t�i�c�i�p�a�n�t�s� �h�a�v�i�n�g� �c�o�n�t�i�n�u�o�u�s� �p�e�r�s�o�n�a�l� 
�c�o�n�t�a�c�t� �w�i�t�h� �b�o�t�h� �i�n�s�t�r�u�c�t�o�r�s�.

Common models are used by both instructors to frame principles and illustrate particular topic 
perspectives.
�E�x�a�m�p�l�e� �m�o�d�e�l�s� �a�r�e� �a�p�p�l�i�e�d� �r�e�f�e�r�e�n�c�e�s� �t�o� �T�h�e� �D�i�s�c�i�p�l�i�n�e� �o�f� �M�a�r�k�e�t� �L�e�a�d�e�r�s�,� �T�h�e� �B�a�l�a�n�c�e�d� �S�c�o�r�e�c�a�r�d�,� 
�C�a�s�h�:� �T�h�e� �L�i�f�e�b�l�o�o�d� �o�f� �B�u�s�i�n�e�s�s�,� �T�h�e� �F�o�r�c�e� �o�f� �C�u�l�t�u�r�e�,� �e�t�c�.� 

Common themes are presented and reinforced by both instructors throughout all workshop sessions. 
�E�x�a�m�p�l�e� �t�h�e�m�e�s� �a�r�e�  ��c�o�n�t�i�n�u�o�u�s� �f�u�n�c�t�i�o�n�a�l� �i�n�t�e�r�d�e�p�e�n�d�e�n�c�y�, ��  ��b�u�s�i�n�e�s�s� �a�s� �a� �c�o�m�p�l�e�x� �a�d�a�p�t�i�v�e� �s�y�s�t�e�m�, �� 
 ��t�h�e� �m�u�l�t�i�p�l�e� �d�i�m�e�n�s�i�o�n�s� �o�f� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n� �[�e�c�o�n�o�m�i�c�,� �t�e�c�h�n�i�c�a�l�,� �s�o�c�i�a�l�]�, ��  ��a�l�i�g�n�m�e�n�t� �a�r�o�u�n�d� �s�h�a�r�e�d� 
�p�u�r�p�o�s�e� �[�v�i�s�i�o�n�,� �m�i�s�s�i�o�n�,� �v�a�l�u�e�s�]�, �� �e�t�c�.

A mini case created by the program instructors provides breakout teams with a series of quick, 
focused group study experiences, designed to layer the learning through each succeeding workshop 
session in the series.
�A�n� �i�n�s�t�a�n�t�l�y� �u�n�d�e�r�s�t�a�n�d�a�b�l�e� �p�r�o�d�u�c�t� �o�f�f�e�r�i�n�g� �p�r�o�p�o�s�i�t�i�o�n� �i�s� �i�n�t�r�o�d�u�c�e�d� �i�n� �a� �p�l�a�n�n�i�n�g� �e�x�e�r�c�i�s�e� �i�n� �t�h�e� 
�M�a�r�k�e�t�i�n�g� �W�o�r�k�s�h�o�p�;� �d�e�c�i�s�i�o�n�s� �r�e�a�c�h�e�d� �a�r�e� �t�h�e�n� �u�s�e�d� �i�n� �a� �p�r�o�d�u�c�t� �d�e�s�i�g�n� �e�x�e�r�c�i�s�e� �i�n� �t�h�e� �O�p�e�r�a�t�i�o�n�s� 
�W�o�r�k�s�h�o�p�;� �t�h�e� �d�e�v�e�l�o�p�i�n�g� �d�a�t�a� �i�n� �i�t�s� �a�d�v�a�n�c�i�n�g� �f�o�r�m� �i�s� �t�h�e�n� �u�s�e�d� �t�o� �i�l�l�u�s�t�r�a�t�e� �m�a�n�a�g�e�r�i�a�l� �f�i�n�a�n�c�e� 
�d�e�c�i�s�i�o�n� �o�p�t�i�o�n�s� �i�n� �t�h�e� �F�i�n�a�n�c�e� �W�o�r�k�s�h�o�p�;� �a�n�d� �t�h�e�n� �t�h�e� �f�u�l�l� �f�u�n�c�t�i�o�n�a�l� �p�l�a�n� �i�s� �r�e�t�r�o�s�p�e�c�t�i�v�e�l�y� �r�e�f�e�r�e�n�c�e�d� 
�i�n� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �f�r�a�m�e�w�o�r�k� �p�r�e�s�e�n�t�e�d� �d�u�r�i�n�g� �t�h�e� �P�u�r�p�o�s�e� �a�n�d� �C�u�l�t�u�r�e� �W�o�r�k�s�h�o�p�.

�P�a�g�e� �8

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



MARKETING WORKSHOP (DAY 1) CONTENT OUTLINE 

 �Marketing� �(�t�h�e� �t�h�e�o�r�y� �o�f� �t�h�e� �b�u�s�i�n�e�s�s�)� �i�s� �a�b�o�u�t� �f�i�n�d�i�n�g� �a�n�d� �k�e�e�p�i�n�g� customers�. �

�M�a�r�k�e�t�i�n�g� �P�l�a�n�n�i�n�g� �E�l�e�m�e�n�t�s

�B�u�s�i�n�e�s�s� �O�p�p�o�r�t�u�n�i�t�y� �A�s�s�e�s�s�m�e�n�t

�M�a�r�k�e�t� �S�e�g�m�e�n�t�a�t�i�o�n� �P�r�i�n�c�i�p�l�e�s� �a�n�d� �P�r�a�c�t�i�c�e�s

�C�o�m�p�e�t�i�t�i�v�e� �A�n�a�l�y�s�i�s

�T�a�r�g�e�t� �M�a�r�k�e�t� �I�d�e�n�t�i�f�i�c�a�t�i�o�n� �a�n�d� �S�e�l�e�c�t�i�o�n� 

�M�a�r�k�e�t�i�n�g� �O�b�j�e�c�t�i�v�e�s

�M�a�r�k�e�t�i�n�g� �P�r�o�g�r�a�m� �D�e�v�e�l�o�p�m�e�n�t

�M�a�r�k�e�t�i�n�g� �M�i�x� �D�e�t�e�r�m�i�n�a�t�i�o�n

�M�a�r�k�e�t�i�n�g� �C�o�n�c�e�p�t�s�/�T�o�p�i�c�s

�K�e�y� �B�u�y�i�n�g� �I�n�f�l�u�e�n�c�e

�D�i�s�t�i�n�c�t�i�v�e� �C�o�m�p�e�t�e�n�c�e

�M�a�r�k�e�t� �P�o�s�i�t�i�o�n�i�n�g

�U�n�i�q�u�e� �S�e�l�l�i�n�g� �P�r�o�p�o�s�i�t�i�o�n

�D�i�f�f�e�r�e�n�t�i�a�t�i�o�n

�B�r�a�n�d�i�n�g

�C�u�s�t�o�m�e�r� �A�d�o�p�t�i�o�n� �P�r�o�c�e�s�s� �/� �B�u�y�e�r� �E�x�p�e�r�i�e�n�c�e� �C�y�c�l�e

�S�a�l�e�s� �P�r�o�c�e�s�s� �D�i�m�e�n�s�i�o�n�s�:� �T�r�a�n�s�a�c�t�i�o�n�a�l�,� �T�e�m�p�o�r�a�l�,� �R�e�l�a�t�i�o�n�a�l� � 

�P�r�o�d�u�c�t� �/� �S�e�r�v�i�c�e� �A�s�p�e�c�t�s� �(�C�o�r�e�,� �T�a�n�g�i�b�l�e�,� �A�u�g�m�e�n�t�e�d�)� 

�D�i�s�c�i�p�l�i�n�e�s� �o�f� �M�a�r�k�e�t� �L�e�a�d�e�r�s� �(�O�E�,� �P�L�,� �C�I�)� 

�C�u�s�t�o�m�e�r� �R�e�l�a�t�i�o�n�s�h�i�p� �M�a�n�a�g�e�m�e�n�t� �(�C�R�M�)� �S�y�s�t�e�m�s� 

�M�a�r�k�e�t�i�n�g� �a�n�d� �S�t�r�a�t�e�g�y� �F�o�r�m�u�l�a�t�i�o�n� �a�n�d� �E�x�e�c�u�t�i�o�n� 

�S�t�r�u�c�t�u�r�a�l� �(�F�u�n�c�t�i�o�n�a�l�/�D�e�p�a�r�t�m�e�n�t�a�l�)� �A�l�i�g�n�m�e�n�t� 

�I�n�t�e�g�r�a�t�i�v�e� �S�t�r�a�t�e�g�i�c� �P�l�a�n�n�i�n�g� 
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OPERATIONS WORKSHOP (DAY 2) CONTENT OUTLINE

 �Operations� �(�t�h�e� �l�o�g�i�c� �o�f� �t�h�e� �b�u�s�i�n�e�s�s�)� �i�s� �a�b�o�u�t� �d�e�l�i�v�e�r�i�n�g� �t�h�e� �r�i�g�h�t� products�. �� 

�S�t�r�a�t�e�g�y�-�D�r�i�v�e�n� �O�p�e�r�a�t�i�o�n�s� �M�a�n�a�g�e�m�e�n�t

�S�t�r�a�t�e�g�i�c� �a�n�d� �T�a�c�t�i�c�a�l� �D�e�c�i�s�i�o�n�s

�C�u�r�r�e�n�t� �D�i�r�e�c�t�i�o�n�s� �i�n� �O�p�e�r�a�t�i�o�n�s� �M�a�n�a�g�e�m�e�n�t

�E�m�e�r�g�i�n�g� �C�o�m�p�e�t�i�t�i�v�e� �B�a�t�t�l�e�g�r�o�u�n�d�s

�N�e�w� �P�r�o�d�u�c�t�/�S�e�r�v�i�c�e� �D�e�s�i�g�n

�D�F�M�,� �D�F�D�,� �a�n�d� �o�t�h�e�r� �D�e�s�i�g�n�-�F�o�r� �S�t�r�a�t�e�g�i�e�s

�Q�u�a�l�i�t�y� �F�u�n�c�t�i�o�n� �D�e�p�l�o�y�m�e�n�t� �(�Q�F�D�)

�P�r�o�c�e�s�s� �D�e�s�i�g�n�  �� �K�e�y� �C�o�n�s�i�d�e�r�a�t�i�o�n�s

�S�t�r�a�t�e�g�i�c� �P�r�o�c�e�s�s� �I�n�v�e�s�t�m�e�n�t

�U�n�i�q�u�e� �C�h�a�l�l�e�n�g�e�s� �o�f� �S�e�r�v�i�c�e� �P�r�o�c�e�s�s�e�s

�M�e�a�s�u�r�i�n�g� �P�e�r�f�o�r�m�a�n�c�e� �a�t� �t�h�e� �P�r�o�c�e�s�s� �L�e�v�e�l

�T�h�e� �B�a�l�a�n�c�e�d� �S�c�o�r�e�c�a�r�d� �A�p�p�r�o�a�c�h� �t�o� �M�e�a�s�u�r�e�m�e�n�t

�S�t�r�a�t�e�g�i�c� �P�r�o�c�e�s�s� �I�m�p�r�o�v�e�m�e�n�t

�L�e�a�n� �P�h�i�l�o�s�o�p�h�i�e�s

�S�i�x� �S�i�g�m�a� �P�h�i�l�o�s�o�p�h�i�e�s� �a�n�d� �T�o�o�l�s� �(�e�.�g�.�,� �F�M�E�A�)

�R�e�-�e�n�g�i�n�e�e�r�i�n�g� �P�r�o�c�e�s�s�e�s

�V�a�l�u�e� �A�n�a�l�y�s�i�s� �a�n�d� �V�a�l�u�e� �S�t�r�e�a�m�s

�P�a�g�e� �1�0

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



FINANCE WORKSHOP (DAY 3) CONTENT OUTLINE 

�  �Finance� �(�t�h�e� �l�a�n�g�u�a�g�e� �o�f� �t�h�e� �b�u�s�i�n�e�s�s�)� �i�s� �a�b�o�u�t� �m�a�k�i�n�g� �s�o�u�n�d� �d�e�c�i�s�i�o�n�s� �w�i�t�h� money�. �� 

�F�i�n�a�n�c�i�a�l� �A�c�c�o�u�n�t�i�n�g�:� Historical Measurement  �[�B�r�i�e�f� �O�v�e�r�v�i�e�w�]

�T�h�e� �B�a�s�i�c� �A�c�c�o�u�n�t�i�n�g� �E�q�u�a�t�i�o�n

�P�r�i�m�a�r�y� �F�i�n�a�n�c�i�a�l� �S�t�a�t�e�m�e�n�t�s�:� �B�a�l�a�n�c�e� �S�h�e�e�t�,� �I�n�c�o�m�e�,� �C�a�s�h� �F�l�o�w� 

�F�i�n�a�n�c�i�a�l� �A�n�a�l�y�s�i�s�:� �T�h�r�e�e� �P�e�r�s�p�e�c�t�i�v�e�s� � �[�B�r�i�e�f� �O�v�e�r�v�i�e�w�]

�M�a�n�a�g�e�m�e�n�t� �P�e�r�s�p�e�c�t�i�v�e�:� �M�a�r�g�i�n�s�,� �A�s�s�e�t�s�,� �P�r�o�f�i�t�s

�O�w�n�e�r� �P�e�r�s�p�e�c�t�i�v�e�:� �M�a�r�k�e�t� �I�n�d�i�c�a�t�o�r�s�,� �C�o�m�p�a�r�a�t�i�v�e� �P�e�r�f�o�r�m�a�n�c�e

�L�e�n�d�e�r� �P�e�r�s�p�e�c�t�i�v�e�:� �L�i�q�u�i�d�i�t�y�,� �D�e�b�t�,� �L�e�v�e�r�a�g�e

�M�a�n�a�g�e�r�i�a�l� �A�c�c�o�u�n�t�i�n�g�:� Operational Decision Making  �[�M�a�j�o�r� �E�m�p�h�a�s�i�s�]

�C�o�s�t� �B�e�h�a�v�i�o�r� 

�B�r�e�a�k�e�v�e�n� �A�n�a�l�y�s�i�s� 

�M�a�k�e� �o�r� �B�u�y� �D�e�c�i�s�i�o�n�s

�W�o�r�k�i�n�g� �C�a�p�i�t�a�l� 

�C�u�r�r�e�n�t� �A�s�s�e�t�s� �a�n�d� �L�i�a�b�i�l�i�t�i�e�s

�T�h�e� �C�a�s�h� �C�y�c�l�e

�C�a�p�i�t�a�l� �E�x�p�e�n�d�i�t�u�r�e�s

�T�i�m�e� �V�a�l�u�e� �o�f� �M�o�n�e�y

�B�u�d�g�e�t�s� �a�s� �B�u�s�i�n�e�s�s� �B�l�u�e�p�r�i�n�t�s

�A�l�l�o�c�a�t�i�o�n� �B�u�d�g�e�t�s

�F�l�e�x�i�b�l�e� �B�u�d�g�e�t�i�n�g

�A�l�t�e�r�n�a�t�i�v�e� �A�c�c�o�u�n�t�i�n�g� �C�o�n�c�e�p�t�s�/�S�y�s�t�e�m�s� � �[�B�r�i�e�f� �S�u�r�v�e�y�]

�A�c�t�i�v�i�t�y� �B�a�s�e�d� �C�o�s�t�i�n�g� �(�A�B�C�)

�E�c�o�n�o�m�i�c� �V�a�l�u�e� �A�d�d�e�d� �(�E�V�A�)

�C�o�s�t� �o�f� �Q�u�a�l�i�t�y� �(�C�O�Q�)

�O�t�h�e�r� �A�c�c�o�u�n�t�i�n�g� �M�o�d�e�l�s
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PURPOSE/CULTURE WORKSHOP (DAY 4) CONTENT OUTLINE 

 �Purpose and Culture� �(�t�h�e� �b�e�l�i�e�f�s� �a�n�d� �b�e�h�a�v�i�o�r�s� �o�f� �t�h�e� �b�u�s�i�n�e�s�s�)� �a�r�e� �a�b�o�u�t� �a�l�i�g�n�i�n�g� �t�h�e� 
�i�n�t�e�n�t�i�o�n�s� �o�f� people�. �

�A� �H�i�e�r�a�r�c�h�y� �o�f� �O�r�g�a�n�i�z�a�t�i�o�n�a�l� �C�o�n�s�t�r�u�c�t�s

�O�r�g�a�n�i�z�a�t�i�o�n�a�l� �P�u�r�p�o�s�e�  �� �A� �C�o�m�p�o�s�i�t�e� �o�f� �E�l�e�m�e�n�t�s� 

�V�i�s�i�o�n

�M�i�s�s�i�o�n

�V�a�l�u�e�s

�O�r�g�a�n�i�z�a�t�i�o�n�a�l� �C�u�l�t�u�r�e

�W�h�a�t� �i�s� �C�u�l�t�u�r�e�?

�T�a�k�i�n�g� �a� �C�u�l�t�u�r�a�l� �P�e�r�s�p�e�c�t�i�v�e

�G�u�i�d�i�n�g� �C�u�l�t�u�r�e� �C�h�a�n�g�e

�C�u�l�t�u�r�e� �S�t�u�d�y� �M�e�t�h�o�d�s

�C�u�l�t�u�r�e� �C�h�a�n�g�e� �M�o�d�e�l�s

�C�u�l�t�u�r�e� �C�h�a�n�g�e� �C�a�s�e� �S�t�u�d�y� 

�O�r�g�a�n�i�z�a�t�i�o�n�a�l� �T�h�i�n�k�i�n�g�/�P�l�a�n�n�i�n�g� �P�r�o�c�e�s�s�e�s

�M�a�n�a�g�i�n�g� �P�o�l�a�r�i�t�i�e�s� 

�W�h�o�l�e� �S�y�s�t�e�m� �P�l�a�n�n�i�n�g

�T�h�e� �D�e�c�i�s�i�o�n� �C�o�m�p�a�s�s

 ��T�a�k�e� �T�i�m�e� �f�o�r� �C�-�W�o�r�k �
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16 ESSENTIAL QUESTIONS ADDRESSED IN CONCEPT WORKSHOPS

�F�r�o�m� �t�h�e� �M�a�r�k�e�t�i�n�g� �M�o�d�u�l�e�:
�1�. �H�o�w� �c�a�n� �w�e� �a�s�s�u�r�e� �t�h�a�t� �c�u�s�t�o�m�e�r� �n�e�e�d�s� �a�r�e� �a�l�w�a�y�s� �i�n� �t�h�e� �f�o�r�e�f�r�o�n�t� �o�f� �m�a�r�k�e�t�i�n�g� �s�t�r�a�t�e�g�y� 

�f�o�r�m�u�l�a�t�i�o�n�?

�2�. �H�o�w� �c�a�n� �w�e� �c�o�n�t�i�n�u�a�l�l�y� �d�e�v�i�s�e� �u�s�e�f�u�l� �s�e�g�m�e�n�t�a�t�i�o�n� �s�c�h�e�m�e�s� �i�n� �a� �d�y�n�a�m�i�c�a�l�l�y� �e�v�o�l�v�i�n�g� 
�m�a�r�k�e�t�p�l�a�c�e�,� �a�n�d� �d�e�v�e�l�o�p� �e�f�f�e�c�t�i�v�e� �r�e�s�p�o�n�s�e�s� �t�o� �s�e�l�e�c�t�e�d� �t�a�r�g�e�t� �m�a�r�k�e�t�s�?

�3�. �H�o�w� �c�a�n� �w�e� �b�e� �s�u�r�e� �t�h�a�t� �m�a�r�k�e�t�i�n�g� �i�n�t�e�n�t�i�o�n�s� �a�r�e� �f�u�l�l�y� �r�e�p�r�e�s�e�n�t�e�d� �a�t� �t�h�e� �s�a�l�e�s� �i�n�t�e�r�f�a�c�e� �w�i�t�h� 
�c�u�s�t�o�m�e�r�s�?� 

�4�. �H�o�w� �c�a�n� �t�h�e� �s�u�p�p�o�r�t� �o�f� �m�a�r�k�e�t�i�n�g� �p�r�o�g�r�a�m�s� �b�e�c�o�m�e� �c�e�n�t�r�a�l� �t�o� �t�h�e� �f�o�c�u�s� �o�f� �a�l�l� �o�t�h�e�r� �f�u�n�c�t�i�o�n�s� �o�f� �t�h�e� 
�b�u�s�i�n�e�s�s� �i�n� �t�h�e�i�r� �c�o�n�t�r�i�b�u�t�i�o�n� �t�o� �c�u�s�t�o�m�e�r� �s�a�t�i�s�f�a�c�t�i�o�n� �g�o�a�l�s�?� 

�F�r�o�m� �t�h�e� �O�p�e�r�a�t�i�o�n�s� �M�o�d�u�l�e�:
�5�. �H�o�w� �c�a�n� �w�e� �g�e�t� �o�u�r� �o�p�e�r�a�t�i�o�n�s� �s�t�r�a�t�e�g�y� �i�n� �s�y�n�c� �w�i�t�h� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n ��s� �s�t�r�a�t�e�g�y�?

�6�. �H�o�w� �c�a�n� �w�e� �d�e�s�i�g�n� �p�r�o�d�u�c�t�s�/�s�e�r�v�i�c�e�s� �t�h�a�t� �o�u�r� �c�u�s�t�o�m�e�r�s� �w�a�n�t� �a�n�d� �t�h�a�t� �o�u�r� �o�r�g�a�n�i�z�a�t�i�o�n� �c�a�n� 
�e�f�f�e�c�t�i�v�e�l�y� �p�r�o�d�u�c�e�/�d�e�l�i�v�e�r�?

�7�. �H�o�w� �c�a�n� �w�e� �b�u�i�l�d� �p�r�o�c�e�s�s�e�s� �t�h�a�t� �c�o�n�s�i�s�t�e�n�t�l�y� �d�e�l�i�v�e�r� �t�h�e� �r�i�g�h�t� �p�r�o�d�u�c�t�/�s�e�r�v�i�c�e� �a�t� �t�h�e� �r�i�g�h�t� �c�o�s�t�?

�8�. �H�o�w� �c�a�n� �w�e� �c�o�n�t�i�n�u�a�l�l�y� �i�m�p�r�o�v�e� �a�n�d� �u�p�g�r�a�d�e� �p�r�o�c�e�s�s�e�s� �t�o� �k�e�e�p� �t�h�e�m� �a�t� �m�a�x�i�m�u�m� �p�e�r�f�o�r�m�a�n�c�e�?

�F�r�o�m� �t�h�e� �F�i�n�a�n�c�e� �M�o�d�u�l�e�:
�9�. �H�o�w� �d�o� �w�e� �k�n�o�w� �i�f� �w�e ��r�e� �m�a�k�i�n�g� �m�o�n�e�y�?

�1�0�.�H�o�w� �c�a�n� �w�e� �m�a�k�e� �a�n�d� �r�e�a�d� �u�s�e�f�u�l� �o�p�e�r�a�t�i�n�g� �b�u�d�g�e�t�s�?� 

�1�1�.�H�o�w� �c�a�n� �w�e� �e�q�u�a�t�e� �t�i�m�e� �w�i�t�h� �m�o�n�e�y� �i�n� �c�a�p�i�t�a�l� �e�x�p�e�n�d�i�t�u�r�e� �d�e�c�i�s�i�o�n�s�?

�1�2�.�H�o�w� �d�o� �w�e� �k�n�o�w� �w�e� �a�r�e� �d�e�s�i�g�n�i�n�g� �a�n�d� �c�h�o�o�s�i�n�g� �t�h�e� �m�o�s�t� �p�r�o�f�i�t�a�b�l�e� �p�r�o�d�u�c�t�s� �a�n�d� �p�r�o�c�e�s�s�e�s�?

�F�r�o�m� �t�h�e� �P�u�r�p�o�s�e�/�C�u�l�t�u�r�e� �M�o�d�u�l�e�:
�1�3�.�H�o�w� �c�a�n� �w�e� �g�a�i�n� �g�r�e�a�t�e�r� �u�n�d�e�r�s�t�a�n�d�i�n�g� �o�f� �o�u�r� �b�u�s�i�n�e�s�s� �a�s� �a� �s�y�s�t�e�m� �t�h�a�t� �b�e�n�e�f�i�t�s� �f�r�o�m� �b�a�l�a�n�c�e�d� 

�a�t�t�e�n�t�i�o�n� �t�o� �i�t�s� �e�c�o�n�o�m�i�c�,� �t�e�c�h�n�o�l�o�g�i�c�a�l� �a�n�d� �s�o�c�i�a�l� �a�s�p�e�c�t�s�?� 

�1�4�.�H�o�w� �c�a�n� �w�e� �d�e�v�e�l�o�p� �s�h�a�r�e�d� �p�u�r�p�o�s�e�,� �r�e�p�r�e�s�e�n�t�e�d� �a�s� �a� �v�i�s�i�o�n� �o�f� �t�h�e� �f�u�t�u�r�e�,� �a� �m�i�s�s�i�o�n� �t�o� �a�c�c�o�m�p�l�i�s�h� 
�n�o�w�,� �a�n�d� �v�a�l�u�e�s� �t�h�a�t� �g�u�i�d�e� �o�u�r� �b�e�h�a�v�i�o�r�?

�1�5�.�H�o�w� �c�a�n� �w�e� �i�d�e�n�t�i�f�y� �s�o�m�e�t�i�m�e�s� �u�n�e�x�p�r�e�s�s�e�d� �o�r� �u�n�r�e�c�o�g�n�i�z�e�d� �b�e�l�i�e�f�s� �a�n�d� �a�t�t�i�t�u�d�e�s� �t�h�a�t� �a�r�e� �i�m�p�e�d�i�n�g� 
�o�u�r� �c�o�m�p�a�n�y�'�s� �p�r�o�g�r�e�s�s�?

�1�6�.�H�o�w� �c�a�n� �l�e�a�d�e�r�s�h�i�p� �b�e� �f�o�s�t�e�r�e�d� �a�n�d� �d�i�s�t�r�i�b�u�t�e�d� �t�h�r�o�u�g�h�o�u�t� �o�u�r� �o�r�g�a�n�i�z�a�t�i�o�n�,� �t�o� �i�n�i�t�i�a�t�e� �a�n�d� �s�u�p�p�o�r�t� 
�c�h�a�n�g�e�s� �t�h�a�t� �m�a�y� �b�e� �i�m�p�e�r�a�t�i�v�e� �t�o� �o�u�r� �f�u�t�u�r�e� �s�u�r�v�i�v�a�l� �a�n�d� �s�u�c�c�e�s�s�?

�P�a�g�e� �1�3

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



ACTION LEARNING METHODOLOGY

�A�c�t�i�o�n� �L�e�a�r�n�i�n�g� �D�e�f�i�n�e�d�:� 

 ��A�c�t�i�o�n� �l�e�a�r�n�i�n�g� �i�s� �b�o�t�h� �a� �p�r�o�c�e�s�s� �a�n�d� �a� �p�o�w�e�r�f�u�l� �p�r�o�g�r�a�m� �t�h�a�t� �i�n�v�o�l�v�e�s� �a� �s�m�a�l�l� �g�r�o�u�p� �o�f� �p�e�o�p�l�e� �s�o�l�v�i�n�g� 
�r�e�a�l� �p�r�o�b�l�e�m�s� �w�h�i�l�e� �a�t� �t�h�e� �s�a�m�e� �t�i�m�e� �f�o�c�u�s�i�n�g� �o�n� �w�h�a�t� �t�h�e�y� �a�r�e� �l�e�a�r�n�i�n�g�,� �a�n�d� �h�o�w� �t�h�e�i�r� �l�e�a�r�n�i�n�g� �c�a�n� 
�b�e�n�e�f�i�t� �e�a�c�h� �g�r�o�u�p� �m�e�m�b�e�r� �a�n�d� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �a�s� �a� �w�h�o�l�e�.

 ��P�e�r�h�a�p�s� �a�c�t�i�o�n� �l�e�a�r�n�i�n�g ��s� �g�r�e�a�t�e�s�t� �v�a�l�u�e� �i�s� �i�t�s� �c�a�p�a�c�i�t�y� �f�o�r� �e�q�u�i�p�p�i�n�g� �i�n�d�i�v�i�d�u�a�l�s�,� �t�e�a�m�s�,� �a�n�d� 
�o�r�g�a�n�i�z�a�t�i�o�n�s� �t�o� �m�o�r�e� �e�f�f�e�c�t�i�v�e�l�y� �r�e�s�p�o�n�d� �t�o� �c�h�a�n�g�e�.� �L�e�a�r�n�i�n�g� �i�s� �w�h�a�t� �m�a�k�e�s� �a�c�t�i�o�n� �l�e�a�r�n�i�n�g� �s�t�r�a�t�e�g�i�c� 
�r�a�t�h�e�r� �t�h�a�n� �t�a�c�t�i�c�a�l�. �

�B�e�n�e�f�i�t�s� �t�o� �p�a�r�t�i�c�i�p�a�n�t�s� �a�n�d� �o�r�g�a�n�i�z�a�t�i�o�n�s�:

�· �D�e�a�l�i�n�g� �w�i�t�h� �c�o�m�p�l�e�x� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�r�o�b�l�e�m�s�.

�· �O�r�g�a�n�i�z�a�t�i�o�n�a�l� �l�e�a�r�n�i�n�g�  �� �s�h�a�r�e�d� �l�e�a�r�n�i�n�g� �a�t� �v�a�r�i�o�u�s� �l�e�v�e�l�s�.

�· �T�e�a�m� �b�u�i�l�d�i�n�g�  �� �i�m�p�r�o�v�e�d� �c�o�m�m�u�n�i�c�a�t�i�o�n�s�.

�· �L�e�a�d�e�r�s�h�i�p� �d�e�v�e�l�o�p�m�e�n�t�.

�· �P�r�o�f�e�s�s�i�o�n�a�l� �g�r�o�w�t�h�.

�· �E�m�p�h�a�s�i�s� �o�n� �f�e�e�d�b�a�c�k� �t�o� �i�n�c�r�e�a�s�e� �s�e�l�f� �a�w�a�r�e�n�e�s�s�/�s�e�l�f� �c�o�n�f�i�d�e�n�c�e�.

�· �D�e�v�e�l�o�p�m�e�n�t� �o�f� �q�u�e�s�t�i�o�n�i�n�g� �a�n�d� �r�e�f�l�e�c�t�i�v�e� �t�h�i�n�k�i�n�g� �s�k�i�l�l�s�.

�T�h�e� �S�i�x� �E�l�e�m�e�n�t�s� �o�f� �A�c�t�i�o�n� �L�e�a�r�n�i�n�g�:

�1�. �A� �r�e�a�l� �p�r�o�b�l�e�m�,� �i�n� �r�e�a�l� �t�i�m�e�,� �w�i�t�h� �g�e�n�u�i�n�e� �s�i�g�n�i�f�i�c�a�n�c�e�.

�2�. �I�n�s�i�d�e� �p�a�r�t�i�c�i�p�a�n�t�s�  ��  ��o�r�d�i�n�a�r�y� �p�e�o�p�l�e�,� �w�o�r�k�i�n�g� �a�n�d� �l�e�a�r�n�i�n�g� �t�o�g�e�t�h�e�r�. �

�3�. �A� �q�u�e�s�t�i�o�n�i�n�g� �a�n�d� �r�e�f�l�e�c�t�i�n�g� �p�r�o�c�e�s�s�  �� �s�e�e�k�i�n�g� �d�e�e�p�e�r� �u�n�d�e�r�s�t�a�n�d�i�n�g�.

�4�. �A�c�t�i�o�n� �b�a�s�e�d� �o�n� �r�e�f�l�e�c�t�i�o�n� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s�.� 

�5�. �D�u�a�l� �p�u�r�p�o�s�e�  �� �b�r�o�u�g�h�t� �t�o�g�e�t�h�e�r� �t�o� �l�e�a�r�n�,� �a�s� �w�e�l�l� �a�s� �s�o�l�v�e� �a� �p�r�o�b�l�e�m�.

�6�. �E�x�p�e�r�t� �f�a�c�i�l�i�t�a�t�i�o�n�  �� �c�o�o�r�d�i�n�a�t�i�n�g�,� �c�a�t�a�l�y�z�i�n�g�,� �o�b�s�e�r�v�i�n�g�,� �e�n�a�b�l�i�n�g�,� �c�o�a�c�h�i�n�g�.

�[�S�o�u�r�c�e�:� �M�a�r�q�u�a�r�d�t�,� �M�i�c�h�a�e�l� �J�.�,�  ��A�c�t�i�o�n� �L�e�a�r�n�i�n�g� �i�n� �A�c�t�i�o�n�. �� �D�a�v�i�e�s�-�B�l�a�c�k� �P�u�b�l�i�s�h�i�n�g�,� �1�9�9�9�.

�P�a�g�e� �1�4

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



ACTION LEARNING PROJECTS DESIGN / FOCUS

Projects Design

�x �F�o�u�r� �t�e�a�m�s�  �� �o�n�e� �d�e�s�i�g�n�a�t�e�d� �t�o� �e�a�c�h� �o�f� �t�h�e� �f�o�u�r� �f�o�c�a�l� �p�o�i�n�t�s�:� �m�a�r�k�e�t�i�n�g�,� �o�p�e�r�a�t�i�o�n�s�,� �f�i�n�a�n�c�e�,� �a�n�d� 
�p�u�r�p�o�s�e�/�c�u�l�t�u�r�e�.

�x �C�r�o�s�s� �f�u�n�c�t�i�o�n�a�l� �t�e�a�m�s�  �� �m�e�m�b�e�r�s� �s�e�l�e�c�t�e�d� �t�o� �e�n�c�o�u�r�a�g�e� �d�i�f�f�e�r�e�n�t� �p�e�r�s�p�e�c�t�i�v�e�s�.
�x �T�e�a�m�s� �i�d�e�n�t�i�f�y� �a�n�d� �s�e�l�e�c�t� �a� �p�r�o�j�e�c�t� �t�h�a�t� �w�i�l�l� �s�a�t�i�s�f�y� �l�e�a�r�n�i�n�g� �o�b�j�e�c�t�i�v�e�s� �a�n�d� �p�o�s�i�t�i�v�e�l�y� �i�m�p�a�c�t� �t�h�e� 

�o�r�g�a�n�i�z�a�t�i�o�n�.
�x �P�r�o�j�e�c�t� �d�u�r�a�t�i�o�n� �r�a�n�g�e�s� �f�r�o�m� �o�n�e� �t�o� �s�i�x� �m�o�n�t�h�s�,� �d�e�p�e�n�d�i�n�g� �o�n� �p�r�o�j�e�c�t� �r�e�q�u�i�r�e�m�e�n�t�s� �a�n�d� �t�e�a�m� 

�m�e�m�b�e�r� �a�v�a�i�l�a�b�i�l�i�t�y�.
�x �I�n�s�t�r�u�c�t�o�r�s� �m�e�e�t� �w�i�t�h� �t�e�a�m�s� �t�o� �f�a�c�i�l�i�t�a�t�e�,� �c�o�a�c�h�,� �a�n�d� �m�o�n�i�t�o�r� �p�r�o�j�e�c�t� �p�r�o�g�r�e�s�s�.
�x �T�e�a�m�s� �p�r�e�p�a�r�e� �a�n�d� �p�r�e�s�e�n�t� �f�i�n�d�i�n�g�s� �a�n�d� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �u�p�p�e�r� �m�a�n�a�g�e�m�e�n�t�.

A Sampling of Potential Project Focus Areas

�M�a�r�k�e�t�i�n�g
�x �U�p�d�a�t�i�n�g� �a�n�d� �v�a�l�i�d�a�t�i�n�g� �t�h�e� �w�a�y� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �s�e�g�m�e�n�t�s� �i�t�s� �c�u�s�t�o�m�e�r�s�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� 

�t�o� �r�e�o�r�g�a�n�i�z�e� �t�o� �b�e�t�t�e�r� �m�e�e�t� �t�h�e� �n�e�e�d�s� �o�f� �e�m�e�r�g�i�n�g� �s�e�g�m�e�n�t�s�.
�x �E�x�a�m�i�n�i�n�g� �a�n�d� �a�n�a�l�y�z�i�n�g� �h�o�w� �t�h�e� �m�a�r�k�e�t�i�n�g� �p�r�o�g�r�a�m� �a�c�t�u�a�l�l�y� �i�s� �c�a�r�r�i�e�d� �o�u�t�  �� �w�i�t�h� 

�r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �c�h�a�n�g�e� �t�h�e� �p�r�o�c�e�s�s� �t�o� �c�o�u�n�t�e�r�a�c�t� �i�t�s� �w�e�a�k�e�r� �a�s�p�e�c�t�s�.
�x �I�n�-�d�e�p�t�h� �e�x�p�l�o�r�a�t�i�o�n� �o�f� �t�h�e� �c�u�s�t�o�m�e�r�  ��n�e�e�d�-�b�e�h�i�n�d�-�t�h�e�-�n�e�e�d�, �� �t�h�r�o�u�g�h� �s�i�t�e� �v�i�s�i�t�s� �a�n�d� �t�h�e� 

 ��c�u�s�t�o�m�e�r ��s� �c�u�s�t�o�m�e�r �� �r�e�s�e�a�r�c�h�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �r�e�p�o�s�i�t�i�o�n� �t�h�e� �p�r�o�d�u�c�t�.

�O�p�e�r�a�t�i�o�n�s
�x �S�t�u�d�y�i�n�g� �a�n�d� �d�o�c�u�m�e�n�t�i�n�g� �t�h�e� �e�x�p�e�r�i�e�n�c�e� �o�f� �a� �p�r�i�m�a�r�y� �s�e�r�v�i�c�e� �f�r�o�m� �t�h�e� �c�u�s�t�o�m�e�r�s �� �p�e�r�s�p�e�c�t�i�v�e�  �� 

�w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �f�o�r� �s�i�g�n�i�f�i�c�a�n�t� �c�o�m�p�e�t�i�t�i�v�e� �i�m�p�r�o�v�e�m�e�n�t�s�.
�x �A�n�a�l�y�z�i�n�g� �t�h�e� �s�e�q�u�e�n�t�i�a�l� �n�a�t�u�r�e� �o�f� �n�e�w� �p�r�o�d�u�c�t� �d�e�v�e�l�o�p�m�e�n�t�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �r�e�d�u�c�e� 

�d�e�v�e�l�o�p�m�e�n�t� �t�i�m�e� �u�s�i�n�g� �p�a�r�a�l�l�e�l� �d�e�s�i�g�n� �s�t�r�u�c�t�u�r�e�.
�x �I�d�e�n�t�i�f�y�i�n�g� �a�n�d� �c�h�a�l�l�e�n�g�i�n�g� �t�h�e� �l�o�w�-�v�a�l�u�e� �a�d�d�i�n�g� �s�t�e�p�s� �o�f� �a� �c�o�r�e� �p�r�o�c�e�s�s�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� 

�e�l�i�m�i�n�a�t�e� �o�r� �o�u�t�s�o�u�r�c�e� �t�h�o�s�e� �p�r�o�d�u�c�t�i�v�i�t�y� �d�r�a�i�n�i�n�g� �s�t�e�p�s�.

�F�i�n�a�n�c�e
�x �I�n�v�e�s�t�i�g�a�t�i�n�g� �a�n�d� �d�e�t�e�r�m�i�n�i�n�g� �t�h�e� �t�r�u�e� �p�r�o�d�u�c�t�i�o�n� �c�o�s�t� �o�f� �a� �p�r�o�d�u�c�t� �u�s�i�n�g� �a�c�t�i�v�i�t�y� �b�a�s�e�d� �a�c�c�o�u�n�t�i�n�g� 

�m�e�t�h�o�d�s�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �a�f�f�e�c�t�i�n�g� �p�r�i�c�i�n�g� �a�n�d� �p�r�o�f�i�t�.
�x �I�d�e�n�t�i�f�y�i�n�g� �a�n�d� �a�n�a�l�y�z�i�n�g� �t�h�e� �i�n�v�e�n�t�o�r�y� �c�o�s�t�s� �(�r�a�w� �m�a�t�e�r�i�a�l�,� �f�i�n�i�s�h�e�d� �g�o�o�d�s�)� �o�f� �a� �g�i�v�e�n� �p�r�o�d�u�c�t�  �� 

�w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�h�a�t� �r�e�d�u�c�e� �t�o�t�a�l� �c�o�s�t�.
�x �E�x�p�l�o�r�i�n�g� �a�n�d� �q�u�a�n�t�i�f�y�i�n�g� �t�h�e� �c�o�s�t� �o�f� �q�u�a�l�i�t�y� �a�s�s�o�c�i�a�t�e�d� �w�i�t�h� �a� �g�i�v�e�n� �p�r�o�d�u�c�t�  �� �w�i�t�h� 

�r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �d�e�c�r�e�a�s�e� �o�v�e�r�a�l�l� �c�o�s�t� �t�h�r�o�u�g�h� �d�e�f�e�c�t� �p�r�e�v�e�n�t�i�o�n�.
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�P�u�r�p�o�s�e� �a�n�d� �C�u�l�t�u�r�e
�x �D�e�s�i�g�n� �a�n�d� �c�a�r�r�y� �o�u�t� �a�n� �e�m�p�l�o�y�e�e� �p�e�r�c�e�p�t�i�o�n�s� �s�u�r�v�e�y�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �e�m�p�h�a�s�i�z�e� �a�n�d� 

�b�u�i�l�d� �o�n� �s�t�r�e�n�g�t�h�s� �w�h�i�l�e� �a�d�d�r�e�s�s�i�n�g� �k�e�y� �e�m�p�l�o�y�e�e� �c�o�n�c�e�r�n�s�.
�x �E�x�p�l�o�r�e� �a�n�d� �d�o�c�u�m�e�n�t� �a�n� �a�s�p�e�c�t� �o�f� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�'�s� �c�u�l�t�u�r�e�  �� �h�o�w� �d�e�c�i�s�i�o�n�s� �a�r�e� �m�a�d�e�  �� �w�i�t�h� 

�r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �t�o� �s�t�r�e�n�g�t�h�e�n� �a� �b�i�a�s� �f�o�r� �a�c�t�i�o�n�.
�x �C�o�n�d�u�c�t� �a� �v�a�l�u�e�s� �i�n�q�u�i�r�y� �t�o� �a�s�s�e�s�s� �t�h�e� �a�g�r�e�e�m�e�n�t� �b�e�t�w�e�e�n� �s�t�a�t�e�d� �o�r�g�a�n�i�z�a�t�i�o�n� �v�a�l�u�e�s� �a�n�d� �i�n�d�i�v�i�d�u�a�l� 

�v�a�l�u�e�s�  �� �w�i�t�h� �r�e�c�o�m�m�e�n�d�a�t�i�o�n�s� �f�o�r� �s�t�r�e�n�g�t�h�e�n�i�n�g� �e�m�p�l�o�y�e�e� �c�o�m�m�i�t�m�e�n�t�.

�E�x�a�m�p�l�e�:� �C�u�s�t�o�m�e�r�-�d�r�i�v�e�n� �p�r�o�d�u�c�t� �c�h�a�n�g�e�s
�T�h�e� �t�e�a�m� �m�e�m�b�e�r�s� �r�e�c�o�g�n�i�z�e� �t�h�e�i�r� �c�o�m�p�a�n�y� �t�e�n�d�s� �t�o� �p�a�y� �l�i�p� �s�e�r�v�i�c�e� �o�n�l�y� �t�o� �t�h�e� �i�m�p�o�r�t�a�n�c�e� �o�f� 
�u�n�d�e�r�s�t�a�n�d�i�n�g� �c�u�s�t�o�m�e�r� �n�e�e�d�s�.� �T�h�e�y� �d�e�f�i�n�e� �a� �p�r�o�j�e�c�t� �w�i�t�h�i�n� �a� �p�a�r�t� �o�f� �t�h�e� �c�o�m�p�a�n�y� �e�x�p�e�r�i�e�n�c�i�n�g� 
�p�a�r�t�i�c�u�l�a�r�l�y� �r�a�p�i�d�l�y� �e�v�o�l�v�i�n�g� �c�u�s�t�o�m�e�r� �p�r�i�o�r�i�t�i�e�s�.� �T�h�e�y� �s�e�l�e�c�t� �t�h�e� �c�u�s�t�o�m�e�r� �s�e�g�m�e�n�t�s�,� �d�e�v�e�l�o�p� �t�h�e� 
�r�e�s�e�a�r�c�h� �m�e�t�h�o�d�s�,� �c�o�l�l�e�c�t� �t�h�e� �i�n�f�o�r�m�a�t�i�o�n�,� �a�n�d� �f�e�e�d� �i�t� �i�n�t�o� �a� �v�o�i�c�e�-�o�f�-�t�h�e�-�c�u�s�t�o�m�e�r� �m�a�t�r�i�x� �(�a� �t�o�o�l� 
�p�r�e�s�e�n�t�e�d� �i�n� �t�h�e� �o�p�e�r�a�t�i�o�n�s� �m�o�d�u�l�e�)�.� �T�h�e� �t�e�a�m�'�s� �a�n�a�l�y�s�i�s� �h�i�g�h�l�i�g�h�t�s� �s�e�v�e�r�a�l� �s�i�g�n�i�f�i�c�a�n�t� �g�a�p�s� �i�n� �t�h�e� 
�p�r�o�d�u�c�t� �f�e�a�t�u�r�e�s� �g�i�v�e�n� �t�h�i�s� �f�r�e�s�h� �r�e�s�e�a�r�c�h� �i�n�t�o� �c�u�s�t�o�m�e�r� �n�e�e�d�s�.� �T�o�p� �m�a�n�a�g�e�m�e�n�t� �a�g�r�e�e�s� �t�h�e�s�e� �c�h�a�n�g�e�s� 
�a�r�e� �o�v�e�r�d�u�e�,� �a�n�d� �i�s� �p�l�e�a�s�e�d� �t�o� �s�e�e� �t�h�a�t� �t�h�e�s�e� �u�p�-�a�n�d�-�c�o�m�i�n�g� �e�m�p�l�o�y�e�e�s� �h�a�v�e� �l�e�a�r�n�e�d� �a� �k�e�y� �l�e�s�s�o�n� �f�o�r� �t�h�e� 
�f�u�t�u�r�e� �o�f� �t�h�e� �c�o�m�p�a�n�y�.� 

�E�x�a�m�p�l�e�:� �K�e�y� �p�r�o�c�e�s�s� �p�e�r�f�o�r�m�a�n�c�e� �s�c�o�r�e�c�a�r�d
�A� �t�e�a�m� �i�d�e�n�t�i�f�i�e�s� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �c�o�r�e� �p�r�o�c�e�s�s� �t�h�a�t� �c�r�o�s�s�e�s� �a� �n�u�m�b�e�r� �o�f� �f�u�n�c�t�i�o�n�a�l� �b�o�u�n�d�a�r�i�e�s�.� �B�e�c�a�u�s�e� 
�t�h�i�s� �p�r�o�c�e�s�s� �s�p�a�n�s� �t�h�e� �c�o�m�p�a�n�y�,� �s�u�b�s�e�c�t�i�o�n�s� �o�f� �t�h�e� �p�r�o�c�e�s�s� �h�a�v�e� �b�e�e�n� �o�p�t�i�m�i�z�e�d� �a�t� �t�h�e� �d�e�p�a�r�t�m�e�n�t� �l�e�v�e�l�.� 
�O�v�e�r�a�l�l� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �t�h�e� �p�r�o�c�e�s�s� �i�s� �n�o�t� �o�p�t�i�m�a�l� �a�n�d� �a� �g�r�o�w�i�n�g� �c�o�m�p�e�t�i�t�i�v�e� �l�i�m�i�t�a�t�i�o�n�.� �T�h�e� �t�e�a�m� 
�m�e�m�b�e�r�s� �u�n�i�t�e� �t�o� �c�r�e�a�t�e� �a� �s�c�o�r�e�c�a�r�d� �o�f� �m�e�t�r�i�c�s� �t�h�a�t� �t�r�a�c�k� �t�h�e� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �t�h�e� �p�r�o�c�e�s�s� �a�s� �a� �w�h�o�l�e�.� 
�T�h�e�y� �l�i�n�k� �t�h�e� �p�r�e�v�i�o�u�s� �d�e�p�a�r�t�m�e�n�t�-�l�e�v�e�l� �m�e�a�s�u�r�e�m�e�n�t�s� �t�o� �t�h�e� �n�e�w� �f�u�l�l�-�p�r�o�c�e�s�s� �m�e�t�r�i�c�s� �i�n� �w�a�y�s� �t�h�a�t� 
�p�r�o�m�o�t�e� �c�o�l�l�a�b�o�r�a�t�i�o�n�,� �n�o�t� �c�o�m�p�e�t�i�t�i�o�n�.� �(�N�o�t�e�:� �G�i�v�e�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �r�e�a�d�i�n�e�s�s�,� �t�h�e� �d�e�v�e�l�o�p�m�e�n�t� �o�f� �a� 
�c�o�m�p�r�e�h�e�n�s�i�v�e� �B�a�l�a�n�c�e�d� �S�c�o�r�e�c�a�r�d� �f�r�a�m�e�w�o�r�k� �c�o�u�l�d� �b�e�c�o�m�e� �a�n� �i�n�t�e�g�r�a�t�i�n�g� �f�o�c�u�s� �f�o�r� �A�L� �t�e�a�m�s�,� 
�f�o�l�l�o�w�i�n�g� �p�a�r�t�i�c�i�p�a�n�t�s�'� �c�o�n�c�e�p�t�u�a�l� �o�r�i�e�n�t�a�t�i�o�n� �i�n� �t�h�e� �f�o�u�r� �B�S�L� �m�o�d�u�l�e�s�,� �w�h�i�c�h�  ��m�a�p �� �d�i�r�e�c�t�l�y� �o�n�t�o�,� �a�n�d� 
�c�o�n�g�r�u�e�n�t�l�y� �u�n�d�e�r�p�i�n�,� �t�h�e� �f�o�u�r� �B�a�l�a�n�c�e�d� �S�c�o�r�e�c�a�r�d� �c�o�n�s�t�r�u�c�t�s�.�)� 

�L�i�t�e�r�a�l�l�y�,� �t�h�e�r�e� �i�s� �n�o� �e�n�d� �t�o� �t�h�e� �l�i�s�t� �o�f� �p�o�s�s�i�b�l�e� �p�r�o�j�e�c�t�s�.� �O�p�p�o�r�t�u�n�i�t�i�e�s� �f�o�r� �t�e�a�m�s� �t�o� �t�a�c�k�l�e� �p�r�o�j�e�c�t�s� �t�h�a�t� 
�c�r�o�s�s� �f�u�n�c�t�i�o�n�a�l� �b�o�u�n�d�a�r�i�e�s� �a�r�e� �p�l�e�n�t�i�f�u�l� �i�n� �a�l�l� �o�r�g�a�n�i�z�a�t�i�o�n�s�  �� �a�n�d� �t�h�e�s�e� �a�r�e� �p�r�o�j�e�c�t�s� �w�i�t�h� �s�u�b�s�t�a�n�t�i�a�l� 
�p�o�t�e�n�t�i�a�l� �i�m�p�a�c�t�.� �A�s� �p�a�r�t�i�c�i�p�a�n�t�s� �e�x�p�e�r�i�e�n�c�e� �t�h�e� �i�n�t�e�r�d�e�p�e�n�d�e�n�c�i�e�s� �o�f� �m�o�d�e�r�n� �o�r�g�a�n�i�z�a�t�i�o�n�s�,� �t�h�e�y� �a�r�e� 
�t�h�i�n�k�i�n�g� �a�s� �a� �C�E�O� �w�o�u�l�d�,� �n�o�t� �a�s� �a� �m�i�d�-� �o�r� �f�i�r�s�t�-�l�i�n�e� �m�a�n�a�g�e�r�,� �s�u�p�e�r�v�i�s�o�r� �o�r� �t�e�c�h�n�i�c�a�l� �p�r�o�f�e�s�s�i�o�n�a�l� �t�i�e�d� �t�o� 
�a� �p�r�o�d�u�c�t� �l�i�n�e� �o�r� �f�u�n�c�t�i�o�n�.� �T�h�e�y� �a�r�e� �a�s�k�e�d� �t�o� �f�a�c�e� �t�h�e� �c�o�n�t�r�a�d�i�c�t�i�o�n�s� �a�n�d� �c�o�n�f�l�i�c�t�s� �a�n�d� �n�e�g�o�t�i�a�t�e� �a� 
�s�o�l�u�t�i�o�n� �t�h�a�t� �b�e�n�e�f�i�t�s� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �a�s� �a� �w�h�o�l�e�.� �T�o�p� �m�a�n�a�g�e�m�e�n�t� �w�i�l�l� �s�e�e� �w�h�a�t� �e�a�c�h� �t�e�a�m� �c�o�m�e�s� �u�p� 
�w�i�t�h�  �� �h�o�w� �t�h�e�i�r� �i�d�e�a�s� �c�a�n� �i�m�p�a�c�t� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n ��s� �f�u�t�u�r�e�.� 
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PROGRAM EVALUATION PLAN

�M�e�a�s�u�r�e�m�e�n�t� �o�f� �t�h�e� �i�m�p�a�c�t� �o�f� �T�h�e� �B�S�L� �o�c�c�u�r�s� �o�n� �t�h�r�e�e� �l�e�v�e�l�s�.

�(�1�)� �C�o�n�c�e�p�t� �W�o�r�k�s�h�o�p�s� �C�o�n�t�e�n�t

�T�h�r�o�u�g�h� �t�h�e� �f�o�u�r� �C�o�n�c�e�p�t� �W�o�r�k�s�h�o�p� �m�o�d�u�l�e�s�,� �p�a�r�t�i�c�i�p�a�n�t�s� �a�r�e� �e�x�p�o�s�e�d� �t�o� �n�e�w� �i�d�e�a�s�,� �m�e�t�h�o�d�s�,� �a�n�d� 

�s�o�l�u�t�i�o�n�s� �t�o� �p�r�o�b�l�e�m�s�.� �T�o� �m�e�a�s�u�r�e� �k�n�o�w�l�e�d�g�e� �c�h�a�n�g�e�,� �a� �p�r�e�-� �a�n�d� �p�o�s�t�-�t�e�s�t� �m�e�t�h�o�d� �i�s� �u�s�e�d�,� �s�a�m�p�l�i�n�g� �t�h�e� 

�m�a�i�n� �c�o�n�c�e�p�t�s� �a�n�d� �t�o�o�l�s� �e�x�p�l�o�r�e�d�.� �P�a�r�t�i�c�i�p�a�n�t�s� �s�e�l�f�-�s�c�o�r�e� �t�h�e� �p�r�e�-�t�e�s�t� �f�o�r� �i�m�m�e�d�i�a�t�e� �f�e�e�d�b�a�c�k�  �� �t�h�e�y� �s�t�a�r�t� 

�t�h�e� �s�e�r�i�e�s� �k�n�o�w�i�n�g� �w�h�a�t� �t�h�e�y� �d�o�n ��t� �k�n�o�w� �a�n�d� �w�i�t�h� �a� �h�e�i�g�h�t�e�n�e�d� �d�e�s�i�r�e� �t�o� �f�i�l�l� �i�n� �t�h�e�s�e� �g�a�p�s�.� �T�h�e� �p�o�s�t�-�t�e�s�t� 

�s�h�o�w�s� �t�h�e� �d�e�g�r�e�e� �t�o� �w�h�i�c�h� �T�h�e� �B�S�L� �f�o�c�a�l� �p�o�i�n�t� �c�o�n�c�e�p�t�s� �w�e�r�e� �e�s�t�a�b�l�i�s�h�e�d�.

�(�2�)� �I�n�d�i�v�i�d�u�a�l� �P�a�r�t�i�c�i�p�a�n�t� �P�e�r�s�p�e�c�t�i�v�e� �a�n�d� �A�t�t�i�t�u�d�e

�I�n� �a�d�d�i�t�i�o�n� �t�o� �g�a�i�n�i�n�g� �c�o�n�t�e�n�t� �k�n�o�w�l�e�d�g�e�,� �p�a�r�t�i�c�i�p�a�n�t�s� �w�i�l�l� �e�x�p�e�r�i�e�n�c�e� �a� �s�h�i�f�t� �i�n� �p�e�r�s�p�e�c�t�i�v�e� �a�n�d� �a�t�t�i�t�u�d�e� 

�c�o�n�c�e�r�n�i�n�g� �t�h�e�i�r� �v�i�e�w� �o�f� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �a�s� �a� �w�h�o�l�e�,� �a�n�d� �p�a�r�t�i�c�u�l�a�r�l�y� �t�h�e�i�r� �w�i�l�l�i�n�g�n�e�s�s� �t�o� �c�o�l�l�a�b�o�r�a�t�e� �f�o�r� 

�g�r�e�a�t�e�r� �o�v�e�r�a�l�l� �p�e�r�f�o�r�m�a�n�c�e�.� �T�h�e�i�r� �p�e�r�c�e�p�t�i�o�n�s� �a�n�d� �a�t�t�i�t�u�d�e�s� �a�r�e� �i�d�e�n�t�i�f�i�e�d� �u�s�i�n�g� �a� �s�h�o�r�t�,� �p�r�o�p�r�i�e�t�a�r�y� 

�i�n�s�t�r�u�m�e�n�t� �t�h�a�t� �a�s�k�s� �t�h�e�m� �t�o� �i�d�e�n�t�i�f�y� �w�i�t�h� �s�t�a�t�e�m�e�n�t�s� �m�a�d�e� �a�b�o�u�t� �t�h�e�i�r� �o�r�g�a�n�i�z�a�t�i�o�n� �a�n�d� �w�i�t�h� �s�t�a�t�e�m�e�n�t�s� 

�t�h�a�t� �d�e�s�c�r�i�b�e� �d�i�f�f�e�r�e�n�t� �b�e�h�a�v�i�o�r�s� �t�h�a�t� �r�e�p�r�e�s�e�n�t� �a� �r�a�n�g�e� �o�f� �c�o�m�m�i�t�m�e�n�t� �l�e�v�e�l�s� �a�n�d� �c�o�l�l�a�b�o�r�a�t�i�v�e� 

�t�e�n�d�e�n�c�i�e�s�.� �T�h�i�s� �i�n�s�t�r�u�m�e�n�t� �a�l�s�o� �i�s� �a�d�m�i�n�i�s�t�e�r�e�d� �t�w�i�c�e�,� �a�t� �t�h�e� �s�t�a�r�t� �o�f� �t�h�e� �p�r�o�g�r�a�m� �a�n�d� �a�t� �t�h�e� �e�n�d� �o�f� �t�h�e� 

�t�e�a�m� �A�p�p�l�i�c�a�t�i�o�n� �P�r�o�j�e�c�t�s�.

�(�3�)� �A�p�p�l�i�c�a�t�i�o�n� �P�r�o�j�e�c�t� �R�e�s�u�l�t�s� �a�n�d� �I�m�p�a�c�t

�E�a�c�h� �t�e�a�m� �w�i�l�l� �c�o�n�s�t�r�u�c�t� �a�  ��b�e�f�o�r�e �� �a�n�d�  ��a�f�t�e�r �� �p�r�o�j�e�c�t� �s�u�m�m�a�r�y� �f�o�c�u�s�e�d� �o�n� �t�h�e� �e�s�s�e�n�t�i�a�l� �v�a�l�u�e�-�a�d�d�i�n�g� 

�c�h�a�n�g�e� �b�r�o�u�g�h�t� �t�o� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�.� �M�o�s�t� �p�r�o�j�e�c�t�s� �a�l�l�o�w� �c�h�a�n�g�e� �t�o� �b�e� �q�u�a�n�t�i�f�i�e�d� �i�n� �m�o�n�e�t�a�r�y� �t�e�r�m�s�,� �a�t� 

�l�e�a�s�t� �i�n� �p�a�r�t�.� �H�o�w�e�v�e�r�,� �t�e�a�m�s� �w�i�l�l� �b�e� �e�n�c�o�u�r�a�g�e�d� �t�o� �p�u�r�s�u�e� �p�r�o�j�e�c�t�s� �t�h�a�t� �m�a�y� �n�o�t� �b�e� �e�a�s�i�l�y� �c�o�s�t�-�j�u�s�t�i�f�i�e�d� 

�i�f� �t�h�e� �p�r�o�j�e�c�t�s� �p�r�o�m�i�s�e� �o�t�h�e�r� �v�a�l�u�e� �t�o� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n�.� �T�h�e� �v�a�l�u�e� �o�f� �e�a�c�h� �p�r�o�j�e�c�t� �w�i�l�l� �b�e� �t�h�o�r�o�u�g�h�l�y� 

�d�e�s�c�r�i�b�e�d� �a�n�d� �d�o�c�u�m�e�n�t�e�d�.� �T�h�e� �c�o�m�b�i�n�e�d� �i�m�p�a�c�t� �o�f� �t�h�e� �f�o�u�r� �a�p�p�l�i�c�a�t�i�o�n� �p�r�o�j�e�c�t�s� �w�i�l�l� �b�e� �d�e�t�e�r�m�i�n�e�d� �f�o�r� 

�o�v�e�r�a�l�l� �B�S�L� �p�r�o�g�r�a�m� �e�v�a�l�u�a�t�i�o�n� �p�u�r�p�o�s�e�s�.� 

�P�a�g�e� �1�8

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



INSTRUCTOR CREDENTIALS

�B�i�l�l� �H�a�n�n�o�n �B�i�l�l� �i�s� �t�h�e� �P�r�i�n�c�i�p�a�l� �o�f� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g�,� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �s�t�r�a�t�e�g�y� �a�n�d� �c�h�a�n�g�e� 
�p�r�a�c�t�i�c�e� �h�e� �e�s�t�a�b�l�i�s�h�e�d� �i�n� �M�i�n�n�e�a�p�o�l�i�s� �i�n� �t�h�e� �m�i�d�-�1�9�8�0�s�,� �f�o�l�l�o�w�i�n�g� �t�w�o� �d�e�c�a�d�e�s� �o�f� 
�e�x�p�e�r�i�e�n�c�e� �i�n� �s�a�l�e�s�,� �m�a�r�k�e�t�i�n�g� �a�n�d� �g�e�n�e�r�a�l� �m�a�n�a�g�e�m�e�n�t� �i�n� �t�h�e� �p�a�p�e�r� �a�n�d� �c�h�e�m�i�c�a�l� 
�i�n�d�u�s�t�r�i�e�s�.� 

�H�e� �e�m�p�l�o�y�s� �h�i�s� �p�r�o�p�r�i�e�t�a�r�y� �I�n�t�e�g�r�a�t�i�v�e� �S�t�r�a�t�e�g�i�c� �P�l�a�n�n�i�n�g� �m�o�d�e�l� �i�n� �h�i�s� �w�o�r�k�,� �w�i�t�h� 
�b�a�l�a�n�c�e�d� �o�p�e�r�a�t�i�o�n�a�l�,� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �a�n�d� �c�h�a�n�g�e� �c�o�m�p�o�n�e�n�t�s�;� �w�i�t�h�i�n� �t�h�i�s� 
�f�r�a�m�e�w�o�r�k� �h�e� �s�p�e�c�i�a�l�i�z�e�s� �i�n� �m�a�r�k�e�t�i�n�g� �a�n�d� �s�a�l�e�s� �p�l�a�n�n�i�n�g�.� �B�i�l�l ��s� �c�l�i�e�n�t�s� �a�r�e� 
�m�a�n�u�f�a�c�t�u�r�e�r�s�,� �d�i�s�t�r�i�b�u�t�o�r�s� �a�n�d� �s�e�r�v�i�c�e� �c�o�m�p�a�n�i�e�s�,� �i�n� �i�n�d�u�s�t�r�i�a�l�,� �c�o�m�m�e�r�c�i�a�l�,� 
�m�e�d�i�c�a�l� �a�n�d� �p�r�o�f�e�s�s�i�o�n�a�l� �s�e�r�v�i�c�e� �f�i�e�l�d�s�.� �H�e� �a�l�s�o� �i�s� �a�n� �e�x�p�e�r�i�e�n�c�e�d� �b�u�s�i�n�e�s�s� 
�i�n�s�t�r�u�c�t�o�r�,� �p�r�e�v�i�o�u�s�l�y� �i�n� �M�a�r�k�e�t�i�n�g� �a�n�d� �S�a�l�e�s� �M�a�n�a�g�e�m�e�n�t� �c�o�u�r�s�e�s� �a�t� 

�®�M�e�t�r�o�p�o�l�i�t�a�n� �S�t�a�t�e� �U�n�i�v�e�r�s�i�t�y�,� �a�n�d� �i�n� �m�o�r�e� �r�e�c�e�n�t� �y�e�a�r�s� �i�n� �M�i�n�i� �M�B�A� �p�r�o�g�r�a�m�s� 
�(�a�n�d� �o�n�e� �h�e� �c�r�e�a�t�e�d�,� �T�h�e�  ��M�i�c�r�o� �M�B�A ��)� �o�f�f�e�r�e�d� �b�y� �t�h�e� �U�n�i�v�e�r�s�i�t�y� �o�f� �S�t�.� �T�h�o�m�a�s� 
�C�e�n�t�e�r� �f�o�r� �B�u�s�i�n�e�s�s� �E�x�c�e�l�l�e�n�c�e�.� 

�B�i�l�l� �e�a�r�n�e�d� �a� �B�a�c�h�e�l�o�r� �o�f� �A�r�t�s� �D�e�g�r�e�e� �f�r�o�m� �C�a�r�l�e�t�o�n� �C�o�l�l�e�g�e�,� �N�o�r�t�h�f�i�e�l�d�,� �M�N�;� �a� 
�M�a�s�t�e�r�s� �D�e�g�r�e�e� �i�n� �B�u�s�i�n�e�s�s� �A�d�m�i�n�i�s�t�r�a�t�i�o�n� �f�r�o�m� �t�h�e� �U�n�i�v�e�r�s�i�t�y� �o�f� �S�t�.� �T�h�o�m�a�s�,� �S�t�.� 
�P�a�u�l�,� �M�N�;� �a�n�d� �a� �M�a�s�t�e�r�s� �D�e�g�r�e�e� �i�n� �O�r�g�a�n�i�z�a�t�i�o�n� �D�e�v�e�l�o�p�m�e�n�t� �f�r�o�m� �P�e�p�p�e�r�d�i�n�e� 
�U�n�i�v�e�r�s�i�t�y�,� �C�u�l�v�e�r� �C�i�t�y�,� �C�A�.� 

�T�o�m� �B�u�c�h�n�e�r �T�o�m� �i�s� �a� �f�u�l�l�-�t�i�m�e� �S�e�n�i�o�r� �L�e�c�t�u�r�e�r� �f�o�r� �t�h�e� �O�p�e�r�a�t�i�o�n�s� �a�n�d� �M�a�n�a�g�e�m�e�n�t� �S�c�i�e�n�c�e� 
�d�e�p�a�r�t�m�e�n�t� �a�t� �t�h�e� �C�a�r�l�s�o�n� �S�c�h�o�o�l� �o�f� �M�a�n�a�g�e�m�e�n�t�,� �U�n�i�v�e�r�s�i�t�y� �o�f� �M�i�n�n�e�s�o�t�a�.� �H�e� 
�t�e�a�c�h�e�s� �u�n�d�e�r�g�r�a�d�u�a�t�e� �a�n�d� �M�B�A� �c�l�a�s�s�e�s� �i�n� �o�p�e�r�a�t�i�o�n�s� �m�a�n�a�g�e�m�e�n�t�,� �p�r�o�j�e�c�t� 
�m�a�n�a�g�e�m�e�n�t�,� �s�e�r�v�i�c�e� �o�p�e�r�a�t�i�o�n�s�,� �a�n�d� �s�u�p�p�l�y� �c�h�a�i�n� �p�l�a�n�n�i�n�g� �a�n�d� �c�o�n�t�r�o�l�.� �P�r�i�o�r� 
�t�e�a�c�h�i�n�g� �e�x�p�e�r�i�e�n�c�e� �i�n�c�l�u�d�e�s� �2�0� �y�e�a�r�s� �a�s� �a�n� �a�d�j�u�n�c�t� �m�e�m�b�e�r� �o�f� �t�h�e� �q�u�a�l�i�t�y� 
�i�m�p�r�o�v�e�m�e�n�t� �a�n�d� �s�i�x� �s�i�g�m�a� �f�a�c�u�l�t�y� �a�t� �t�h�e� �U�n�i�v�e�r�s�i�t�y� �o�f� �S�t�.� �T�h�o�m�a�s� �C�e�n�t�e�r� �f�o�r� 
�B�u�s�i�n�e�s�s� �E�x�c�e�l�l�e�n�c�e�.

�T�o�m� �a�l�s�o� �i�s� �a� �c�e�r�t�i�f�i�e�d� �m�a�n�a�g�e�m�e�n�t� �c�o�n�s�u�l�t�a�n�t� �w�i�t�h� �2�5� �y�e�a�r�s� �o�f� �e�x�p�e�r�i�e�n�c�e� �o�f� 
�w�o�r�k� �w�i�t�h� �a� �w�i�d�e� �v�a�r�i�e�t�y� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n�s�  �� �f�r�o�m� �s�m�a�l�l� �s�t�a�r�t�-�u�p�s� �t�o� �F�o�r�t�u�n�e� �5�0�0� 
�c�o�m�p�a�n�i�e�s� �a�s� �w�e�l�l� �a�s� �m�a�n�y� �n�o�t�-�f�o�r�-�p�r�o�f�i�t� �o�r�g�a�n�i�z�a�t�i�o�n�s�.� �H�i�s� �p�r�o�f�e�s�s�i�o�n�a�l� �f�o�c�u�s� �i�s� 
�o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�e�r�f�o�r�m�a�n�c�e� �w�i�t�h� �e�m�p�h�a�s�i�s� �o�n� �h�e�l�p�i�n�g� �m�a�n�a�g�e�r�s� �m�e�e�t� �t�h�e� 
�c�h�a�l�l�e�n�g�e�s� �o�f� �c�o�n�t�i�n�u�o�u�s� �i�m�p�r�o�v�e�m�e�n�t�.� �H�e� �h�a�s� �e�x�t�e�n�s�i�v�e� �e�x�p�e�r�i�e�n�c�e� �l�e�a�d�i�n�g� 
�m�e�a�s�u�r�e�m�e�n�t�,� �q�u�a�l�i�t�y� �i�m�p�r�o�v�e�m�e�n�t�,� �a�n�d� �p�r�o�c�e�s�s� �r�e�e�n�g�i�n�e�e�r�i�n�g� �p�r�o�j�e�c�t�s�.

�T�o�m� �r�e�c�e�i�v�e�d� �h�i�s� �B�B�A�,� �M�B�A�,� �a�n�d� �P�h�D� �d�e�g�r�e�e�s� �f�r�o�m� �t�h�e� �U�n�i�v�e�r�s�i�t�y� �o�f� 
�M�i�n�n�e�s�o�t�a�.
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THE BUSINESS SYSTEM LANDSCAPE

�T�o� �o�r�i�e�n�t� �p�a�r�t�i�c�i�p�a�n�t�s� �d�u�r�i�n�g� �i�n�s�t�r�u�c�t�o�r� �w�o�r�k�s�h�o�p� �d�i�s�c�u�s�s�i�o�n�s�,� �t�h�e�  ��l�a�n�d�s�c�a�p�e �� �g�r�a�p�h�i�c� �b�e�l�o�w� �a�r�r�a�y�s� 
�a�s�p�e�c�t�s� �o�f� �a� �c�o�m�p�a�n�y ��s� �i�n�t�e�r�n�a�l� �a�n�d� �e�x�t�e�r�n�a�l� �e�n�v�i�r�o�n�m�e�n�t�s� �i�n� �r�e�l�a�t�i�o�n� �t�o� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b ��s� 
�p�r�i�m�a�r�y� �f�o�c�u�s� �o�n�  ��t�h�e� �t�h�r�e�e� �c�o�r�e� �f�u�n�c�t�i�o�n�s� �o�f� �b�u�s�i�n�e�s�s�,� �c�e�n�t�e�r�e�d� �o�n� �p�u�r�p�o�s�e�,� �c�o�n�n�e�c�t�e�d� �b�y� �c�u�l�t�u�r�e�. �� 
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“SILO THINKING”

�F�r�o�m� �o�u�r� �y�e�a�r�s� �o�f� �t�e�a�c�h�i�n�g� �u�n�i�v�e�r�s�i�t�y� �b�u�s�i�n�e�s�s� �c�o�u�r�s�e�s� �t�o� �o�p�e�r�a�t�i�n�g�-�l�e�v�e�l� �m�a�n�a�g�e�r�s�,� �a�n�d� �f�r�o�m� �w�o�r�k�i�n�g� 
�w�i�t�h� �a� �w�i�d�e� �v�a�r�i�e�t�y� �o�f� �o�r�g�a�n�i�z�a�t�i�o�n�s� �a�s� �c�o�n�s�u�l�t�a�n�t�s�,� �i�f� �t�h�e�r�e ��s� �o�n�e� �p�e�r�s�i�s�t�e�n�t�,� �l�i�m�i�t�i�n�g� �c�h�a�r�a�c�t�e�r�i�s�t�i�c� �o�f� 
�o�r�g�a�n�i�z�a�t�i�o�n�s� �t�h�a�t� �w�e� �h�e�a�r� �a�b�o�u�t� �m�o�r�e� �t�h�a�n� �a�n�y� �o�t�h�e�r�,� �i�t ��s�  ��s�i�l�o� �t�h�i�n�k�i�n�g�. �� 

�S�p�e�n�d� �j�u�s�t� �a� �l�i�t�t�l�e� �t�i�m�e� �e�x�p�l�o�r�i�n�g� �t�h�e� �d�y�n�a�m�i�c�s� �i�n�s�i�d�e� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n� �a�n�d� �t�h�e� �c�o�m�p�l�a�i�n�t�s� �b�e�g�i�n� �c�r�o�p�p�i�n�g� 
�u�p�:�  ��t�h�e� �o�p�e�r�a�t�i�o�n�s� �p�e�o�p�l�e� �j�u�s�t� �d�o�n�'�t� �g�e�t� �i�t�, ��  ��m�a�r�k�e�t�i�n�g� �i�s�n�'�t� �h�e�l�p�i�n�g� �u�s�, ��  ��a�c�c�o�u�n�t�i�n�g� �j�u�s�t� �l�i�k�e�s� �t�o� �c�r�e�a�t�e� 
�o�b�s�t�a�c�l�e�s�, �� �a�n�d� �s�o� �o�n�.� �B�u�t� �p�r�o�b�e� �p�a�s�t� �t�h�e� �c�o�m�p�l�a�i�n�t�s� �a�n�d� �y�o�u� �b�e�g�i�n� �t�o� �s�e�e� �t�h�e� �t�r�u�e� �n�a�t�u�r�e� �o�f� �t�h�e� �p�r�o�b�l�e�m�:� 
�p�e�o�p�l�e� �s�i�m�p�l�y� �d�o�n�'�t� �u�n�d�e�r�s�t�a�n�d� �t�h�e� �p�r�i�o�r�i�t�i�e�s� �a�n�d� �c�h�a�l�l�e�n�g�e�s� �o�f� �f�u�n�c�t�i�o�n�s� �o�t�h�e�r� �t�h�a�n� �t�h�e�i�r� �o�w�n�.

�A�t� �t�h�e� �s�a�m�e� �t�i�m�e�,� �w�e� �a�l�s�o� �h�e�a�r� �C�E�O�s� �w�i�s�h�i�n�g� �t�h�a�t� �p�e�o�p�l�e� �t�h�r�o�u�g�h�o�u�t� �t�h�e�i�r� �o�r�g�a�n�i�z�a�t�i�o�n�s� �w�o�u�l�d� �a�c�t� �a�n�d� 
�m�a�k�e� �d�e�c�i�s�i�o�n�s� �w�i�t�h� �t�h�e� �b�i�g�-�p�i�c�t�u�r�e� �i�n� �m�i�n�d�.� �I�n�s�t�e�a�d�,� �t�h�e�y� �s�e�e� �s�u�b� �o�p�t�i�m�i�z�a�t�i�o�n� �a�t� �b�e�s�t�,� �a�n�d� �t�u�r�f� �b�a�t�t�l�e�s� �a�t� 
�w�o�r�s�t�.� �Y�e�t� �i�t� �b�e�c�a�m�e� �o�b�v�i�o�u�s� �t�o� �u�s� �t�h�a�t� �s�e�n�d�i�n�g� �p�e�o�p�l�e� �t�o� �s�c�h�o�o�l�,� �o�n�e� �a�t� �a� �t�i�m�e�,� �w�a�s�n�'�t� �h�a�v�i�n�g� �n�o�t�i�c�e�a�b�l�e� 
�i�m�p�a�c�t� �o�n� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �p�e�r�f�o�r�m�a�n�c�e�.� 

�O�u�r� �r�e�s�p�o�n�s�e� �h�a�s� �b�e�e�n� �t�h�e� �d�e�v�e�l�o�p�m�e�n�t� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b�  �� �w�h�i�c�h� �w�e� �b�e�l�i�e�v�e� �c�a�n� �b�e� �o�n�e� �o�f� 
�t�h�e� �m�o�s�t� �u�n�i�q�u�e�l�y� �p�o�w�e�r�f�u�l� �l�e�a�r�n�i�n�g� �e�x�p�e�r�i�e�n�c�e�s� �t�h�a�t� �m�e�m�b�e�r�s� �o�f� �y�o�u�r� �f�i�r�m� �h�a�v�e� �e�v�e�r� �e�n�c�o�u�n�t�e�r�e�d�.� �O�u�r� 
�c�o�n�f�i�d�e�n�c�e� �d�e�r�i�v�e�s� �i�n� �p�a�r�t� �f�r�o�m� �f�r�e�q�u�e�n�t�l�y� �h�e�a�r�d� �c�o�m�m�e�n�t�s� �b�y� �p�a�r�t�i�c�i�p�a�n�t�s� �i�n� �m�u�l�t�i�p�l�e� �p�u�b�l�i�c� �o�f�f�e�r�i�n�g�s� 
�o�f� �t�h�e� �C�o�n�c�e�p�t� �W�o�r�k�s�h�o�p�s� �p�h�a�s�e� �o�f� �t�h�e� �p�r�o�g�r�a�m� �i�n� �2�0�0�3� �a�n�d� �2�0�0�4�,� �e�c�h�o�i�n�g� �t�h�i�s� �o�n�e�:� 

 ��T�h�i�s� �i�s� �e�x�a�c�t�l�y� �w�h�a�t� �I� �n�e�e�d�e�d�  �� �i�t ��s� �c�o�m�p�r�e�h�e�n�s�i�v�e�,� �y�e�t� �c�o�n�c�i�s�e�,� �a�n�d� �i�m�m�e�d�i�a�t�e�l�y� �u�s�e�f�u�l�.� �I� �j�u�s�t� 
�w�i�s�h� �o�t�h�e�r�s� �f�r�o�m� �m�y� �c�o�m�p�a�n�y� �c�o�u�l�d ��v�e� �b�e�e�n� �h�e�r�e� �t�o�  ��g�e�t� �i�t �� �w�i�t�h� �m�e�,� �s�o� �t�h�a�t� �w�e� �c�o�u�l�d� �a�l�l� �b�e�g�i�n� 
�a�p�p�l�y�i�n�g� �i�t� �t�o�g�e�t�h�e�r� �o�n� �t�h�i�n�g�s� �t�h�a�t� �u�r�g�e�n�t�l�y� �n�e�e�d� �a� �c�o�l�l�a�b�o�r�a�t�i�v�e� �e�f�f�o�r�t� �r�i�g�h�t� �n�o�w�. �
�(�m�e�d�i�c�a�l� �p�r�o�d�u�c�t�s� �c�o�m�p�a�n�y� �s�c�i�e�n�t�i�s�t� �/�m�a�n�a�g�e�r�)� � 

�N�o�w�,� �c�o�n�s�i�d�e�r� �t�h�e� �e�x�p�a�n�d�e�d� �p�o�s�s�i�b�i�l�i�t�i�e�s� �f�o�r� �y�o�u�r� �o�w�n� �s�i�t�u�a�t�i�o�n�:

�W�h�a�t� �i�f� �y�o�u� �c�o�u�l�d� �d�y�n�a�m�i�c�a�l�l�y� �e�n�g�a�g�e� �a� �c�r�i�t�i�c�a�l�,� �p�r�o�m�i�s�i�n�g� �g�r�o�u�p� �o�f� �p�e�o�p�l�e�  ��f�r�o�m� �t�h�e� �h�e�a�r�t� �o�f� 
�y�o�u�r� �e�n�t�e�r�p�r�i�s�e�, �� �w�h�e�r�e� �t�h�e�y� �a�r�e� �r�e�s�p�o�n�s�i�b�l�e� �f�o�r� �a�c�c�o�m�p�l�i�s�h�i�n�g� �t�h�e� �d�a�i�l�y� �w�o�r�k� �o�f� �t�h�e� �f�i�r�m�,� �i�n� �a� 
�s�i�m�i�l�a�r� �p�u�r�s�u�i�t�  �� �a�l�l� �a�t� �t�h�e� �s�a�m�e� �t�i�m�e�,� �i�n� �t�h�e�i�r� �o�w�n� �d�o�m�a�i�n�s�?� 

�W�h�a�t� �i�f� �t�h�e�y� �w�e�r�e� �s�p�e�c�i�f�i�c�a�l�l�y� �c�h�a�l�l�e�n�g�e�d� �t�o� �l�o�o�k� �a�t� �y�o�u�r� �b�u�s�i�n�e�s�s� �f�r�o�m� �o�t�h�e�r� �f�u�n�c�t�i�o�n�a�l� 
�p�e�r�s�p�e�c�t�i�v�e�s�?� 

�W�h�a�t� �i�f� �y�o�u� �p�a�r�t�n�e�r�e�d� �e�x�p�e�r�i�e�n�c�e�d� �o�u�t�s�i�d�e�  ��s�c�h�o�l�a�r� �p�r�a�c�t�i�t�i�o�n�e�r�s �� �w�i�t�h� �y�o�u�r� �i�n�t�e�r�n�a�l� �f�u�n�c�t�i�o�n�a�l� 
�c�h�i�e�f�s� �t�o� �b�l�e�n�d� �t�h�e�o�r�y� �a�n�d� �b�e�s�t� �p�r�a�c�t�i�c�e�s� �i�n� �m�e�e�t�i�n�g� �t�h�e� �a�c�t�u�a�l� �c�h�a�l�l�e�n�g�e�s� �f�a�c�i�n�g� �y�o�u�r� 
�o�r�g�a�n�i�z�a�t�i�o�n�?� 

�F�i�n�a�l�l�y�,� �w�h�a�t� �i�f� �y�o�u� �p�u�t� �t�h�e�s�e� �p�e�o�p�l�e� �i�n� �t�e�a�m�s� �o�n� �p�r�o�j�e�c�t�s� �o�f� �s�t�r�a�t�e�g�i�c� �v�a�l�u�e�,� �w�i�t�h� �c�o�n�t�i�n�u�o�u�s� 
�f�a�c�i�l�i�t�a�t�i�o�n� �a�n�d� �m�e�n�t�o�r�i�n�g� �f�r�o�m� �t�h�e� �i�n�s�t�r�u�c�t�o�r�s� �w�h�o� �b�r�o�u�g�h�t� �t�h�e�m� �t�h�e� �n�e�w� �p�e�r�s�p�e�c�t�i�v�e�s� �a�n�d� 
�i�n�s�i�g�h�t�s�,� �a�n�d� �l�e�t� �t�h�e�m� �r�u�n� �w�i�t�h� �w�h�a�t� �t�h�e�y ��v�e� �l�e�a�r�n�e�d�?

�W�e ��d� �l�i�k�e� �n�o�t�h�i�n�g� �b�e�t�t�e�r� �t�h�a�n� �t�o� �c�o�n�s�i�d�e�r� �t�h�e�s�e� �p�o�s�s�i�b�i�l�i�t�i�e�s� �w�i�t�h� �y�o�u�.� �P�l�e�a�s�e� �c�a�l�l� �u�s� �f�o�r� �a� �g�o�o�d� �(�n�o� 
�o�b�l�i�g�a�t�i�o�n�)�  ��b�u�s�i�n�e�s�s� �s�y�s�t�e�m� �c�o�n�v�e�r�s�a�t�i�o�n �� �a�b�o�u�t� �b�r�e�a�k�i�n�g� �d�o�w�n� �t�h�e� �s�i�l�o�s� �i�n� �y�o�u�r� �c�o�m�p�a�n�y�!

�S�M�B�i�l�l� �H�a�n�n�o�n� �a�n�d� �T�o�m� �B�u�c�h�n�e�r� �-� �C�r�e�a�t�o�r�s� �/� �D�e�v�e�l�o�p�e�r�s� �/� �I�n�s�t�r�u�c�t�o�r�s� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b

�P�a�g�e� �2�2

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



 “THE TRAINING REFLEX”

�A�s� �e�m�p�l�o�y�e�e�s�,� �m�a�n�a�g�e�r�s�,� �c�o�n�s�u�l�t�a�n�t�s�,� �a�n�d� �i�n�s�t�r�u�c�t�o�r�s�,� �o�v�e�r� �t�h�e� �d�e�c�a�d�e�s� �w�e ��v�e� �r�e�c�e�i�v�e�d� �a� �l�o�t� �o�f� �t�r�a�i�n�i�n�g�,� 
�a�n�d� �w�e ��v�e� �d�e�l�i�v�e�r�e�d� �a� �l�o�t� �o�f� �t�r�a�i�n�i�n�g�.� �I�n� �t�e�r�m�s� �o�f� �t�h�e� �d�e�s�i�r�e�d� �o�u�t�c�o�m�e�s�,� �s�o�m�e� �o�f� �i�t� �h�a�s� �b�e�e�n� �g�r�e�a�t�  �� �s�o�m�e� 
�o�f� �i�t� �h�a�s�n ��t�.� �P�r�o�b�a�b�l�y� �e�v�e�r�y� �p�e�r�s�o�n� �i�n� �b�u�s�i�n�e�s�s� �w�o�u�l�d� �s�a�y� �t�h�e� �s�a�m�e� �t�h�i�n�g�.� �N�o�n�e�t�h�e�l�e�s�s�,� �w�h�e�n� �s�o�m�e�o�n�e� 
�p�e�r�c�e�i�v�e�s� �t�h�e� �n�e�e�d� �f�o�r� �i�n�d�i�v�i�d�u�a�l�s� �t�o� �g�e�t� �s�o�m�e� �n�e�w� �s�k�i�l�l�s� �o�r� �k�n�o�w�l�e�d�g�e�,�  ��t�r�a�i�n�i�n�g �� �o�f� �s�o�m�e� �k�i�n�d� �i�s� �o�f�t�e�n� 
�a� �r�e�f�l�e�x�i�v�e�,� �a�n�d� �p�o�s�s�i�b�l�y� �e�v�e�n� �i�n�a�p�p�r�o�p�r�i�a�t�e�,� �c�h�o�i�c�e�.� �A�n�d� �r�a�r�e�l�y� �i�s� �a�n�y�o�n�e� �e�v�e�r� �c�h�a�l�l�e�n�g�e�d� �o�r� �c�r�i�t�i�c�i�z�e�d� 
�f�o�r� �s�p�e�n�d�i�n�g� �o�n� �i�t�,� �o�r� �w�a�n�t�i�n�g� �t�o� �g�e�t� �s�o�m�e�.� 

�B�u�t� �h�e�r�e� �a�r�e� �f�o�u�r� �r�e�a�s�o�n�s� �w�h�y� �t�r�a�d�i�t�i�o�n�a�l� �b�u�s�i�n�e�s�s� �s�e�m�i�n�a�r� �a�n�d� �t�r�a�i�n�i�n�g� �o�f�f�e�r�i�n�g�s� �c�a�n� �b�e� �a� �m�a�r�g�i�n�a�l� 
�i�n�v�e�s�t�m�e�n�t�:� 

�1�. �P�r�o�f�e�s�s�i�o�n�a�l�s� �i�n� �a�d�u�l�t� �e�d�u�c�a�t�i�o�n� �k�n�o�w� �t�h�a�t� �i�f� �n�e�w� �k�n�o�w�l�e�d�g�e� �a�n�d� �s�k�i�l�l�s� �a�r�e� �n�o�t� �q�u�i�c�k�l�y� 
�r�e�i�n�f�o�r�c�e�d� �t�h�r�o�u�g�h� �a�p�p�l�i�c�a�t�i�o�n�,� �w�i�t�h�i�n� �s�i�x� �m�o�n�t�h�s� �t�h�e� �n�e�w� �l�e�a�r�n�i�n�g� �i�s� �v�i�r�t�u�a�l�l�y� �e�x�t�i�n�g�u�i�s�h�e�d�  �� 
�t�h�e� �t�r�a�i�n�i�n�g� �m�i�g�h�t� �a�s� �w�e�l�l� �n�e�v�e�r� �h�a�v�e� �b�e�e�n� �u�n�d�e�r�t�a�k�e�n�.

�2�. �M�o�r�e�o�v�e�r�,� �i�f� �t�h�i�s� �a�p�p�l�i�c�a�t�i�o�n� �i�s� �n�o�t� �a�c�t�i�v�e�l�y� �s�u�p�p�o�r�t�e�d� �b�y� �s�e�n�i�o�r� �m�a�n�a�g�e�r�s� �a�n�d� �p�e�e�r�s�,� �o�r� �i�s� 
�r�e�s�i�s�t�e�d� �w�i�t�h�i�n� �t�h�e� �l�a�r�g�e�r� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �c�u�l�t�u�r�e�,� �t�h�e� �i�n�a�b�i�l�i�t�y� �t�o� �g�a�i�n� �t�r�a�c�t�i�o�n� �w�i�t�h� �n�e�w� 
�i�n�s�i�g�h�t�s� �a�n�d� �m�o�t�i�v�a�t�i�o�n� �f�r�o�m� �t�h�e� �t�r�a�i�n�i�n�g� �s�e�s�s�i�o�n� �c�a�n� �b�e�c�o�m�e� �a� �s�o�u�r�c�e� �o�f� �f�r�u�s�t�r�a�t�i�o�n� �a�n�d� 
�d�i�s�c�o�u�r�a�g�e�m�e�n�t� �f�o�r� �r�e�c�i�p�i�e�n�t�s�  �� �r�e�s�u�l�t�i�n�g�,� �p�a�r�a�d�o�x�i�c�a�l�l�y�,� �i�n� �a� �n�e�g�a�t�i�v�e� �r�e�t�u�r�n� �o�n� �t�r�a�i�n�i�n�g� �t�i�m�e� 
�a�n�d� �m�o�n�e�t�a�r�y� �c�o�m�m�i�t�m�e�n�t�s�.� 

�3�. �A�n�d� �i�f� �i�n�d�i�v�i�d�u�a�l� �t�e�a�c�h�e�r�s�/�t�r�a�i�n�e�r�s�/�i�n�s�t�r�u�c�t�o�r�s� �a�r�e� �n�o�t� �c�l�e�a�r�l�y� �e�x�p�e�r�i�e�n�c�e�d� �i�n� �t�h�e� �a�p�p�l�i�c�a�t�i�o�n� �o�f� 
�t�h�e� �p�r�i�n�c�i�p�l�e�s� �a�n�d� �p�r�a�c�t�i�c�e�s� �t�h�a�t� �t�h�e�y� �t�e�a�c�h�,� �a�n�d� �a�b�l�e� �t�o� �b�a�c�k� �u�p� �t�h�e�i�r� �r�e�c�o�m�m�e�n�d�e�d� �c�o�u�r�s�e�s� 
�o�f� �a�c�t�i�o�n� �w�i�t�h� �p�a�s�s�i�o�n�a�t�e� �c�o�n�v�i�c�t�i�o�n� �a�n�d� �s�u�p�p�o�r�t� �o�f�  ��g�r�o�u�n�d� �l�e�v�e�l �� �a�p�p�l�i�c�a�t�i�o�n�s�,� �t�h�e� �l�e�s�s�o�n�s� 
�a�r�e�n ��t� �c�o�n�v�i�n�c�i�n�g�  �� �a�n�d� �p�a�r�t�i�c�i�p�a�n�t�s� �a�r�e�n ��t� �c�o�n�f�i�d�e�n�t� �o�r� �m�o�t�i�v�a�t�e�d� �e�n�o�u�g�h� �t�o� �t�a�k�e� �t�h�e� �r�i�s�k� �o�f� 
�t�r�y�i�n�g� �t�o� �i�n�t�r�o�d�u�c�e� �a�n�d� �t�e�s�t� �t�h�e�i�r� �n�e�w� �l�e�a�r�n�i�n�g�s� �a�f�t�e�r� �r�e�t�u�r�n�i�n�g� �t�o� �t�h�e�i�r� �o�w�n� �s�e�t�t�i�n�g�s�.� 

�4�. �A�n�d� �i�f� �s�o�-�c�a�l�l�e�d� �  ��c�u�s�t�o�m�i�z�e�d �� �t�r�a�i�n�i�n�g� �p�r�o�g�r�a�m�s� �a�r�e� �n�o�t� �u�n�d�e�r�p�i�n�n�e�d� �b�y� �t�h�e� �o�f�f�e�r�i�n�g� 
�o�r�g�a�n�i�z�a�t�i�o�n ��s� �c�a�p�a�b�i�l�i�t�y� �t�o� �a�s�t�u�t�e�l�y� �d�i�a�g�n�o�s�e� �c�u�r�r�e�n�t� �s�i�t�u�a�t�i�o�n�a�l� �n�e�e�d�s�,� �a�p�p�r�o�p�r�i�a�t�e�l�y� �t�r�a�n�s�l�a�t�e� 
�a�n�d� �a�p�p�l�y� �g�e�n�e�r�a�l�i�z�e�d�  ��o�f�f� �t�h�e� �s�h�e�l�f �� � �p�r�o�g�r�a�m� �m�a�t�e�r�i�a�l�s�,� �p�r�i�o�r�i�t�i�z�e� �t�h�e� �d�e�p�l�o�y�m�e�n�t� �o�f� �t�h�e� �b�e�s�t� 
�a�n�d� �b�r�i�g�h�t�e�s�t� �i�n�s�t�r�u�c�t�o�r�s� �a�n�d� �s�u�p�p�o�r�t� �s�t�a�f�f�,� �a�n�d� �t�h�e�n� �o�r�c�h�e�s�t�r�a�t�e� �t�h�e� �d�e�l�i�v�e�r�y� �a�n�d� �c�o�n�t�i�n�u�i�n�g� 
�r�e�i�n�f�o�r�c�e�m�e�n�t� �o�f� �p�r�o�g�r�a�m� �c�o�n�t�e�n�t�  �� �t�h�e� �p�r�o�m�i�s�e� �o�f� �t�h�e� �a�p�p�r�o�a�c�h� �d�i�s�s�i�p�a�t�e�s� �b�e�f�o�r�e� �i�t� �c�a�n� �e�v�e�n� 
�c�o�m�e� �c�l�o�s�e� �t�o� �f�r�u�i�t�i�o�n�.

�I�n� �t�o�d�a�y ��s� �f�a�s�t� �p�a�c�e�d�,� �t�u�r�b�u�l�e�n�t� �t�i�m�e�s�,� �t�h�e� �n�e�w� �i�m�p�e�r�a�t�i�v�e� �i�s� �i�n�n�o�v�a�t�i�o�n� �i�n� �t�h�e� �d�i�a�g�n�o�s�i�s�,� �d�e�s�i�g�n� �a�n�d� 
�d�e�l�i�v�e�r�y� �o�f� �a�n� �i�n�t�e�g�r�a�t�e�d�,� �r�e�i�n�f�o�r�c�e�d� �t�r�a�i�n�i�n�g� �e�x�p�e�r�i�e�n�c�e�  �� �l�e�a�r�n�i�n�g� �t�h�a�t� �r�a�p�i�d�l�y� �b�e�c�o�m�e�s� �e�m�b�e�d�d�e�d� 
�b�e�h�a�v�i�o�r�.� �P�l�e�a�s�e� �c�a�l�l� �u�s� �f�o�r� �a� �g�o�o�d� �(�n�o� �o�b�l�i�g�a�t�i�o�n�)�  ��b�u�s�i�n�e�s�s� �s�y�s�t�e�m� �c�o�n�v�e�r�s�a�t�i�o�n �� �a�b�o�u�t� �p�r�e�-�e�m�p�t�i�n�g� �t�h�e� 
�t�r�a�i�n�i�n�g� �r�e�f�l�e�x� �i�n� �y�o�u�r� �c�o�m�p�a�n�y�!� 

�S�M�B�i�l�l� �H�a�n�n�o�n� �a�n�d� �T�o�m� �B�u�c�h�n�e�r� �-� �C�r�e�a�t�o�r�s� �/� �D�e�v�e�l�o�p�e�r�s� �/� �I�n�s�t�r�u�c�t�o�r�s� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b

�P�a�g�e� �2�3

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



 “A QUICK FIX”

�D�u�r�i�n�g� �d�i�s�c�u�s�s�i�o�n�s� �w�i�t�h� �a�n� �a�d� �h�o�c� �p�a�n�e�l� �o�f� �e�x�p�e�r�i�e�n�c�e�d� �r�e�v�i�e�w�e�r�s�,� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b� �h�a�s� �b�e�e�n� 
�v�a�r�i�o�u�s�l�y� �d�e�s�c�r�i�b�e�d� �a�s� �.� �.� �.� �a� �p�r�i�m�e�r� �o�n� �c�o�r�e� �f�u�n�d�a�m�e�n�t�a�l�s� �.� �.� �.� �a� �t�u�t�o�r�i�a�l� �o�n� �b�a�s�i�c� �e�s�s�e�n�t�i�a�l�s� �.� �.� �.� �a�n� 
�i�n�t�e�n�s�i�v�e� �o�v�e�r�v�i�e�w� �o�f� �g�u�i�d�i�n�g� �p�r�i�n�c�i�p�l�e�s� �a�n�d� �p�r�a�c�t�i�c�e�s� �.� �.� �.� �a� �k�n�o�w�l�e�d�g�e� �i�n�f�u�s�i�o�n� �a�t� �t�h�e� �h�e�a�r�t� �o�f� �t�h�e� 
�e�n�t�e�r�p�r�i�s�e� �.� �.� �.� �a�n�d� �a� �q�u�i�c�k� �f�i�x�.

�T�h�e� �k�e�y� �q�u�e�s�t�i�o�n�s� �l�e�a�d�i�n�g� �t�h�e�s�e� �r�e�v�i�e�w�s� �h�a�v�e� �b�e�e�n�:� �D�o� �t�h�e�y� �n�e�e�d� �t�o� �h�a�v�e� �i�t�?� �D�o� �t�h�e�y� �w�a�n�t� �t�o� �h�a�v�e� �i�t�?� 
�D�o� �t�h�e�y� �a�l�r�e�a�d�y� �h�a�v�e� �i�t�?� �C�a�n� �t�h�e�y� �g�e�t� �i�t� �r�a�p�i�d�l�y�?� 

�T�h�e�  ��t�h�e�y �� �w�e ��r�e� �t�a�l�k�i�n�g� �a�b�o�u�t� �a�r�e� �t�h�e� �o�p�e�r�a�t�i�n�g�-�l�e�v�e�l� �p�e�o�p�l�e� �i�n� �a�n� �o�r�g�a�n�i�z�a�t�i�o�n�.� �T�h�e�  ��i�t �� �i�s�  ��s�y�s�t�e�m� 
�s�a�v�v�y ��  �� �i�.�e�.�,� �a� �b�a�s�i�c� �u�n�d�e�r�s�t�a�n�d�i�n�g� �o�f� �h�o�w� �a� �b�u�s�i�n�e�s�s� �s�y�s�t�e�m� �r�e�a�l�l�y� �w�o�r�k�s�:� �h�o�w� �t�h�e� �f�u�n�c�t�i�o�n�s� �a�n�d� 
�p�e�o�p�l�e� �f�i�t� �t�o�g�e�t�h�e�r� �t�o� �c�r�e�a�t�e� �v�a�l�u�e� �f�o�r� �c�u�s�t�o�m�e�r�s� �a�n�d� �p�r�o�f�i�t� �f�o�r� �t�h�e� �c�o�m�p�a�n�y�.

�I�t� �i�s� �c�u�s�t�o�m�a�r�y� �t�o� �d�i�s�m�i�s�s� �a�n�y�  ��q�u�i�c�k� �f�i�x �� �a�s� �a� �s�h�o�r�t� �t�e�r�m�,� �p�a�t�c�h�e�d�-�o�n� �r�e�s�p�o�n�s�e� �t�h�a�t� �o�n�l�y� �t�e�m�p�o�r�a�r�i�l�y� 
�r�e�l�i�e�v�e�s� �s�y�m�p�t�o�m�s� �o�f� �a� �p�e�r�c�e�i�v�e�d� �p�r�o�b�l�e�m�,� �a�n�d� �w�h�i�c�h� �j�u�s�t� �a�s� �q�u�i�c�k�l�y� �d�i�s�s�i�p�a�t�e�s�,� �t�h�u�s� �a�c�t�u�a�l�l�y� �m�a�k�i�n�g� 
�t�h�i�n�g�s� �w�o�r�s�e� �o�v�e�r� �t�h�e� �l�o�n�g�e�r� �t�e�r�m�,� �b�y� �i�g�n�o�r�i�n�g� �u�n�d�e�r�l�y�i�n�g� �s�y�s�t�e�m�i�c� �o�r� �s�t�r�u�c�t�u�r�a�l� �m�a�t�t�e�r�s�.

�B�u�t� �t�h�e� �a�r�t� �o�f� �t�r�u�l�y� �f�i�x�i�n�g� �t�h�i�n�g�s� �q�u�i�c�k�l�y� �i�s� �a�s�t�u�t�e� �d�i�a�g�n�o�s�i�s� �a�n�d� �i�n�n�o�v�a�t�i�v�e� �d�e�s�i�g�n� �t�h�a�t� �l�e�a�d�s� �t�o� �a� �t�i�m�e�l�y�,� 
�i�n�c�i�s�i�v�e� �r�e�s�p�o�n�s�e� �t�o� �t�h�e� �t�a�r�g�e�t�e�d� �p�r�o�b�l�e�m� �o�r� �c�o�n�d�i�t�i�o�n�;� �o�r� �t�o� �u�n�r�e�c�o�g�n�i�z�e�d� �o�r� �u�n�a�t�t�e�n�d�e�d� �g�a�p�s� �t�h�a�t� �e�x�i�s�t� 
�i�n� �a� �s�y�s�t�e�m�,� �w�h�i�c�h� �w�h�e�n� �f�i�l�l�e�d� �c�a�n� �e�l�e�v�a�t�e� �a�n�d� �a�d�v�a�n�c�e� �t�h�e� �p�e�r�f�o�r�m�a�n�c�e� �o�f� �t�h�e� �e�n�t�i�r�e� �s�y�s�t�e�m�  �� �m�a�k�i�n�g� 
�t�h�a�t� �f�i�x� �s�t�r�a�t�e�g�i�c�.

�T�h�e�  ��v�a�l�u�e� �p�r�o�p�o�s�i�t�i�o�n �� �u�n�d�e�r�l�y�i�n�g� �t�h�e� �i�n�n�o�v�a�t�i�v�e� �d�e�s�i�g�n� �a�n�d� �d�e�l�i�v�e�r�y� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b� �i�s� 
�t�h�a�t� �s�y�s�t�e�m� �s�a�v�v�y� �i�m�p�r�o�v�e�s� �s�t�r�a�t�e�g�y� �e�x�e�c�u�t�i�o�n�,� �t�h�e� �u�l�t�i�m�a�t�e� �c�o�l�l�e�c�t�i�v�e� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �t�a�s�k�  �� �a�n�d� �t�h�a�t� �t�h�i�s� 
�i�s� �n�o�w�h�e�r�e� �m�o�r�e� �t�r�u�e� �t�h�a�n� �a�t� �t�h�e� �o�p�e�r�a�t�i�n�g� �l�e�v�e�l�,� �w�h�e�r�e� �t�h�e� �d�a�y�-�t�o�-�d�a�y� �w�o�r�k� �o�f� �t�h�e� �f�i�r�m� �i�s� �a�c�c�o�m�p�l�i�s�h�e�d� 
 �� �t�h�a�t� �i�s�,�  ��w�h�e�r�e� �s�t�r�a�t�e�g�y� �g�e�t�s� �d�o�n�e�,� �o�r� �u�n�d�o�n�e�. �

�T�h�i�s� �c�r�i�t�i�c�a�l�l�y� �i�m�p�o�r�t�a�n�t� �g�r�o�u�p� �o�f� �e�m�p�l�o�y�e�e�s� �i�s� �o�f�t�e�n� �u�n�d�e�r�e�x�p�o�s�e�d� �t�o� �t�h�e�  ��l�a�r�g�e�r� �p�i�c�t�u�r�e �� �(�w�h�e�t�h�e�r� 
�t�h�r�o�u�g�h� �b�e�i�n�g� �s�i�l�o�-�b�o�u�n�d�,� �s�p�e�c�i�a�l�t�y�-�f�o�c�u�s�e�d�,� �o�v�e�r�l�o�o�k�e�d�,� �o�r� �u�n�i�n�t�e�r�e�s�t�e�d�)�  �� �b�u�t� �o�u�r� �o�w�n� �e�x�p�e�r�i�e�n�c�e�,� 
�f�o�r�t�i�f�i�e�d� �b�y� �v�a�l�i�d�a�t�e�d� �w�o�r�k�p�l�a�c�e� �r�e�s�e�a�r�c�h�,� �c�o�n�v�i�n�c�e�s� �u�s� �t�h�a�t� �m�o�s�t� �e�m�p�l�o�y�e�e�s� �w�a�n�t� �t�o� �k�n�o�w� �n�o�t� �o�n�l�y� �w�h�a�t� 
�t�h�e�y� �a�r�e� �s�u�p�p�o�s�e�d� �t�o� �d�o�,� �a�n�d� �h�o�w� �t�h�e�y� �a�r�e� �s�u�p�p�o�s�e�d� �t�o� �d�o� �i�t�,� �b�u�t� �a�l�s�o� �w�h�y� �t�h�e�y� �a�r�e� �s�u�p�p�o�s�e�d� �t�o� �d�o� �i�t�,� �a�n�d� 
�t�h�a�t� �t�h�e�y� �a�n�d� �t�h�e�i�r� �c�o�m�p�a�n�i�e�s� �w�i�l�l� �b�e�n�e�f�i�t� �i�f� �t�h�e�y� �g�a�i�n� �t�h�i�s� �b�r�o�a�d�e�r� �p�e�r�s�p�e�c�t�i�v�e�.� 

�T�h�e� �g�o�a�l� �i�s� �n�o�t� �t�o� �b�e�c�o�m�e� �e�x�p�e�r�t� �i�n� �a�n�y� �o�f� �t�h�e� �b�a�s�i�c� �d�i�m�e�n�s�i�o�n�s� �o�f� �t�h�e� �p�r�o�g�r�a�m�,� �b�u�t� �r�a�t�h�e�r� �t�o� �r�a�p�i�d�l�y� 
�g�a�i�n� �g�r�e�a�t�e�r� �a�w�a�r�e�n�e�s�s� �a�n�d� �c�o�n�f�i�d�e�n�c�e� �a�b�o�u�t� �h�o�w� �a�l�l� �o�f� �t�h�e� �p�a�r�t�s� �i�n�t�e�r�a�c�t�,� �a�n�d� �a�l�l� �o�f� �t�h�e� �p�e�o�p�l�e� 
�c�o�n�t�r�i�b�u�t�e� �  �� �e�f�f�e�c�t�i�v�e�l�y�,� �a�b�o�u�t� �t�h�e� �r�e�a�s�o�n�s� �t�h�e�i�r� �a�n�d� �t�h�e�i�r� �c�o�l�l�e�a�g�u�e�s �� �d�e�p�a�r�t�m�e�n�t�s� �a�n�d� �j�o�b�s� �e�x�i�s�t�.

�T�h�e� �B�S�L� �b�r�i�n�g�s�  ��j�u�s�t�-�e�n�o�u�g�h�,� �j�u�s�t�-�i�n�-�t�i�m�e �� �l�e�a�r�n�i�n�g� �t�o� �t�h�e� �r�i�g�h�t� �p�e�o�p�l�e�,� �i�n� �t�h�e� �r�i�g�h�t� �p�l�a�c�e�.� �T�h�e� �c�o�s�t� �p�e�r� 
�i�n�d�i�v�i�d�u�a�l� �i�s� �m�o�d�e�s�t�  �� �t�h�e� �b�e�n�e�f�i�t� �t�o� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� �i�s� �e�x�p�o�n�e�n�t�i�a�l�.� �P�l�e�a�s�e� �c�a�l�l� �u�s� �f�o�r� �a� �g�o�o�d� �(�n�o� 
�o�b�l�i�g�a�t�i�o�n�)�  ��b�u�s�i�n�e�s�s� �s�y�s�t�e�m� �c�o�n�v�e�r�s�a�t�i�o�n �� �a�b�o�u�t� �a� �s�t�r�a�t�e�g�i�c� �q�u�i�c�k� �f�i�x� �f�o�r� �y�o�u�r� �c�o�m�p�a�n�y�!� 

�S�M�B�i�l�l� �H�a�n�n�o�n� �a�n�d� �T�o�m� �B�u�c�h�n�e�r� �-� �C�r�e�a�t�o�r�s� �/� �D�e�v�e�l�o�p�e�r�s� �/� �I�n�s�t�r�u�c�t�o�r�s� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b
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�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



“STRATEGY QUESTIONS”

�W�h�a�t� �i�s� �i�t�?�A�g�r�e�e�m�e�n�t� �o�n� �p�u�r�p�o�s�e� �a�n�d� �d�i�r�e�c�t�i�o�n� �o�f� �t�h�e� �w�h�o�l�e� �s�y�s�t�e�m�.� 

�W�h�o� �i�s� �i�t�?�E�v�e�r�y�o�n�e� �i�n� �t�h�e� �s�y�s�t�e�m�  �� �l�e�a�d�e�r�s� �c�o�n�v�e�n�e�,� �p�r�o�v�i�d�e� �m�o�t�i�v�a�t�i�o�n�,� �f�r�a�m�e�w�o�r�k�,� �r�e�s�o�u�r�c�e�s� �a�n�d� 
�c�o�m�m�i�t�m�e�n�t� �t�o� �d�e�f�i�n�e� �a�n�d� �s�h�a�p�e� �i�t�.

�W�h�y� �i�s� �i�t�?� �A�l�i�g�n� �a�n�d� �c�o�o�r�d�i�n�a�t�e� �p�h�y�s�i�c�a�l�,� �f�i�n�a�n�c�i�a�l�,� �t�e�c�h�n�i�c�a�l� �a�n�d� �h�u�m�a�n� �r�e�s�o�u�r�c�e�s� �t�o�w�a�r�d� 
�o�r�g�a�n�i�z�a�t�i�o�n ��s� �g�o�a�l�s�.

�H�o�w� �i�s� �i�t�?�P�a�r�t�i�c�i�p�a�t�o�r�y� �p�r�o�c�e�s�s� �d�r�a�w�i�n�g� �o�n� �a� �r�a�n�g�e� �o�f� �p�e�r�s�p�e�c�t�i�v�e�s� �a�n�d� �i�n�s�i�g�h�t�s� �f�r�o�m� �t�h�r�o�u�g�h�o�u�t� �t�h�e� 
�o�r�g�a�n�i�z�a�t�i�o�n�.

�W�h�e�r�e� �i�s� �i�t�?� �E�v�e�r�y�w�h�e�r�e� �i�n� �t�h�e� �s�y�s�t�e�m�  �� �i�t�s� �p�r�i�n�c�i�p�l�e�s� �a�n�d� �i�m�p�e�r�a�t�i�v�e�s� �i�n�f�o�r�m� �e�v�e�r�y�o�n�e ��s� �r�o�l�e� �a�n�d� 
�r�e�s�p�o�n�s�i�b�i�l�i�t�y� �i�n� �i�t�s� �i�m�p�l�e�m�e�n�t�a�t�i�o�n�.

�W�h�e�n� �i�s� �i�t�?�A�l�l� �t�h�e� �t�i�m�e�,� �t�h�r�o�u�g�h� �c�o�n�s�t�a�n�t� �m�o�n�i�t�o�r�i�n�g�,� �p�e�r�i�o�d�i�c� �m�o�d�i�f�y�i�n�g�,� �s�i�t�u�a�t�i�o�n�-�d�r�i�v�e�n� �r�e�c�a�s�t�i�n�g�.

�S�t�r�a�t�e�g�y� �A�x�i�o�m�:� �I�t�s� �e�x�e�c�u�t�i�o�n� �m�i�r�r�o�r�s� �i�t�s� �d�e�s�i�g�n�.

�(�T�h�a�t� �i�s�,� �i�f� �t�h�e� �s�t�r�a�t�e�g�y� �f�o�r�m�u�l�a�t�i�o�n� �p�r�o�c�e�s�s� �i�s� �c�o�m�p�r�e�h�e�n�s�i�v�e�,� �c�o�h�e�r�e�n�t
�a�n�d� �i�n�c�l�u�s�i�v�e�,� �s�o� �w�i�l�l� �b�e� �i�t�s� �i�m�p�l�e�m�e�n�t�a�t�i�o�n�.� �A�n�d� �v�i�c�e� �v�e�r�s�a�.�)

�S�t�r�a�t�e�g�y� �i�s� �e�v�e�r�y�b�o�d�y ��s� �b�u�s�i�n�e�s�s�  �� �a�n�d� �e�v�e�r�y�b�o�d�y� �w�a�n�t�s� �a�n�d� �n�e�e�d�s� �t�o� �k�n�o�w� �h�o�w� �t�h�e�i�r� �w�o�r�k� �i�n�f�l�u�e�n�c�e�s� 
�a�n�d� �a�d�v�a�n�c�e�s� �i�t�.� 

�S�M�B�i�l�l� �H�a�n�n�o�n� �a�n�d� �T�o�m� �B�u�c�h�n�e�r� �-� �C�r�e�a�t�o�r�s� �/� �D�e�v�e�l�o�p�e�r�s� �/� �I�n�s�t�r�u�c�t�o�r�s� �o�f� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b
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�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.



RELEVANT BUSINESS PRESS REFERENCE ARTICLES

 ��T�h�e� �C�h�a�l�l�e�n�g�e� �o�f� �C�u�s�t�o�m�i�z�a�t�i�o�n�:� �B�r�i�n�g�i�n�g� �O�p�e�r�a�t�i�o�n�s� �a�n�d� �M�a�r�k�e�t�i�n�g� �T�o�g�e�t�h�e�r�. �� �s�t�r�a�t�e�g�y�+�b�u�s�i�n�e�s�s�,� 
�J�u�l�y�,� �2�0�0�4

�E�x�c�e�r�p�t�s� �f�r�o�m� �t�h�e� �a�r�t�i�c�l�e ��s� �o�p�e�n�i�n�g� �p�a�r�a�g�r�a�p�h�s�:

 ��T�o�d�a�y ��s� �c�o�m�p�a�n�i�e�s� �a�r�e� �u�n�d�e�r� �g�r�e�a�t�e�r� �p�r�e�s�s�u�r�e� �t�h�a�n� �e�v�e�r� �t�o� �b�e�  ��a�l�l� �t�h�i�n�g�s� �t�o� �a�l�l� �c�u�s�t�o�m�e�r�s ��  �� �t�o� 
�p�r�o�d�u�c�e� �i�n�c�r�e�a�s�i�n�g� �v�a�r�i�e�t�y� �a�n�d� �c�u�s�t�o�m�i�z�a�t�i�o�n� �o�f� �p�r�o�d�u�c�t�s� �a�n�d� �s�e�r�v�i�c�e�s�,� �a�n�d� �k�e�e�p� �t�h�e�i�r� �c�o�s�t�s� �u�n�d�e�r� 
�c�o�n�t�r�o�l� �s�o� �t�h�e�y� �c�a�n� �d�e�l�i�v�e�r� �a�t� �c�o�m�p�e�t�i�t�i�v�e� �p�r�i�c�e�s�.

 ��U�n�f�o�r�t�u�n�a�t�e�l�y�,� �m�o�s�t� �c�o�m�p�a�n�i�e�s� �s�t�r�u�g�g�l�e� �w�i�t�h� �t�h�e� �r�i�s�i�n�g� �c�o�s�t�s� �t�o� �s�e�r�v�e� �c�u�s�t�o�m�e�r�s� �w�h�o� �a�r�e� �d�e�m�a�n�d�i�n�g� 
�m�o�r�e� �a�n�d� �m�o�r�e� �v�a�r�i�e�t�y�,� �c�u�s�t�o�m�i�z�a�t�i�o�n�,� �a�n�d� �p�e�r�s�o�n�a�l�i�z�a�t�i�o�n�.� �I�n�d�e�e�d�,� �c�o�m�p�a�n�i�e�s� �f�r�e�q�u�e�n�t�l�y� �f�i�n�d� 
�t�h�e�m�s�e�l�v�e�s� �i�n�t�r�o�d�u�c�i�n�g� �t�h�e� �w�r�o�n�g� �v�a�r�i�a�t�i�o�n�s� �a�t� �t�h�e� �w�r�o�n�g� �p�r�i�c�e�s�  �� �g�i�v�i�n�g� �c�u�s�t�o�m�e�r�s� �v�a�l�u�e� �t�h�a�t� �t�h�e�y� 
�d�o�n ��t� �r�e�a�l�l�y� �w�a�n�t� �a�t� �a� �p�r�i�c�e� �t�h�a�t� �t�h�e� �c�o�m�p�a�n�y� �c�a�n ��t� �r�e�a�l�l�y� �a�f�f�o�r�d� �t�o� �p�a�y�.

 ��S�u�c�h� �e�r�r�o�r�s� �d�o�n ��t� �o�c�c�u�r� �b�e�c�a�u�s�e� �o�f� �i�n�c�o�m�p�e�t�e�n�c�e� �.� �.� �.� �.� �O�n� �t�h�e� �c�o�n�t�r�a�r�y�,� �m�a�r�k�e�t�e�r�s� �o�f�t�e�n� �k�n�o�w� �t�h�e�i�r� 
�c�u�s�t�o�m�e�r�s� �a�n�d� �t�h�e�i�r� �d�i�s�t�r�i�b�u�t�i�o�n� �p�a�r�t�n�e�r�s� �i�n� �a�s�t�o�n�i�s�h�i�n�g� �d�e�t�a�i�l�,� �a�n�d� �o�p�e�r�a�t�i�o�n�s� �e�n�g�i�n�e�e�r�s� �c�a�n� �f�o�l�l�o�w� 
�t�h�e�i�r� �p�r�o�d�u�c�t�s� �i�n� �r�e�a�l� �t�i�m�e� �f�r�o�m� �t�h�e� �f�a�c�t�o�r�y� �t�o� �t�h�e� �w�a�r�e�h�o�u�s�e� �t�o� �t�h�e� �s�t�o�r�e�.� �T�h�e� �r�e�a�l� �p�r�o�b�l�e�m�,� �t�h�e�y� �s�a�y�,� 
�i�s� �s�y�s�t�e�m�i�c�.

 ��.� �.� �.� �I�n� �t�h�i�s� �p�a�p�e�r�,� �c�o�n�s�u�l�t�a�n�t�s� �f�r�o�m� �B�o�o�z� �A�l�l�e�n� �a�n�d� �f�a�c�u�l�t�y� �f�r�o�m� �W�h�a�r�t�o�n� �c�o�n�c�l�u�d�e� �t�h�a�t� �f�a�i�l�u�r�e� �t�o� 
�c�o�m�m�u�n�i�c�a�t�e� �a�n�d� �c�o�o�r�d�i�n�a�t�e� �a�m�o�n�g� �f�u�n�c�t�i�o�n�s�,� �p�a�r�t�i�c�u�l�a�r�l�y� �b�e�t�w�e�e�n� �m�a�r�k�e�t�i�n�g� �a�n�d� �o�p�e�r�a�t�i�o�n�s�,� 
�s�i�g�n�i�f�i�c�a�n�t�l�y� �r�a�i�s�e�s� �t�h�e� �c�o�s�t�s� �a�n�d� �d�i�f�f�i�c�u�l�t�y� �o�f� �e�x�e�c�u�t�i�n�g� �c�u�s�t�o�m�i�z�a�t�i�o�n� �s�t�r�a�t�e�g�i�e�s�.� �T�h�e�y� �e�x�p�l�a�i�n� �t�h�e� 
�s�t�r�u�c�t�u�r�a�l� �a�n�d� �c�u�l�t�u�r�a�l� �r�e�a�s�o�n�s� �t�h�a�t� �m�a�k�e� �i�t� �t�o�u�g�h� �f�o�r� �m�a�r�k�e�t�i�n�g� �a�n�d� �o�p�e�r�a�t�i�o�n�s� �t�o� �w�o�r�k� �t�o�g�e�t�h�e�r� �.� �.� �.� �. �

�  ��D�e�v�e�l�o�p�i�n�g� �F�i�r�s�t�-�L�e�v�e�l� �L�e�a�d�e�r�s�. �� �H�a�r�v�a�r�d� �B�u�s�i�n�e�s�s� �R�e�v�i�e�w�,� �J�u�n�e�,� �2�0�0�5

�T�h�e� �a�r�t�i�c�l�e ��s� �t�i�t�l�e�-�l�e�a�d�:

 ��H�o�w� �c�a�n� �y�o�u� �m�a�k�e� �s�u�r�e� �t�h�a�t� �y�o�u�r� �c�o�m�p�a�n�y ��s� �f�r�o�n�t�l�i�n�e� �m�a�n�a�g�e�r�s�  �� �t�h�e� �b�a�c�k�b�o�n�e� �o�f� �t�h�e� �o�r�g�a�n�i�z�a�t�i�o�n� 
 �� �f�e�e�l� �c�o�m�m�i�t�t�e�d� �a�n�d� �i�n�v�o�l�v�e�d�?� �H�e�r�e ��s� �h�o�w� �o�n�e� �o�f� �t�h�e� �w�o�r�l�d ��s� �l�a�r�g�e�s�t� �c�o�r�p�o�r�a�t�i�o�n�s� �a�n�s�w�e�r�e�d� �t�h�a�t� 
�q�u�e�s�t�i�o�n�. �

�T�h�e� �a�r�t�i�c�l�e ��s� �o�p�e�n�i�n�g� �p�a�r�a�g�r�a�p�h�:

 ��W�h�e�n� �i�t� �c�o�m�e�s� �t�o� �t�r�a�n�s�l�a�t�i�n�g� �a� �c�o�m�p�a�n�y ��s� �s�t�r�a�t�e�g�y� �i�n�t�o� �r�e�s�u�l�t�s�,� �t�h�e�r�e ��s� �n�o� �d�e�n�y�i�n�g� �t�h�e� �i�m�p�o�r�t�a�n�c�e� �o�f� 
�f�i�r�s�t�-�l�e�v�e�l� �l�e�a�d�e�r�s�  �� �t�h�o�s�e� �w�h�o� �m�a�n�a�g�e� �o�t�h�e�r�s� �w�h�o� �d�o� �n�o�t� �m�a�n�a�g�e� �o�t�h�e�r�s�.� �A�t� �B�P� �G�r�o�u�p�,� �t�h�e�s�e� �l�e�a�d�e�r�s� 
�o�v�e�r�s�e�e� �o�p�e�r�a�t�i�o�n�s� �a�t� �r�e�t�a�i�l� �o�u�t�l�e�t�s�,� �m�a�n�a�g�e� �w�o�r�k� �c�r�e�w�s� �a�t� �c�h�e�m�i�c�a�l� �p�l�a�n�t�s� �o�r� �r�e�f�i�n�e�r�i�e�s�,� �a�n�d� �h�a�n�d�l�e� 
�o�p�e�r�a�t�i�o�n�s� �a�t� �d�r�i�l�l�i�n�g� �p�l�a�t�f�o�r�m�s�.� �S�o�m�e� �s�u�p�e�r�v�i�s�e� �m�o�r�e� �t�h�a�n� �t�e�n� �p�e�o�p�l�e�;� �o�t�h�e�r�s� �w�o�r�k� �w�i�t�h� �f�e�w� 
�s�u�b�o�r�d�i�n�a�t�e�s� �i�n� �R�&�D�,� �m�a�r�k�e�t�i�n�g�,� �o�r� �h�u�m�a�n� �r�e�s�o�u�r�c�e�s�.� �F�i�r�s�t�-�l�e�v�e�l� �l�e�a�d�e�r�s� �a�r�e� �t�h�e� �o�n�e�s� �w�h�o� �a�r�e� �m�o�s�t� 
�r�e�s�p�o�n�s�i�b�l�e� �f�o�r� �a� �f�i�r�m ��s� �d�a�y�-�t�o�-�d�a�y� �r�e�l�a�t�i�o�n�s�h�i�p�s� �w�i�t�h� �c�u�s�t�o�m�e�r�s� �a�n�d� �t�h�e� �b�u�l�k� �o�f� �e�m�p�l�o�y�e�e�s�.� �A�s� 
�H�a�r�v�a�r�d� �p�r�o�f�e�s�s�o�r� �L�i�n�d�a� �H�i�l�l� �w�r�o�t�e� �i�n� �B�e�c�o�m�i�n�g� �a� �M�a�n�a�g�e�r�,�  � &�m�a�n�a�g�e�r�s� �o�n� �t�h�e� �f�r�o�n�t� �l�i�n�e� �a�r�e� 
�c�r�i�t�i�c�a�l� �t�o� �s�u�s�t�a�i�n�i�n�g� �q�u�a�l�i�t�y�,� �s�e�r�v�i�c�e�,� �i�n�n�o�v�a�t�i�o�n�,� �a�n�d� �f�i�n�a�n�c�i�a�l� �p�e�r�f�o�r�m�a�n�c�e�. �� 

�P�a�g�e� �2�6

The Business System Lab for Operating-Level Teams

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.
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�C�h�a�r�a�n�,� �R�a�m�.� What the CEO Wants You to Know: Using Business Acumen to Understand How Your 
Company Really Works�.� �C�r�o�w�n� �B�u�s�i�n�e�s�s�,� �N�e�w� �Y�o�r�k�,� �N�e�w� �Y�o�r�k�.� �2�0�0�1�.� �1�4�1� �p�a�g�e�s�.� 

�F�r�o�m� �t�h�e� �b�o�o�k� �j�a�c�k�e�t� �n�o�t�e�s�:� 

�H�a�v�e� �y�o�u� �e�v�e�r� �n�o�t�i�c�e�d� �t�h�a�t� �t�h�e� �b�u�s�i�n�e�s�s� �s�a�v�v�y� �o�f� �t�h�e� �w�o�r�l�d ��s� �b�e�s�t� �C�E�O ��s� �s�e�e�m�s� �l�i�k�e� �a� �k�i�n�d� �o�f� �s�t�r�e�e�t� 
�s�m�a�r�t�s�?� �T�h�e�y� �s�e�n�s�e� �w�h�e�r�e� �t�h�e� �o�p�p�o�r�t�u�n�i�t�i�e�s� �a�r�e� �a�n�d� �h�o�w� �t�o� �t�a�k�e� �a�d�v�a�n�t�a�g�e� �o�f� �t�h�e�m�.� �A�n�d� �t�h�e�i�r� 
�c�o�m�p�a�n�i�e�s� �m�a�k�e� �m�o�n�e�y� �c�o�n�s�i�s�t�e�n�t�l�y�,� �y�e�a�r� �a�f�t�e�r� �y�e�a�r�.

�H�o�w� �d�i�f�f�e�r�e�n�t� �i�s� �i�t� �t�o� �r�u�n� �a� �b�i�g� �c�o�m�p�a�n�y� �t�h�a�n� �t�o� �s�e�l�l� �f�r�u�i�t� �f�r�o�m� �a� �c�a�r�t� �o�r� �r�u�n� �a� �s�m�a�l�l� �s�h�o�p� �i�n� �a� �v�i�l�l�a�g�e�?� 
�I�n� �e�s�s�e�n�c�e�,� �n�o�t� �v�e�r�y�,� �a�c�c�o�r�d�i�n�g� �t�o� �R�a�m� �C�h�a�r�a�n�.� �F�r�o�m� �h�i�s� �c�h�i�l�d�h�o�o�d� �i�n� �I�n�d�i�a�,� �w�h�e�r�e� �h�e� �w�o�r�k�e�d� �i�n� �h�i�s� 
�f�a�m�i�l�y ��s� �s�h�o�e� �s�h�o�p�,� �t�o� �h�i�s� �e�d�u�c�a�t�i�o�n� �a�t� �H�a�r�v�a�r�d� �B�u�s�i�n�e�s�s� �S�c�h�o�o�l� �a�n�d� �h�i�s� �d�a�i�l�y� �w�o�r�k� �a�d�v�i�s�i�n�g� �m�a�n�y� �o�f� 
�t�h�e� �w�o�r�l�d ��s� �b�e�s�t� �C�E�O ��s�,� �R�a�m� �u�n�d�e�r�s�t�a�n�d�s� �b�u�s�i�n�e�s�s� �a�s� �f�e�w� �c�a�n�.

�T�h�e� �b�e�s�t� �C�E�O ��s� �h�a�v�e� �a� �k�n�a�c�k� �f�o�r� �b�r�i�n�g�i�n�g� �t�h�e� �m�o�s�t� �c�o�m�p�l�e�x� �b�u�s�i�n�e�s�s� �d�o�w�n� �t�o� �t�h�e� �f�u�n�d�a�m�e�n�t�a�l�s�  �� 
�t�h�e� �s�a�m�e� �f�u�n�d�a�m�e�n�t�a�l�s� �o�f� �t�h�e� �f�a�m�i�l�y� �s�h�o�e� �s�h�o�p�.� �T�h�e�y� �h�a�v�e� �b�u�s�i�n�e�s�s� �a�c�u�m�e�n�  �� �t�h�e� �a�b�i�l�i�t�y� �t�o� �f�o�c�u�s� �o�n� 
�t�h�e� �b�a�s�i�c�s� �a�n�d� �m�a�k�e� �m�o�n�e�y� �f�o�r� �t�h�e� �c�o�m�p�a�n�y�.� 

�W�h�a�t� �t�h�e� �C�E�O� �W�a�n�t�s� �Y�o�u� �t�o� �K�n�o�w� �c�a�p�t�u�r�e�s� �t�h�e�s�e� �i�n�s�i�g�h�t�s� �a�n�d� �e�x�p�l�a�i�n�s� �i�n� �c�l�e�a�r�,� �s�i�m�p�l�e� �l�a�n�g�u�a�g�e� �h�o�w� 
�t�o� �d�o� �w�h�a�t� �g�r�e�a�t� �C�E�O ��s� �d�o� �i�n�s�t�i�n�c�t�i�v�e�l�y� �a�n�d� �p�e�r�s�i�s�t�e�n�t�l�y�:� 

 " �U�n�d�e�r�s�t�a�n�d� �t�h�e� �b�a�s�i�c� �b�u�i�l�d�i�n�g� �b�l�o�c�k�s� �o�f� �a� �b�u�s�i�n�e�s�s� �a�n�d� �u�s�e� �t�h�e�m� �t�o� �f�i�g�u�r�e� �o�u�t� �h�o�w� 
�y�o�u�r� �c�o�m�p�a�n�y� �m�a�k�e�s� �m�o�n�e�y� �a�n�d� �o�p�e�r�a�t�e�s� �a�s� �a� �t�o�t�a�l� �b�u�s�i�n�e�s�s�.

 " �D�e�c�i�d�e� �w�h�a�t� �t�o� �d�o�,� �d�e�s�p�i�t�e� �t�h�e� �c�l�u�t�t�e�r� �o�f� �d�a�y�-�t�o�-�d�a�y� �b�u�s�i�n�e�s�s� �a�n�d� �t�h�e� �c�o�m�p�l�e�x�i�t�y� �o�f� 
�t�h�e� �r�e�a�l� �w�o�r�l�d�.

�M�a�n�y� �p�e�o�p�l�e� �s�p�e�n�d� �m�o�r�e� �t�h�a�t� �a� �h�u�n�d�r�e�d� �t�h�o�u�s�a�n�d� �d�o�l�l�a�r�s� �o�n� �a�n� �M�B�A� �w�i�t�h�o�u�t� �l�e�a�r�n�i�n�g� �t�o� �p�u�l�l� �t�h�e�s�e� 
�p�i�e�c�e�s� �o�f� �t�h�e� �p�u�z�z�l�e� �t�o�g�e�t�h�e�r�.� �M�a�n�y� �o�t�h�e�r�s� �l�a�c�k� �a� �f�o�r�m�a�l� �b�u�s�i�n�e�s�s� �e�d�u�c�a�t�i�o�n� �a�n�d� �f�e�e�l� �s�h�u�t� �o�u�t� �f�r�o�m� 
�t�h�e� �e�x�e�c�u�t�i�v�e� �s�u�i�t�e�.� �W�h�a�t� �t�h�e� �C�E�O� �W�a�n�t�s� �Y�o�u� �t�o� �K�n�o�w� �t�a�k�e�s� �t�h�e� �m�y�s�t�e�r�y� �o�u�t� �o�f� �b�u�s�i�n�e�s�s� �a�n�d� �s�h�o�w�s� 
�t�h�e� �s�e�c�r�e�t�s� �o�f� �s�u�c�c�e�s�s� �u�s�e�d� �b�y� �b�u�s�i�n�e�s�s� �l�e�g�e�n�d�s� �l�i�k�e� �J�a�c�k� �W�e�l�c�h� �o�f� �G�E�.
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CONTINUING STUDY BOOK PROVIDED TO PARTICIPANTS

�C�h�a�r�a�n�,� �R�a�m�.� Profitable Growth is Everyone’s Business: 10 Tools You Can Use Monday Morning.� 
�C�r�o�w�n� �B�u�s�i�n�e�s�s�,� �N�e�w� �Y�o�r�k�,� �N�e�w� �Y�o�r�k�.� �2�0�0�4�.� �2�0�6� �p�a�g�e�s�.

�F�r�o�m� �t�h�e� �b�o�o�k� �j�a�c�k�e�t� �n�o�t�e�s�:� 

�F�o�r� �m�a�n�y�,� �g�r�o�w�t�h� �i�s� �a�b�o�u�t�  ��h�o�m�e� �r�u�n�s ��  �� �t�h�e� �b�i�g� �b�o�l�d� �i�d�e�a�,� �t�h�e� �n�e�x�t� �n�e�w� �t�h�i�n�g�,� �t�h�e� �p�r�o�d�u�c�t� �t�h�a�t� �w�i�l�l� 
�r�e�v�o�l�u�t�i�o�n�i�z�e� �t�h�e� �m�a�r�k�e�t�p�l�a�c�e�.� �W�h�i�l�e� �o�b�v�i�o�u�s�l�y� �a�t�t�r�a�c�t�i�v�e� �a�n�d� �l�u�c�r�a�t�i�v�e�,� �h�o�m�e� �r�u�n�s� �d�o�n�'�t� �h�a�p�p�e�n� 
�e�v�e�r�y� �d�a�y� �a�n�d� �f�r�e�q�u�e�n�t�l�y� �c�o�m�e� �i�n� �c�y�c�l�e�s�.� �P�r�o�d�u�c�t�s� �l�i�k�e� �K�e�v�l�a�r�,� �T�e�f�l�o�n�,� �a�n�d� �t�h�e� �D�e�l�l� �b�u�s�i�n�e�s�s� �m�o�d�e�l� 
�f�o�r� �s�e�l�l�i�n�g� �p�e�r�s�o�n�a�l� �c�o�m�p�u�t�e�r�s� �m�a�y� �b�e� �o�n�c�e�-�i�n�-�a�-�d�e�c�a�d�e� �p�h�e�n�o�m�e�n�a�.

�A� �s�u�r�e�r� �a�n�d� �m�o�r�e� �c�o�n�s�i�s�t�e�n�t� �p�a�t�h� �t�o� �p�r�o�f�i�t�a�b�l�e� �r�e�v�e�n�u�e� �g�r�o�w�t�h� �i�s� �t�h�r�o�u�g�h�  ��s�i�n�g�l�e�s� �a�n�d� �d�o�u�b�l�e�s ��  �� 
�s�m�a�l�l� �d�a�y�-�t�o�-�d�a�y� �w�i�n�s� �a�n�d� �a�d�a�p�t�a�t�i�o�n� �t�o� �c�h�a�n�g�e�s� �i�n� �t�h�e� �m�a�r�k�e�t�p�l�a�c�e� �t�h�a�t� �b�u�i�l�d� �t�h�e� �f�o�u�n�d�a�t�i�o�n� �f�o�r� 
�s�u�b�s�t�a�n�t�i�a�l�l�y� �i�n�c�r�e�a�s�i�n�g� �r�e�v�e�n�u�e�s�.� �T�h�e� �i�m�p�a�c�t� �o�f� �s�i�n�g�l�e�s� �a�n�d� �d�o�u�b�l�e�s� �c�a�n� �b�e� �h�u�g�e�.� �T�h�e�y� �a�r�e� �n�o�t� �o�n�l�y� 
�t�h�e� �b�a�s�i�s� �f�o�r� �s�u�s�t�a�i�n�e�d� �r�e�v�e�n�u�e� �g�r�o�w�t�h� �b�u�t�,� �i�n� �f�a�c�t�,� �t�h�e� �f�o�u�n�d�a�t�i�o�n� �f�o�r� �h�o�m�e� �r�u�n�s�.� �S�i�n�g�l�e�s� �a�n�d� 
�d�o�u�b�l�e�s� �p�r�o�v�i�d�e� �t�h�e� �d�i�s�c�i�p�l�i�n�e� �o�f� �e�x�e�c�u�t�i�o�n�,� �a�n� �a�b�s�o�l�u�t�e� �n�e�c�e�s�s�i�t�y� �f�o�r� �s�u�c�c�e�s�s�f�u�l�l�y� �b�r�i�n�g�i�n�g� �a� 
�b�r�e�a�k�t�h�r�o�u�g�h� �t�e�c�h�n�o�l�o�g�y� �t�o� �m�a�r�k�e�t� �o�r� �i�m�p�l�e�m�e�n�t�i�n�g� �a� �n�e�w� �b�u�s�i�n�e�s�s� �m�o�d�e�.

�I�n�h�e�r�e�n�t� �i�n� �t�h�i�s� �w�a�y� �o�f� �t�h�i�n�k�i�n�g� �i�s� �t�h�e� �r�e�v�o�l�u�t�i�o�n�a�r�y� �i�d�e�a� �t�h�a�t� �g�r�o�w�t�h� �i�s� �e�v�e�r�y�o�n�e ��s� �b�u�s�i�n�e�s�s�  �� �n�o�t� 
�s�o�l�e�l�y� �t�h�e� �c�o�n�c�e�r�n� �o�f� �t�h�e� �s�a�l�e�s� �f�o�r�c�e� �o�r� �t�o�p� �m�a�n�a�g�e�m�e�n�t�.� �J�u�s�t� �a�s� �e�v�e�r�y�o�n�e� �p�a�r�t�i�c�i�p�a�t�e�s� �i�n� �c�o�s�t� 
�r�e�d�u�c�t�i�o�n�,� �s�o� �m�u�s�t� �e�v�e�r�y�o�n�e� �b�e� �e�n�g�a�g�e�d� �i�n� �t�h�e� �g�r�o�w�t�h� �a�g�e�n�d�a� �o�f� �t�h�e� �b�u�s�i�n�e�s�s�.� �E�v�e�r�y� �c�o�n�t�a�c�t� �o�f� �e�a�c�h� 
�e�m�p�l�o�y�e�e� �w�i�t�h� �a� �c�u�s�t�o�m�e�r� �i�s� �a�n� �o�p�p�o�r�t�u�n�i�t�y� �f�o�r� �r�e�v�e�n�u�e� �g�r�o�w�t�h�.� �T�h�a�t� �i�n�c�l�u�d�e�s� �e�v�e�r�y�o�n�e� �f�r�o�m� �t�h�e� 
�p�e�o�p�l�e� �w�o�r�k�i�n�g� �i�n� �a� �c�o�m�p�a�n�y ��s� �c�a�l�l� �c�e�n�t�e�r� �h�a�n�d�l�i�n�g� �c�u�s�t�o�m�e�r� �i�n�q�u�i�r�i�e�s� �a�n�d� �c�o�m�p�l�a�i�n�t�s� �t�o� �t�h�e� �C�E�O�.

�I�n� �t�h�i�s� �t�r�a�i�l�b�l�a�z�i�n�g� �b�o�o�k�,� �R�a�m� �C�h�a�r�a�n� �p�r�o�v�i�d�e�s� �t�h�e� �b�u�i�l�d�i�n�g� �b�l�o�c�k�s� �a�n�d� �t�o�o�l�s� �t�h�a�t� �c�a�n� �p�u�t� �a� �b�u�s�i�n�e�s�s� 
�o�n� �t�h�e� �p�a�t�h� �t�o� �s�u�s�t�a�i�n�e�d�,� �p�r�o�f�i�t�a�b�l�e� �g�r�o�w�t�h�.� 

�F�o�r� �m�o�r�e� �t�h�a�n� �2�5� �y�e�a�r�s�,� �R�a�m� �C�h�a�r�a�n� �h�a�s� �b�e�e�n� �w�o�r�k�i�n�g� �d�a�y� �i�n� �a�n�d� �d�a�y� �o�u�t� �w�i�t�h� �c�o�m�p�a�n�i�e�s� �a�r�o�u�n�d� 
�t�h�e� �w�o�r�l�d�.� �T�h�e� �i�d�e�a�s� �h�e� �h�a�s� �d�e�v�e�l�o�p�e�d� �f�o�r� �s�o�l�v�i�n�g� �t�h�e� �p�r�o�f�i�t�a�b�l�e� �r�e�v�e�n�u�e� �g�r�o�w�t�h� �d�i�l�e�m�m�a� �f�a�c�i�n�g� 
�m�a�n�y� �b�u�s�i�n�e�s�s�e�s� �a�r�e� �b�a�s�e�d� �o�n� �p�e�r�s�o�n�a�l�l�y� �s�e�e�i�n�g� �w�h�a�t� �w�o�r�k�s� �i�n� �r�e�a�l� �t�i�m�e�.� �T�h�e�s�e� �a�r�e� �i�d�e�a�s� �t�h�a�t� �h�a�v�e� 
�b�e�e�n� �t�e�s�t�e�d� �a�c�r�o�s�s� �i�n�d�u�s�t�r�i�e�s� �a�n�d� �t�h�a�t� �d�e�l�i�v�e�r� �r�e�s�u�l�t�s�,� �a�n�d� �t�h�e�y� �c�a�n� �b�e� �p�u�t� �t�o� �u�s�e� �s�t�a�r�t�i�n�g� �M�o�n�d�a�y� 
�m�o�r�n�i�n�g�.
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CONTACT INFORMATION

�T�h�a�n�k� �y�o�u� �f�o�r� �c�o�n�s�i�d�e�r�i�n�g� �T�h�e� �B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b�.� �T�o� �a�r�r�a�n�g�e� �a� �m�e�e�t�i�n�g� �w�i�t�h� �u�s� �t�o� �a�s�s�e�s�s� �y�o�u�r� 
�p�a�r�t�i�c�u�l�a�r� �o�r�g�a�n�i�z�a�t�i�o�n�a�l� �s�i�t�u�a�t�i�o�n� �a�n�d� �n�e�e�d�s�,� �r�e�v�i�e�w� �p�r�o�g�r�a�m� �d�e�s�i�g�n� �a�n�d� �m�a�t�e�r�i�a�l�s�,� �d�i�s�c�u�s�s� �w�o�r�k�s�h�o�p�s� 
�c�o�n�t�e�n�t� �a�n�d� �p�r�o�j�e�c�t�s� �f�o�c�u�s�,� �d�e�l�i�v�e�r�y� �t�i�m�i�n�g� �o�p�t�i�o�n�s�,� �a�n�d� �f�e�e�s�,� �t�e�r�m�s� �a�n�d� �e�x�p�e�n�s�e�s�,� �p�l�e�a�s�e� �c�o�n�t�a�c�t� �u�s�.

�B�y� �M�a�i�l�: �4�7�0�1� �W�.� �4�4�t�h� �S�t�r�e�e�t
�E�d�i�n�a�,� �M�N� �5�5�4�2�4

�F�a�x�: �9�5�2�-�9�2�9�-�8�7�9�4

�B�i�l�l� �H�a�n�n�o�n�:�9�5�2�-�2�2�0�-�4�9�2�5
�b�i�l�l�@�T�h�e�B�u�s�i�n�e�s�s�S�y�s�t�e�m�L�a�b�.�c�o�m

�T�o�m� �B�u�c�h�n�e�r�:�7�6�3�-�9�1�3�-�7�0�4�4
�t�o�m�@�T�h�e�B�u�s�i�n�e�s�s�S�y�s�t�e�m�L�a�b�.�c�o�m

�A�l�l� �m�a�t�e�r�i�a�l�s� �i�n� �t�h�i�s� �p�r�o�g�r�a�m� �p�r�o�s�p�e�c�t�u�s� �a�r�e� �p�r�o�t�e�c�t�e�d�,� �a�n�d� �n�o� �t�i�t�l�e�s�,� �f�o�r�m�a�t�s� �o�r� �m�a�t�e�r�i�a�l� �c�o�n�t�e�n�t� �o�f� �T�h�e� 
�B�u�s�i�n�e�s�s� �S�y�s�t�e�m� �L�a�b� �m�a�y� �b�e� �r�e�p�r�o�d�u�c�e�d� �o�r� �u�s�e�d� �w�i�t�h�o�u�t� �t�h�e� �e�x�p�r�e�s�s� �j�o�i�n�t� �p�e�r�m�i�s�s�i�o�n� �o�f� �i�t�s� �c�r�e�a�t�o�r�s�.
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Contact us today 

to schedule a no-cost, 

no-obligation brown 

bag needs review 

lunch with your key 

senior managers.

 

�V�i�s�i�t� �u�s� �o�n�l�i�n�e� �a�t� �w�w�w�.�T�h�e�B�u�s�i�n�e�s�s�S�y�s�t�e�m�L�a�b�.�c�o�m
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“Focused Content – Just Enough, Just In Time” 

�F�o�r� �O�p�e�r�a�t�i�n�g�-�L�e�v�e�l� �T�e�a�m�s
Business System Lab
The

�W�h�a�t� �I�t� �L�o�o�k�s� �L�i�k�e

�©� �C�o�p�y�r�i�g�h�t� �2�0�0�3� �-� �2�0�1�1� �/� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s� �/� �M�i�n�n�e�a�p�o�l�i�s� �a�n�d� �S�t�.� �P�a�u�l�,� �M�i�n�n�e�s�o�t�a

�H�o�w� �I�t� �W�o�r�k�s �W�h�y� �D�o� �I�t �W�h�o� �D�e�l�i�v�e�r�s� �I�t�W�h�a�t� �I�t� �A�c�h�i�e�v�e�s

Perspectives 

Convictions

OUTCOMES

Elevating Frontline Competence in Strategy Implementation 

brown bag 
needs review
lunch

�C�o�p�y�r�i�g�h�t� �©� �2�0�0�3� �-� �2�0�1�1�.� �C�o�m�p�a�s�s� �C�o�n�s�u�l�t�i�n�g� �A�s�s�o�c�i�a�t�e�s�.� �A�l�l� �r�i�g�h�t�s� �r�e�s�e�r�v�e�d�.
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