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14-RP-41-GE-SMN-A: Study Mission to a Nonmember Country on Business and Service Models

of NPOs

1.2 7e81E1981: 2-4 December 2014

1.3 d07isn (15les Uszmne): Houston, Texas, Uszind USA
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Name Position

Lisa Higgins President and CEO
Kelly Hunter Global Accounts Manager
Cathy Hill Sales Director
Sara Brill Relationship Manager
Zakiya Ellis Marketing Manager

Andrea Stroud

Research Program Manager

Ron Webb IT Director
Jeff Varney Practice Lead
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TasannstiiiunisAnegenuuannguilsvinaaniin APO Tnenflunnsdnmngluuunisnnitiu
9974209 APQC  (American Productivity and Quality Center) @iiluasfnsdutinlugiiu
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sl ludssimprasauesifesnssiuniniimesanisfiidwddsesesinenia lulssinean
muled uazfnelsraunisainanndn 37 1 aee APQC lunisteamdetismludssinasnigaiiinalii
finnFudsanssnifiugsianidszavanin danalietndmauaulifunisueniuionanan 3ans
uaziAsasilasing 7 7 APQC thanld duFuemaidamgudnaes APQC AensliiAnlinmuuzin
WWINI9NITUINIIIANNT Value  Chain N1aluedng AseUAquNUIEIAUANY ] il Financial
Management, Human Capital Management, Knowledge Management, Supply Chain
Management, Product Development, Process Improvement and Measurement 29uD9N19R
ﬂ’m%@g@ﬁﬂuﬁ’ﬁﬂﬁuiu%mm Process Classification Framework viia PCF dqnisufiuzes

Framework BliWmunnatninasisnedannin nuisa Adssinaanige wsniidumaniu

2.2 Lf:fam/fmﬁmm}ﬁiﬁmﬂmiﬁqmimﬂ WranuanspmAnTISasnsatheszfuliatansatiiun
U5ulElueadnavisadszmelng (G‘i'}LLuﬂmuﬁﬁfaLL@zaxq%ﬁmmmmimﬂ)
Lisa Higgins, President and CEO
APQC ﬁmifm\im?ﬁ@ﬁ%ﬁ@\imiﬂi"uﬂgqmammwlﬁﬁumﬁm‘ﬁqiaﬂ Tnefuniaang

KX v s

ﬂixﬁm?ﬁﬂ’]‘mm:ﬁmﬂLLWi?J%ﬂW?LMdﬁifuslﬁzﬁﬁN’iﬁ‘ﬂL‘ﬁ’mﬂ‘ﬂ‘ﬂgmmxmﬂﬂ%’mqjﬁw y fiflanudnAny
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$9biu APQC HnnsvindstiiiekunisUfimiudavesgsiaszaulan uazinniamoundiznislu
nsdfudgadszananinAsnans mufannsdaswidesssnaialanlunisin Benchmarking uazniat
Best Practices l1/t/5u4 ffaqtiu APQC Hann@nninndn 500 a4fns uazdifliguieyazes APQC
sialanunnndn 25 &1uau Snnslinasiineusuannndd 16,000 udngmslu 36 Uszine sauied]
nsdlANEATINNaNNN13T Benchmarking %1NN491 8,500 Fratinefifuan A vsunelEndnaes
APQC 113 nA1aNnEn nsldgudiesya Benchmarking  waznisliiAiansuuziin Tnaldndau
mtlFegfi 44%, 27% uaz 23% AN zﬁwi?um@ﬁm‘iﬂmﬂﬂ@jmiﬂgu"‘mfu APQC 1§finns

AUUA Strategic Planning Framework 8AZIDEARILAAS TULNUAIND 1

u,wumwﬁ' 1: STRATEGIC PLANNING FRAMEWORK

STRATEGIC PLANNING FRAMEWORK

Guiding Principles Big 3/4 Goals Action Plans

Strategic Initiative

Strategy

3 Strategic Initiative

Strategic Initiative

Mission

Business

Strategic Initiative

Values e — Units
Strategic Initiative

Critical

Success

Factors

Strategy Strategic Initiative

3 Strategic Initiative
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N13279340YTA (Vision) 289 APQC  azsfaluBasnaansiiiuuan uazazdinisninuanisna
(Mission) Naeaiuiuadesillu 2 Goandn Ae N1estfulpuanninuazannIn saudan1simue
wraaianazilunalnlunisdupdasudelsznaufaeg PROCESS  IMPROVEMENT,  BEST

PRACTICES, MEASUREMENT waz BENCHMARKS 9188zl ARTNUNLNNA 2

@ a o

LEBATNA 2: IFENABLATAINAURI APQC

SeNCHMARK Our vision is to be a catalyst for change.

Our mission is to work with organizations
around the world to improve productivity and
quality by:

Financial Human Capita
Management Management

« Discovering effective methods of
improvement,

N3y3ynsvan

Supply Chain Knowledge
Management Management

oceiEROVE s
b Vol

« Broadly disseminating findings, and

« Connecting individuals with one
another and with the knowledge they
BEST prACTICES need to improve.

WHUNNA 3: AABE19N19YIN Strategic Initiative

lusiaaa Develop Innovative Offerings Using the PCF

STRATEGIC INITIATIVES

2014/2015 Strategic Initiative
Develop innovative Offerings Using the PCF

APLIC Crareransope EE=—s

Regurea a5 parcar e
izt

Team Skl

it

Smlehldors |+ ovaeecl-neize || cucomaamasrasace

ik ta Dapartment Big
Rocks

what 1ot oF scoeel | < o

APQC Apac.

o

APQC Aifiuniset 3 isasuanlunisfiazinliisnunsoussgnisiiantiansls Ae We Research
- ae Ay am aeed g A o . .

APQC AnmuazddeineAunidonisUfuRnduaalunisuinnsdaniseddns (Value Chain) 194
a9Anstuinialan We Share APQC weungign1suaznszuaunisn liiuigadudedniuan uas
We Connect APQC liAanudaeinasesdAnsyinlaniiunaninsiuariznissng o 289 APQC
TnalennzatnadaAsasiafizandn Benchmarking d1iugtluuunisaniiiugsia (Business Model)
APQC sanuuunARTsiuaztinaieneauesAniaIn1sresgnAn lnautagnénily 2 Usziom
16un Membership &z Member and Non Members Iagign@ndi Non Member azlaianunsnidinfia

1/7n19 Research Services lay Knowledge Base Benchmarking Portal i
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Kelly Hunter, Global Accounts Manager

asfnaniflugun@inaes APQC anunsauLivlFifu 3 nax Ae asfnavialan faqiiudanidnlugdou
fsEmaTaNNNngn 1,000 wivlu 45 HAAIVNITN NUIENIUNIATT LA e laiuasaminls
1145) 2555 au@nil Download 29FAILEIRY APQC 1NNl 173,000 nediiAn lufadafignAnli
mmmu’l@mn‘ﬁlqm 3 dusuusnldun Business Excellence, Knowledge and Information
Management, LWag Human Capital Management wazdn13 Download PCF %8 Process

Classification Framework 3014 326,334 ATULASUANEAIAN 2553 AuiiTlaqiiu (WgAANIEwW
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al

2557) u’ﬂﬂ@’mﬁ”‘]ﬁ‘ﬂﬁﬁ‘%Lﬂu’ﬂmlﬁﬁd“ﬂ’ﬂ\‘i APQC Aa 1330 Conference Uszdtl Tagiazdn 2 aiasiatl
luvindaunamasn Bunuiiudasesesdinsdiui 99uDaN19dey Keynote Speaker fidedewnli
IR EjL%a"qmmmu’lm&i%Lﬂuﬁu‘%‘mﬁzﬁmmﬁyﬂﬂ waznaszifiunnuitonelamdeas
2 lusTAL 5 AMNATIUILAN 6

A1UFUIUN19A1UASBRY APQC a¥ll 2 13n19uan THwA Best Practices Study Was Process
Performance Benchmarking 49970 2 13N1784ANA19 A1NNIREaNFRNNE N3NNI IR

v
1 o % o '

uuziin Inene APQC a1 nsliiyaannsninunnanseiugnAAusdunauusnsutanis de
= = | v o = = = T

NBULININAIN 0T TTeynn189gN AT 29NDINNTALELFANTNUATADUDINAIINALNTINLTGN

Tasennsaz@ugaudafinin aziidaulunisainnnnugniuiugnAi Gagnén APQC 7 Long Term

a

Service t1aqiTuAe 25 1 waziad i luNeANNA1N1904319 Long Service Customers LA

Cathy Hill, Directors, Sales LA Sara Brill, Relationship Manager
PDUIAAIINTURATELIBIUUNENTU Sales Azl 6 Usziaunan nrsugnénlugd nnssiasng ns

d5pnutaniielunnafneisy nskumiiinessnafianunsnidu Guest Speaker vidafiinm

TAen1ssing o) 289 APQC nsdaidBunisaeanuliiAdineuueii uaznisguanatlsslasizes

b % 1 v % v dl <1 o
anAn Tnautslaseairaidnutineuanaaaniilu 3 sl

a

o

sEAUN 1 9 udniLszAud 3 Wuldaslunsimundeianauazllndeaus
o ' o o A = 1 a) v 9 Y ey
sEAUN 2 MUFINTLIZALN 3 annsndaudenusuasladeiaueldluanunliduden
i
szAUY 3 avfiasdinuraasnisiiafinm awnsaainslanianiegsia Wandsnmuuziinlu
o b4 Y o % d‘ A o b4
nswawu latTym idugnén eanuuuiesesile arunsanmwdeaueuas

AtiunIglfauadaanysnl

Zakiya Eills, Marketing Manager

AANIINNINN1IAAIATBY APQC FatunnlaadInnlsraai lun19fadnisa8519ANH g 139N

q

[

ARiiuiNge9sEndegnANTL APQC Bananil dasieenisnenenaiaqnindulate AreuAgN
Fans N13a519ANmATzninlui3e9999 Brand APQC  (Brand  Awareness) N194319 b1 una

ralla Y a o o a Y @ K o ¥ ¥ Py
nadszlaminfinannislinansineinaziiznis nsuanaliiiunepnInwazAnanInaaaduting

APQC maulugrinluizassing - wu Wadelneusn vindiedunnn iusiu

14RP41SMNModelNPO-NuntapornA04Feb15 90 4 299 9



flaqifufanssunianisaanaliuiseaniily 2 anwouzeru Hud iy web Marketing was

ufanssnenIaanaiall InafdunuinuasuinnauiuRarau Asuan TULILNIND 4

LERNTINA 4: LNLINUBINAMNSURATDU BLNANNUSLLANYRINANTFTNNIINITARA

Web Marketing General Marketing

* Responsible for: * Responsible for:
* Web site * Brand awareness
* Social media * E-mail marketing
* Search engine * Lead scoring
optimization « In-person events
* Graphic design « Virtual events

* Brand standards

dwFunsainennnumszminluiiesses Brand  APQC lull 2558 1&fin1sasseuiannis
Antiuuls 4 Aansan THun

1, Messaging %q%ﬂumiﬂizmﬁuﬁuﬁgﬂLLuurmm"’]Lﬁumu APQC liignAniunsnu Ing
iuluEeqaad Competency 184 APQC LAZHAINURAS19Ta 1A 951 7 99ND9NN9
Usinlenninmdiananuuacdeyaiioslu Website

2. voc mslfidasaesgnAnlunisadnmanuyniii santenisunlanialuniseneiianig
dinlditugnEnian uarld voc wignénaelu -

3. Networking/Thought leadership ¥aaungugnanlud < Inaanizgninaesgnan @519
‘E@mmiumiﬁﬁa@”nﬁﬂmmm’?ﬁ@ﬁwﬁ@mmmﬂuﬁ&%mﬁmmm@unﬁﬁLm 99UTNNT
sdasnlszanduusBuiini

4. Member engagement @319ANNENIUHIUAANTINFN ] 209 APQC

Andrea Stroud, Research Program Manager
Afaa89 APQC 168n1s Deploy anni1sAaasAns aanuilu 3 Anusulanauvan laun
o = a o 1 = a o nll o ¥ o
1. mewmwAnEdae lugunesd o gunesueuan sandsniddanatiuayunsliangnem
wuztuay Open Standard #ng < 2. naluirinlunismaunsesdnanuglud - lulaniauazioany

° dl a K dl | a 1 dl a Y KX v
PANNEZAN 3. NITUINLAUBAINNLTIITIEY nealAn NI ULAAFNY | NANIVTNATNITALLINUDY A

o A

pananaldl Tnedl 5 deanneilderlulaqiiu Aa Ask Us, Requests, PR, Webinars Az Speak at

a a o

o o A A o '3 2 P
conferences QNBUEAAINIUIAE Nﬁun'ﬂﬂWLﬂuﬂl@\‘i@QﬁV’]'J’WNQJ“‘II@Q APQC Az Ul Naanuy

= P

WRUIATNAINFIBIN1TQNAT TagnAtasilugiy

QU al

a

1 v o = U 4’ o VY a o
natauAnldaneviTe sponsor M T9RadaaNuIae

Qe

nanilaqiiuazAseUAqN Business Excellence, Financial Management, Human Capital
Management, Knowledge Management and Information Technology, Supply Chain Management
AL Product Development and Innovation

Tulnseas19209d919Uasil Research Specialist L8 Research Program Manager %Q@:ﬁ

1 v
UNUMATNAUANFANTIU :18aziBeAReil ULNLNI89 Research Program Manager a&faanmunuay
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Auuaiadieanudds seazidaaitann saudenisaseniane N lusauaniadesnuiqs
$196u wananil fieeldauinlunisiBiuislasaniisswazailiuinsan1siay IngeniznIsLUEung
v % dl v o o v 1

druane91u azfiasatuANAMNInkaziiaialiussgingUssasduaziilinunavesusas
TATINI399E TN DNNITIRELNINAINUAT N8 IBRATNANELANAIANT WaNaNT azfasg ngnli
Azt iugnAn lurenaneswidelfeded@aaagy dmFuunuimues Research Specialist

% 1 a o Y o v v % :; a o v v Aﬂl dl Yo

azfasngunianuidanie i iadnasiu sanne euddeluiadean o AlAfuneununy aamuiem
sniiulnsanisssAaasatesvitaugounilaresny WusananeslunisdeanaNdean1sseudng

o o

gnALNNIStLATANAINIWIAE89 APQC gan8790UE

Ron Webb, Director IT

APQC Tigasmng internet ilugasmnamiislunsainnuduiuiazdaauiinigsing 1 e
mefidugsnuacdfeidasiie Open Standard Benchmarking deutigtununasliifinisaanid 3
Anwosy Tun

1. Benchmarks on Demand gnénaiunsniaennisdauazgtuuuniaFeuieuingls
snflugastlandieyarasmues Sea1anan download eaniflumesulliiig

2. Rapid Performance Assessment gnénazfiastleufeyatesassnaiieliianansaiinaed
Uszifiuna Tnegnénduauidendadaifesniaiioifioy uenainideaunsnidennguibes
wheuiauld Tnenie APQC aziflug] Generate report wazdasaunialy 2 Ju

3.Open Standard Benchmarking Aazfiesi@ennszuaunisidesnisufauiiauniy PCF

(Process Classification Framework) Teazfiasldfiayamuazidanaenszuaunis lnaazaauay

genune i 2 andimel

LLNun’}‘wﬁ 5: Process Classification Framework (PCF)

OPERATING PROCESSES

MANAGEMENT AND SUPPORT SERVICES

6.0 Develop and Mansge Human Capital

7.0 Manage Information Technology

8.0 Manage Financial Resources

10.0 Manags Encerprise Risk, Compliance, Remediation, and Resillency

1.0 Manage Excermal Relationships

(
(
(
( 9.0 Accqure, Construce, and Marage Asscts
(
(
(

12.0 Develop and Manage Business Capabllicies

* = number of assessments available

Jeff Varney, Practice Lead

suuunisliitnisinsuusiiizeania APQC MHinnsysnnnsaidaaes APQC iwadaely
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WHUNINT 6: stluuunsRLEMsUEnEuuzin

Research & Knowledge
Benchmarking Base

INSIGNS ey PraCtiCES Methodologies e PTOJECHS e, IMprove
|
! !
| |
| Projects test and refine APQC’s best |
: practices in order to keep them current :
lee — — - ¥

2.3 Weur/esdanuinldainnstidnmaesissinaann@n (Country Paper) (H18) Wianuanana1

= °

a =3 | o 1 =3 a = o a = [~ o
ARTILTeenFaetinalsssudaFeuieuiuidundsewmalna waysselssidun a nnsasinunsy
W luesrnnizadssmalng (A uunniNseTadsvmna)

Wasannansuelazaniaiilunig Site Visit 89ns APQC aslafl Country Paper 2841lssinAgun@n

2.4 Wan/asrpnuinlaainnisdindanianssungs (Group Discussion)
o a ' v o gy o o .. = =
nsvinfanssungu Iignanliiagnguifaaiy Participants aantfan uuazBaaws Taaln
~ ) P o 'L ! o o
seANANDIIUE0Y Key Learning arnnisdindnmiganuluaioll Tannsnguagieanunlavanun o
eI D
1. aauisa9 APQC A9 Research, Benchmarking Wazn196iaeanfaansii Knowledge
Management N@1:1TRBLARETALLATATNA12989ANT 1A
2. UuuuNIsUINIIANITRIANT TR TDYTNINNUULIEITUAIUAITT AR TULULAS
FLALLUAIAN
3. neasedmusssnesAnsliindnauiaougndu daoruduiiiaes Annsaing
Commitment $axiulunnszay Inenannzlugizunsseaugs
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ANANT
6. TTUUNNTLIMNTIANNTLAZUsLiRuNaTa519 Accountability ladlduA Responsibility 11 n1g

1 Co-Indicators TuHad139 78491143911
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(What)

1
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Program —)l P
(Where) Process Benchmark
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({How)
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3.4 fanssunispenauailfnfiunisnialussezioan 6o Juiuaindugarinaaasiasanis
(Aanssu sy n1sdnausune lumdagsny n1sussge AN unasuiiasanunze 1y
f @ v S a o & 9 a
wdaenu sy Ingagimeazipaananssn wiaunindszney uazluasaagionnianssn)
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4.2 1@na1sUszneunnstsega/dNnu (Training Materials)
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4.4 $1ENIUNAUNITLAUNIG (Country Paper-Thailand)

4.5 Lﬂnmaﬁmu@mmwﬁqmnL%qéquﬁ@ﬂﬁmq'm (Group Presentation)
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