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Why are you attending this 
session?
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Today
� Engagement with work
� Purpose and definition of strategy
� Create strategy
� Communicate strategy
� Align the organization > people
� Agility
� Driving engagement

�
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� An intellectual and emotional state

that leads an individual to provide

discretionary effort to produce outstanding results

and is committed to their organization.
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How Engaged are People?

Almost
Engaged

20%

Fully
Engaged

13%

27%

29%

11%

Leaning
Toward

Disengaged

Total
Disengaged

Neutral

Source: Corporate Leadership Council
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� In 15 years, there will be 15% fewer Americans in the 35- to 

45-year-old range than there are now. At the same time, the 

U.S. economy is likely to grow at a rate of 3% to 4% per 

year. So over that period, the demand for bright, talented 35-

to 45-year-olds will increase by, say, 25%, and the supply 

will be going down by 15%. That sets the stage for a talent 

war .
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The Purpose of Strategy

Do the right thing … not just do things right

Harvard’s Dr. Banfield:

The attribute successful people share in common is an 
ability to apply long term perspective to daily decisions.
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Operations

People
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Strategy

Operations

People
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An approach to growing profits 
by delivering goods and services 

to a defined market 
in a way that creates 

competitive advantage

What is strategy?
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Strategy components

A - Value Proposition
Product/service features + customer interactions 
that set the vendor apart

B - Business Model

The way the vendor combines business processes 
and people to deliver the value proposition 
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Strategy components

A - Value Proposition
Product/service features + customer interactions 
that set the vendor apart

B - Business Model

The way the vendor combines business processes 
and people to deliver the value proposition 
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A - Value Proposition

Primary
� Product leadership

� Apple - iPod, iPhone etc.

� Low cost
� Wal-Mart - Always low prices

� Customer intimacy/relationship
� Nordstrom's - % of wardrobe

� System lock in
� Microsoft – Windows, Office  

�
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90% of strategies 
are not fully executed

- 1997 Bain & Co.

A strategy is an intention 
until it’s executed
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Strategy components

A - Value Proposition
Product/service features + customer interactions 
that set the vendor apart

B - Business Model

The way the vendor combines business processes 
and people to deliver the value proposition 
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B - Business Model
Part 1
� Internal Processes // Areas of Excellence

� Technology
� Product Design
� Production
� Marketing
� Sales
� Delivery/Distribution
� After Sales Service

��
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B - Business Model
Part 2
� People // Areas of Excellence

� Hire
� Coach
� Train
� Align
� Inform
� Include
� Reward

��
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Financial

Customer

Internal 
Processes

People

Profits

Low cost, Product leadership, Customer Relationship etc.

Hiring, coaching, training, aligning, informing etc. 

Strategy Profits = Value Proposition + Business Model

Innovation, product design, marketing, delivery, sales etc.

Value Proposition

Business Model
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Create the Strategy

Look outside and inside

� External Scan
� PESTEL
� Customers
� Competitors
� Porter’s 5 Forces

� Internal Scan
� Processes/People 
� Profitability of Customers and Products/Services

� SWOT
� Summary

� Key Issues List

�	
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Create the Strategy

Steps

� Financial goals

� Target market
� Differentiated value proposition

� Supporting Business Model

��
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73% of companies that outperform their peers have a 
formal process for communicating strategy to employees

BETTER

8 +�������
���������
�����2�������
%&&3

Communicate the Strategy
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Strategy Communications Best Practices

BETTER

�:""��
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Communicate the Strategy
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Co-sponsored by the ACEC/NC (American Council of Engineering 
Companies / North Carolina) and the PENC (Professional Engineers
of North Carolina)

51% of respondents worked in engineering firms

We asked respondents to tell us what they believe are important 
Strategy Communications and People Productivity practices.  Then
we asked them the extent to which those practices exist in their own 
organizations.  The results were compared and gaps identified.

A few key results below highlight responses to the Strategy 
Communications portion of the study.

For the full report, contact: ginger@summit-performance.com

BETTER

SUMMIT 2008 Performance Study

Communicate the Strategy

��
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SUMMIT Study – Strategy Communications

Correlation with Morale and Profits

High morale and high profit organizations did a considerably better job 
in communicating  how people individually contribute to the strategy 
and other strategy communications practices.

Communicate the Strategy

��
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Communicate the Strategy

��



Copyright Summit Performance Systems 2009

Communicate the Strategy
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SUMMIT Study ; ������	 
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Correlation with Morale, Profits & Growth Combined
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Communicate the Strategy
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Strategy MapStrategy Map

Align the Organization and People
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Long-Term 
Shareholder Value

Leveraged High 
Value Services

Financial 
Perspective

Customer 
Perspective

Internal 
Perspective

Learning & 
Growth 
Perspective

Southwest Airlines

STRATEGY MAP
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Financial 
Perspective

Customer 
Perspective

Internal 
Perspective

Learning & 
Growth 
Perspective

On Time Flights

Train Ground 
Crew

Fast Ground 
Turnaround

Maximize 
Profits

Increase 
Revenue

Southwest Airlines

Low Prices

Lower Costs

Aim Ground 

Crew at Strategy Motivate 
Ground Crew

STRATEGY MAP
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Align the Organization
� Operations

� Action Plans

� Budgets
� Special Projects
� Employee Goals 
� Employee Competency Development
� Employee Rewards
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Align the Organization
� Operations

� Action Plans

� Budgets
� Special Projects
� Employee Goals 
� Employee Competency Development
� Employee Rewards


�



Copyright Summit Performance Systems 2009

Financial

Customer

Internal 
Processes

Learning & 
Growth

Grow Profits

ABC Engineering - Strategy Map

Turn 
projects 
around 
quickly

Grow billable revenue
Control overhead 

expenses 

Overall most 
affordable

Cooperate 
well with all 

involved 

Engage employees in 
cross functional teams

Theme: Improve Efficiency

THEME: Build strategically aligned and prepared teams

Theme: Increase Outreach

SIMPLIFIED

Build aligned 
competencies 

Clients: Universities and Colleges

Drawings 
are always 
accurate

Improve access 
to information 

Increase 
use of 

standard 
processes

Excel at project 
implementation

Strengthen 
communications 

systems

Improve firm-
wide 

business 
development 
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Financial
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Processes
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Grow Profits

ABC Engineering - Strategy Map

Turn 
projects 
around 
quickly
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involved 

Engage employees in 
cross functional teams

Theme: Improve Efficiency

THEME: Build strategically aligned and prepared teams

Theme: Increase Outreach

Build aligned 
competencies 

Clients: Universities and Colleges

Drawings 
are always 
accurate

Improve access 
to information 

Increase 
use of 

standard 
processes

Excel at project 
implementation

Strengthen 
communications 

systems

Improve firm-
wide 

business 
development 

Financial

Customer

Internal 
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Financial

Customer

Internal 
Processes

Learning & 
Growth

Grow Profits

ABC Engineering - Strategy Map

Turn 
projects 
around 
quickly

Grow billable revenue
Control overhead 

expenses 

Overall most 
affordable

Cooperate 
well with all 

involved 

Engage employees in 
cross functional teams

Theme: Improve Efficiency

THEME: Build strategically aligned and prepared teams

Theme: Increase Outreach

SIMPLIFIED

Build aligned 
competencies 

Clients: Universities and Colleges

Drawings 
are always 
accurate

Improve access 
to information 

Increase 
use of 

standard 
processes

Excel at project 
implementation

Strengthen 
communications 

systems

Improve firm-
wide 

business 
development 
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Financial 
Perspective

Customer 
Perspective

Internal 
Perspective

Learning & 
Growth 
Perspective

Target market: ________________________
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ABC Engineering -

Increase 
use of 

standard 
processes

Excel at project 
implementation

Strengthen 
communications 

systems

Improve firm-
wide 

business 
development 

Project 
ManagersDrafting 

Department
Documentation

Specialists
PRIORITY Strategic Job Family

Internal 
Processes
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Goals Score Competencies Score

Update Project Schedules 
Weekly

Document Change Orders 
within 2 Days

Meet Project Milestones

<��
�
Project Manager: Bob
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Goals Score Competencies Score

Update Project Schedules 
Weekly

Knowledge:
Project Mgmt 
Fundamentals

Document Change Orders 
within 2 Days

Project Mgmt Software

Meet Project Milestones Skills:
Effective Negotiations

Effective Meetings

Values:
Precise 

Collaborative

���$���
Project Manager: Bob

�
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Goals Score Competencies Score

Update Project Schedules 
Weekly

80% Knowledge:
Project Mgmt 
Fundamentals

Document Change Orders 
within 2 Days

75% Project Mgmt Software

Meet Project Milestones 55% Skills:
Effective Negotiations

Effective Meetings

Values:
Precise 

Collaborative

����
���

70%

Project Manager: Bob
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Goals Score Competencies Score

Update Project Schedules 
Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change Orders 
within 2 Days

75% Project Mgmt Software 75%

Meet Project Milestones 55% Skills:
Effective Negotiations 55%

Effective Meetings 70%

Values:
Precise 85%

Collaborative 75%

����
���
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���

70% 75%

Project Manager: Bob
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Goals Score Competencies Score

Update Project 
Schedules Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change 
Orders within 2 Days

75% Project Mgmt 
Software

65%

Meet Project Milestones 55% Skills:
Effective 
Negotiations

60%

Effective Meetings 85%

Values:
Precise 80%

Collaborative 70%

Goals Score Competencies Score

Update Project 
Schedules Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change 
Orders within 2 Days

75% Project Mgmt 
Software

65%

Meet Project Milestones 55% Skills:
Effective 
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60%

Effective Meetings 85%

Values:
Precise 80%

Collaborative 70%

Goals Score Competencies Score

Update Project 
Schedules Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change 
Orders within 2 Days

75% Project Mgmt 
Software

65%

Meet Project Milestones 55% Skills:
Effective 
Negotiations

60%

Effective Meetings 85%

Values:
Precise 80%

Collaborative 70%

Goals Score Competencies Score

Update Project 
Schedules Weekly

75% Knowledge:
Project Mgmt 
Fundamentals 80%

Document Change 
Orders within 2 Days

65% Project Mgmt 
Software

55%

Meet Project Milestones 55% Skills:
Effective 
Negotiations

75%

Effective Meetings 80%

Values:
Precise 70%

Collaborative 60%

Bob

John
Carol

Mary

Goals Score Competencies Score

Update Project 
Schedules Weekly

65% Knowledge:
Project Mgmt 
Fundamentals 80%

Document Change 
Orders within 2 Days

55% Project Mgmt 
Software

60%

Meet Project Milestones 60% Skills:
Effective 
Negotiations

70%

Effective Meetings 65%

Values:
Precise 80%

Collaborative 70%

TEAM

71%60%

Project Management Team����
���
���
����
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Goals Score Competencies Score

Update Project Schedules 
Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change Orders 
within 2 Days

75% Project Mgmt Software 75%

Meet Project Milestones 55% Skills:
Effective Negotiations 55%

Effective Meetings 70%

Values:
Precise 85%

Collaborative 75%

���	��
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�����

70% 75%

Project Manager: Bob

Identify high impact development focus
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Knowledge

Project Management 
Software

Skills

Effective Negotiations

Values

Project Management Team

John

Carol

Mary
Bob
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Goals Score Competencies Score

Update Project Schedules 
Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change Orders 
within 2 Days

75% Project Mgmt Software 75%

Meet Project Milestones 55% Skills:
Effective Negotiations 85%   vs 55%

Effective Meetings 70%

Values:
Precise 85%

Collaborative 75%

=�8����
���
���$����� 

70% 80%

Project Manager: Bob

vs. 75%

Improve Targeted Skill
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Goals Score Competencies Score

Update Project Schedules 
Weekly

80% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change Orders 
within 2 Days

75% Project Mgmt Software 75%

Meet Project Milestones 70% Skills:
Effective Negotiations 85%   vs 55%

Effective Meetings 70%

Values:
Precise 85%

Collaborative 75%

=�8����
���
���$����� 

75% 80%

Project Manager: Bob

vs. 75%

Increase Bob’s Goal Attainment

vs. 70%
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Carol
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Goals Score Competencies Score

Update Project 
Schedules Weekly

65% Knowledge:
Project Mgmt 
Fundamentals 90%

Document Change 
Orders within 2 Days

55% Project Mgmt 
Software

70% 
vs. 60%

Meet Project Milestones 60% Skills:
Effective Negotiations 75%

Vs. 60%

Effective Meetings 85%

Values:
Precise 80%

Collaborative 70%

TEAM

78%60%

Increase Team Competency
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Internal 
Perspective

ABC Engineering

Increase 
use of 

standard 
processes

Excel at project 
implementation

Strengthen 
communications 

systems

Improve firm-
wide 

business 
development 

Project 
Managers

That improves strategic process execution

Engage employees in 
cross functional teams

Build aligned 
competencies 

Improve access 
to information 
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Grow Profits

ABC Engineering - Strategy Map

Turn 
projects 
around 
quickly

Grow billable revenue
Control overhead 

expenses 

Overall most 
affordable

Cooperate 
well with all 

involved 

Build 
drafting 

capabilities

Excel at 
project 

management

Strengthen 
communication 

systems

Improve firm-
wide 

business 
development 

Engage employees in 
cross functional teams

Theme: Improve Efficiency

THEME: Build strategically aligned and prepared teams

Theme: Increase Outreach

Build aligned 
competencies 

Clients: Universities and Colleges

Drawings 
are always 
accurate

Improve access 
to information 

… and strategic outcomes

Financial

Customer

Internal 
Processes

Learning & 
Growth
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Grow Profits

ABC Engineering - Strategy Map

Turn 
projects 
around 
quickly

Grow billable revenue
Control overhead 

expenses 

Overall most 
affordable

Cooperate 
well with all 

involved 

Build 
drafting 

capabilities

Excel at 
project 

management

Strengthen 
communication 

systems

Improve firm-
wide 

business 
development 

Engage employees in 
cross functional teams

Theme: Improve Efficiency

THEME: Build strategically aligned and prepared teams

Theme: Increase Outreach

Build aligned 
competencies 

Clients: Universities and Colleges

Drawings 
are always 
accurate

Improve access 
to information 

… and financial results

Financial

Customer

Internal 
Processes

Learning & 
Growth
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Agility - Measures

� Strategy
� Operation/Tactics
� Financials
� People
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Balanced Scorecard

Strategy

Operations

People

A
lig

n
A

lig
n

da
ily

 a
ct

iv
ity

da
ily

 a
ct

iv
ity

w
ith

lo
ng

 te
rm

 g
oa

ls
lo

ng
 te

rm
 g

oa
ls

Vision – Future Picture

Core Values

Purpose - Mission

STRATEGIC MANAGEMENT
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Objectives Measures Targets Initiatives
Market Value 30% CAGR*

Seat revenue 20% CAGR

Plane lease cost 5% CAGR

FAA on-time arrival 
rating

No. 1 Quality Management

Customer-loyalty 
program

Time on ground 30 minutes

On-time departure 90%

% ground crew 
shareholders Year 1: 70%; Year 3:90%;

Employee stock option 
plan

% ground crew trained Year 5: 100% Ground-crew training

F
in

an
ci

al
C

us
to

m
er

Customer ranking 
(market survey)

No. 1

In
te

rn
al Cycle-time optimization 

program

Le
ar

ni
ng

*CAGR = compound annual growth rate

A balanced scorecard takes a broad, holistic look at organizational goals – not just the financials.                     
For example, this Southwest Airlines scorecard shows that well-trained ground crews mean faster turnaround 
and more on-time flights, which lead to higher customer satisfaction, lower costs and greater profits.

Profitability

Increased Revenue

Lower costs

On-time flights

Lowest Prices

Fast ground turnaround

Ground crew alignment
by training & motivation

Measures
Southwest Airlines

Southwest Airlines

�	
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Objectives Measures Targets Initiatives
Market Value 30% CAGR*

Seat revenue 20% CAGR

Plane lease cost 5% CAGR

FAA on-time arrival 
rating

No. 1 Quality Management

Customer-loyalty 
program

Time on ground 30 minutes

On-time departure 90%

% ground crew 
shareholders Year 1: 70%; Year 3:90%;

Employee stock option 
plan

% ground crew trained Year 5: 100% Ground-crew training

F
in

an
ci
al

C
us

to
m

er

Customer ranking 
(market survey)

No. 1

In
te

rn
al

Cycle-time optimization 
program

Le
ar

ni
ng

*CAGR = compound annual growth rate

A balanced scorecard takes a broad, holistic look at organizational goals – not just the financials.                     
For example, this Southwest Airlines scorecard shows that well-trained ground crews mean faster turnaround 
and more on-time flights, which lead to higher customer satisfaction, lower costs and greater profits.

Profitability

Increased Revenue

Lower costs

On-time flights

Lowest Prices

Fast ground turnaround

Ground crew  alignment
by training & motivation

Targets

Southwest Airlines
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Objectives Measures Targets Initiatives
Market Value 30% CAGR*

Seat revenue 20% CAGR

Plane lease cost 5% CAGR

FAA on-time arrival 
rating

No. 1 Quality Management

Customer-loyalty 
program

Time on ground 30 minutes

On-time departure 90%

% ground crew 
shareholders Year 1: 70%; Year 3:90%;

Employee stock option 
plan

% ground crew trained Year 5: 100% Ground-crew training

F
in

an
ci

al
C

us
to

m
er

Customer ranking 
(market survey)

No. 1

In
te

rn
al Cycle-time optimization 

program

Le
ar

ni
ng

*CAGR = compound annual growth rate

A balanced scorecard takes a broad, holistic look at organizational goals – not just the financials.                     
For example, this Southwest Airlines scorecard shows that well-trained ground crews mean faster turnaround 
and more on-time flights, which lead to higher customer satisfaction, lower costs and greater profits.

Profitability

Increased Revenue

Lower costs

On-time flights

Lowest Prices

Fast ground turnaround

Ground crew  alignment
with company goals

Strategic Initiatives – (Special Projects)

Southwest Airlines
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Performance Management

Balanced Scorecard

Strategy

Key Operating Indicators / Financials

Operations

People

A
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n
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da
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 a
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iv
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w
ith
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 te
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 g
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lo

ng
 te
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 g
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Vision – Future Picture

Core Values

Purpose - Mission

STRATEGIC MANAGEMENT

What gets measured gets done !

What gets measured gets done !
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Agility - Reviews

� Strategy
� Monthly strategy reviews
� Formal strategy review/update ~ annually

� Operation/Tactics
� Focus on plans separately from problem solving

� Financials
� Consider a 15 month rolling budget

� People
� Ongoing

�
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Strategic Agility
� Review results
� Consider modifications
� Decide 
� Implement

� Communicate

� Align operations, financials, people
� Monitor

��
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�
������
��

� An intellectual and emotional state

that leads an individual to provide

discretionary effort to produce outstanding results

and is committed to their organization.
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How Engaged are People?

Almost
Engaged

20%

Fully
Engaged

13%

27%

29%

11%

Leaning
Toward

Disengaged

Total
Disengaged

Neutral

Source: Corporate Leadership Council
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� In 15 years, there will be 15% fewer Americans in the 35- to 

45-year-old range than there are now. At the same time, the 

U.S. economy is likely to grow at a rate of 3% to 4% per 

year. So over that period, the demand for bright, talented 35-

to 45-year-olds will increase by, say, 25%, and the supply 

will be going down by 15%. That sets the stage for a talent 

war .
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Sources: BlessingWhite, Ken Blanchard Companies, Ga llup
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THANK YOU

For a copy of these slides please email:
ginger@summit-performance.com
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Financial 
Perspective

Customer 
Perspective

Internal 
Perspective

Learning & 
Growth 
Perspective

Hair Salon/Barber Shop

Mission


