ﬂ"lﬁ‘]/\mllﬂ%ﬁ’ﬂi]ﬂﬂ1@ﬂﬁ@ﬂﬂﬂ§ﬁ3~li§ﬂuuﬁfi

High Performance Organization Development

\]







Start with Why

HOW

Begin with
the end in mind




-V 1 6
a1 N 2IANILI

start with Why -

e’ Capability “ Q

Core Competency 1 Core Competency 2



Begin with the end in Mind
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Engaged Customers

Building the Integrated Management System
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Building the Integrated Management System
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Building the Integrated Management System

Requirements \

E d
noage Meet mmmm———p  Delight

Customers

Engaged

Workers
Work Processes

* 3l “wﬁmmﬁa@laﬁuﬁ UL DNBNIZUIBMNIANUN 1T
UIz®RNTAN mﬁmvl,&immmdawauqmml,l,ﬁgﬂﬁ'ﬂﬁ

Get Results
Be Valued

* @131 LA In-Process KPI tNa lRanansoiNaa Wi a3

o Work
NIZUIHMNT b6l

Predict

Outcomes

Processes

Nonssun
dswaruA

AWENYWan

FonssuR 101G ATZUIBNITN® AIENY LA NNIRLIAN
AtuAd liawso

' 6 =S Y ¥ 1
KanEeold aoﬂnsmmaaﬂsnﬂaanszmumsagmua




Building the Integrated Management System

Requirements \
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Data and Dashboard to Monitor Progress
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Leadership

Building the Integrated Management System
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Building the Integrated Management System
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Steps toward Mature Processes

An Aid for Assessing and Scoring Process Items

Reacting to Problems / / Strategic
(0-25%) \ / and Operational
Goals
i

Operations are characterized by activities rather than by processes, and
they are largely responsive to immediate needs or problems. Goals are
poorly defined.

Early Systematic

Approaches = i e
(30-45%) S - pGoals

The organization is beginning to carry out operations with repeatable
processes, evaluation, and improvement, and there is some early coordination
among organizational units. Strategy and quantitative goals are being defined.
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Aligned
Approaches
(50-65%)

HPO

Integrated
Approaches
(70-100%)

Strategic
and Operational
Goals

Operations are characterized by repeatable processes that are regularly
evaluated for improvement. Learnings are shared, and there is coordination
among organizational units. Processes address key strategies and goals.

Strategic
and Operational
Goals

Operations are characterized by repeatable processes that are regularly
evaluated for change and improvement in collaboration with other affected
units. The organization seeks and achieves efficiencies across units through
analysis, innovation, and the sharing of information and knowledge.

Processes and measures track progress on key strategic and operational goals.
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PURPOSE, ORGANISATIONAL

VISION & CULTURE &
STRATEGY LEADERSHIP

Leadership

ENGAGING
STAKEHOLDERS

i l I EXECUTION ' —
‘ Measurement, Analysis, and Knowledge Management |

CREATING
SUSTAINABLE

STRATEGIC &
OPERATIONAL

PERFORMANCE DRIVING

PERFORMANCE &
TRANSFORMATION
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1 ] | T E— 1
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Figure 1.2. AUN-QA Assessment Models for Higher Education
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Figure 2.1 — AUN-QA Model for Institutional Level Assessment (v3.0)
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Figure 1.8. AUN-QA Assessment Model at the Programme Level (Version 4.0)
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HPO Development Roadmap
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Know Yourself
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- o 4 e ! ¥ The timeless North Star -
fiduladuduazleiu the light that guides you
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* ilaa3e: ussld aguuiugIuATHAI Vision

is where you’re going

* HAANILTI: TALIWUINWON LTI WIS UM TAAT WL , :
a9 The next big mountain

. ﬁmwﬁﬂmju: ﬁmmﬁwgjumnwaﬁ%@@hmﬂﬁgﬂu you’re going to summit
aednRIlAd 9

di V1 a YY) Y P=|
* Faa1Ila9NY: mmmaﬁmﬂlmpwfmlﬂu 5 W71

Strategy

links Mission & Vision

The path you will take
to achieve your Vision

Mission
is what you do

Defines what you do each
day to climb the mountain
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NUS5N: Mission
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llege will provide learning experiences
{ enable all students to lead meaningful, rewarding
lives in a diverse, global community.
Mission

Teaching, learning, community building (TLC).
Organizational values

Richland College affirms these values for our work
together: Mutual trust; wholeness; honesty, fairness;
mindfulness,; considerate, open communi
cooperation; diversity; responsible risi

WU TLC —Teaching, Learning, Community Building (RLC Mission) Qﬂﬁﬁﬁ'ﬁﬂﬂ'ﬁﬂ 275 114919890



Vision Statements

“*Inspiring
s Focuses on serving the world
“*|s very ambitious

s Describes the ideal result you
want to achieve

 Does it excite you?

 Does it tell the world
about the good you
want to do?

 Is it bigger than you?

d Is it simple?

d Is it clear?

d Is it about what you
can give and not about
what you’ll get?
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o Our values guide our decisions and tell the world how we
interact with our staff, board, volunteers, clients, donors,
partners, stakeholders and other constituents.

ntegrity
-airness

-un

| oyalty
Respect
Teamwork
Responsibility

Examples of Values:

Honesty
Empowerment
Balance
Partnership
Creativity
Diversity
Growth

Quality
Professionalism
Trustworthy
Accountability
Communication
Safety
Optimism
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VISION

Strategy: Advantages Challenges Opportunities >>>> Objectives

CC1 CC2 CC3
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Knowledge & Skills Vision/Mission Attitudes & Afttributes

Core Competency Core Values
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Know Your Enemies
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Benchmarking

Benchmarking
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Know Your Strategy



Know Your Strategy
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CC = Core Competency (am‘muzwﬁnmaa 29 ﬁni)
SA = Strategic Advantage (ﬂ’J’lN15L1J§ JULTING an 5)
SC = Strategic Challenge (ﬂ’]']&lﬁ’]‘i’l']ﬂl%dﬂaigﬂﬁ()

- >< Intelligent Risk } - ->< Innovation

SOp = Strategic Opportunity (Tamm%a na E!ﬂﬁ{)
SO = Strategic Objective (3nnUszaIAITINALN5)

Strength

Opportunity
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P — People-Centered

R — Responsibility

| — Innovation

D - Diversity & Cultural
Respect

E — Engagement for

Sustainability
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WISE: Core Competencies of NRRU

W - Wisdom in Context
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The Role of Core Values and Concepts

The Baldrige Criteria build on
core values and concepts
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performance results
(Criteria category 7).
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From Baldrige Performance Excellence Program. 2021. 2021-2022 Baldrige Excellence Framework: Proven Leadership and
Management Practices for High Performance. Gaithersburg, MD: U.S. Department of Commerce,
National Institute of Standards and Technology. https:/www.nist.gov/baldrige.

Systems Perspective

Visionary Leadership
Customer-Focused Excellence
Valuing People

Agility and Resilience
Organizational Learning

Focus on Success and Innovation
Management by Fact

Societal Contributions

Ethics and Transparency
Delivering Value and Results
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Leadership &
Governance
SYSTEM

Process &

Operations
SYSTEM

Integrated
Performance
Excellence
SYSTEM

Workforce
Engagement
SYSTEM

Knowledge
Management

SYSTEM

Customer
Management
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Integrated Performance Excellence System
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f. ﬂﬁﬂUQUﬂﬁﬁﬁﬂﬁﬂﬂaQﬂg (Strategy Development PROCESS)
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Qs Q = o 3 o d X
wazUsuuss N1SIANISANY 338 BAZUTNITY FAUNINTSZUIUNISVNNUNA1AY
28149ls (40 AzZLUW)

N (3) Yan1uunvainizuaunis (PROCESS Requirements)
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N (4) n1saanuuunizuuUn13 (PROCESS Design)
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6.1 NSZUIUNSNIIIU (Work Processes): a@n1UULATNITOBNLUY IANIS

Qs Q = o 3 o d X
wazUsuuss N1SIANISANY 338 BAZUTNITY FAUNINTSZUIUNISVNNUNA1AY
28149ls (40 AzZLUW)

. mﬁﬂmmﬁxnﬁu%’uﬂqaﬂﬁﬁmunﬁ (PROCESS Management and Improvement)
(1) n13dInIzulunslugn1suqus (PROCESS Implementation)
an1uiiulaldagnelsdiinisufiAsuuszdriuvanszuirunisineuiiddn
uagnszurumIatvayuidan Wuluaudanmuaiiddn
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N3ANYT 338 WazUinIT1 vasan1duatials
(2) n13UsuUsenszuauns (PROCESS Improvement)
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6.2 UszAnSuavasnsujuinis (Operational Effectiveness) : anusiule
ldegslsanmsujufnisvesesdnsiinisdanisegediuszindeua (45 azuuw)

n. Uszansninuazsyszansnavainiidjunnis (Operational Efficiency and
EFFECTIVENESS)
A010uHA5N15 UM TIANTAUNY UsEANSan wazUszansnavain1suiuanis
ag14ls
aontudiiunslutessialUeenals
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6.2 UszAnSnavaansufuAnis (Operational Effectiveness) : andusiula
ldagelsinmsujufnisvesnsAnsiinisdanisagrsdiusz@ndna (45 azuuw)

U. mﬁﬂm'ﬂ,ﬁ%aﬁdﬂﬂqﬂmu (Supply-Network Management)
an1Uuiiasn1slun1sIanIsiaIadiegunIuaEngls
anudiiumsegls lunisdadenddwau/druiuiioniinuautiuazagly
anuzdianunin 1) AovauawieANiaIN eI sUfTRnT 2) snszduraniadiums
3) avfuayuingUirasdBanagns way 4) uanufiawslavesdFounazandingudy
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6.2 UszAnSuavasnsuiuAnis (Operational Effectiveness) : andusiula
ldagelsinmsujifnisvesasAnsiinisdanisagrsdiusz@ndna (45 azuuw)

A. Ar1udasnne mwmimﬁawmqﬁﬁa armugaruisaluntsiiugrogrstaSuas
ﬂﬂiﬂ%iﬂﬂﬁﬁﬂ’lﬂLﬁlﬂﬁ (Safety, Business Continuity and RESILIENCE, and Risk
Management)
(1) mrMuvasnny (Safety)
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szuvATNUaanNg uaxﬂﬁ.4aﬂ‘laﬂﬂ’Jmﬂaaﬂﬂﬂmaaﬁmwlﬁﬁﬂﬁaﬁqﬂﬁﬂaaﬁu
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6.2 UszAnSuavasnsuiuAnis (Operational Effectiveness) : aadusiula
ldag9lsinmsujuinisvesnsdnsiinisdanisagnediusz@ndng (45 aziuw)
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Centinuity and RESILIENCE)

antuiaTnasegnalsiisliiulasadrursanianisaistawtin wtsundoy uas
ﬁmﬂmﬂﬁﬂﬁﬁﬁ n2zanau uAzA2EVENAuBY 9

:ll =il a = T T 0 o= = o 1 ddl

dadiwmnsawanduaavulaatsfanisUasniu maundes muraitissvainis
U{umAnTs ﬂ"l;ﬂﬂuﬂammmamaulaﬂﬁﬂum;ﬂﬂqm@m ssuirantaldsuulaiadtamanlon

atals wena Ny amﬂm"l.'ﬂﬂﬁuaﬂqriaamalﬂuaﬂ’lﬂ‘i
. ﬂ’ﬂ:urﬂmﬂﬂ;ﬂummﬁﬂwa“aﬂﬂﬂﬂamau TaufIRuINTuB i e sAn U

. MIRNUAAINTYEIEnITY wWiatheg Uy uﬂﬁﬁﬂﬁﬂﬂliﬁmm‘ﬁlmﬂﬂﬂﬂ"l‘i
A (3) nrsuSnismaudes (Risk Management)
wumaslnesamvasanrduluntsuinisanudsafonsls
w1 misdeudssfifsdasiungmnauazsndsudaddu
ATUNANGMIUAZUINTT PIUYAAINT AUNIRY Amualulad swe3etieguniu uaz

anunsufimaaeals



WUIM 6 NNTAANITATEUIUANS

OP1,2 FRuiidyd Wusfa -

Cat 2 uHuansAI&nT : v =
OP8 Am11u6adN192aIMIULTNT [ m‘l'l-.w’lm”njyms -
waeHTRIUlARIULEe naAUAN

ANUADINTHIULENTST (KINA 3) * .

AUDINTTUIUNNT -

avAANuTLRsmATuT AT aa

OP5 nguune ng seideu

€
<

=20
)

3

S 3

Usg&nnwuadnszuIuns

ANUAUAIULREMITIAAUN U

funausrazIan1sUfiidEu

AAILANAT TN

fladadsedngaw/dssndna

sTUUTAYIUANZRNLEAY T
LRENRNTEN +

\ f

Cat5 Weununymanns s

_.__> mE
asgrunslfidenu i
-—-> HRAWE N1TEILTHUANTANU i

a va mn

1esgIuMsUfadeu aa

\ f

U5uilgenssuiunng i




ITULILATNITLAUNNININHUNNTUTRNNS

321 e SAINERE

6.7zuunnsamns OMSI. szuunns
nsUfUmRNNg DONULLNARNUTLAY
Operation NITLAUNIg
Management (n1seanuuy, annns,
System (OMS) uazilfutlgsnansinus
LAY/MTALTNT LA
NIYLAUNNITLR
AnAty)
OMS2. szuunnis
1is1199MN19N13
Unumnng

N3oUIUNIT

OMS1.1 nszuun1anamuadanInua NAN AT 1aIN ARSI LAY/MFALENNS
OMS1.2n9eanuuuNaningiuay/vsalisnng

o (%% o

OMS1.3 ﬂ?zmum@ﬂﬂj‘ﬁmumfﬂﬂﬁmumﬁmﬂmmmmzmum@mmuum
NTTUIUNTAULAYY

OMS1.4 ﬂ'a“zmum@m@@@ﬂmeizmum?ﬁﬁ@ﬂuLL@zﬂ@zuquﬂﬂimﬁumu‘ﬁ
&A1Y

OMS1.5 nszuaunisnisiiinszuaumsidgnisdun

o/

OMS1.6 m‘::mum?miﬂi’uﬂgm'a“:;mum?ﬁﬂmwmzzmzﬁmummﬁumu‘ﬁzﬁﬁmﬁy
OMS2.1 nszuaun13nN198ANITAUYY, UseANENIN, uazilsed@nsnaradnis
Unumnng

OMS2.2 n9z19un19N193ANIINIIAANITLATRTNEIgLINN 1

OMS2.3 m‘zmuﬂf]iﬂf]ﬁmmmmwLLqméﬂuﬂﬂ?ﬂﬁu‘?}miﬁﬂ@ﬂmﬁﬂ uazalip
Uaansdie 4m3uyAaIng

OMS2.4 nseuqaun1eNI9LEMNIANINAB LN INA

OMS2.5 n3z19un19n19L3 WA NLA LS



PERFORMANCE




Organizational
Strategy
Outcome Vision, Mission,
Business Result and
A Corporat
rporate Customer Result
Strategy
Output . Processes and
KP] Business Strqtegy Activities

People, Technology,

Input

< Functional Strategy

Compliance and
Others

E cascade

a J Y LY a Y ¢
A HEIUYIAN ’Jmﬂzﬁ“lﬂ‘lnfmm
v A ¢
mlemailSuilys (WOAIAN 1T Kl
o Temai)5ulsv/ *  wavziiluedals
NI o azussglmsela
*  JaMAuANNAINTY o azxlSulyeeddls

RS 1EH HASNUNIHNAN SAVTIHIH 28AIND
1 1w o lasina

INTH HATNUNIUNAMIAUTUITY FI8AI D
thunas wu ey

T

INTEH HATNUNIUNAMIAUTUITY F28AIND
v <
g9ga 15U Nnaanti

4

Tannag

Lesson Learned + Best Practice




WESTERN INFORMATION TECHNOLOGY SERVICES (ITS) - s 5’:;:3
STRATEGY MAP: 2015 - 2020 B Sestzes

o o @ = o oo MISSION
1 6ﬂq I g{]’] L3p TN @ ¢IN ﬂu We provide exceptional technology solutions, resources and services to support students, faculty and staff within the Western Community.
VISION

We are Western's preferred technology partner, leveraging current and emerging technologies to inspire and advance extraordinary teaching, learning and research outcomes.

STRATEGIC ITS OUTCOMES

TUDENTS WILL: FACULTY WILL: ADMINISTRATIVE STAFF WILL:

And, anticipate
and meet the
needs of the

Be enabled with the necessary tools and technology to perform
their roles, including timely access to shared services, critical
information and analytics to support planning and decision
making

ANNENTANRHT

+  Be empowered to connect, communicate, collaborate, learn and .
contribute to academic communities, on campus and beyond

Be supported to integrate technology with research and
pedagogy to advance academic outcomes

PEOPLE we serve, +  Be able to leverage technology to confidently achieve desired +  Be able to effectively connect, communicate, collaborate and . B dt icate. collaborate. | d
learning outcomes and be prepared for their chosen career contribute across multiple communities, disciplines and borders € ir\jg)otwire (é(oqnect, comr@tynlca €, cotabora ée,bearn dan
»  Feel engaged and involved in university life »  Feel supported in the production and dissemination of research contribute to acacemic communities, on campus and beyon
+  Feel supported in the efficient and effective operation of
Western administrative functions
¥ ]
T lasansndmany
mq rJ ﬂ LL Nuqqu ﬂ o —_— Cyber Security Risk .
Strategic Infrastructure . Leadership & Resource Communications & Project Management Management Data & Information
N Customer Service . Collaboration Management
Partnerships Management Innovation Management

AATIANSZLIUNITN Y

o ale w Yo a
AVEIAAIUETLLITNNS

We will forge strategic
partnerships across
the Campus and

) beyond.
So we can operate

We will efficiently

manage complex

IT infrastructure
systems.

Excellence

We will deliver
excellent customer
service.

We will cultivate
an environment of
IT Leadership and

Innovation.

We will effectively
coordinate and deploy
skilled central IT

resources.

We will facilitate
transparent
communication, and
collaboraticn across

We will seamlessly
integrate Project
Management best
practices into IT
solutions delivery.

We will champion
Cyber Security and
Information Risk
Management best
practices across the

We will provide
technelogy support to
Western's Research
Data and Information

EFFECTIVELY and
with EXCELLENCE, W

across the institution
to understand needs
and create high value
campus technology
solutions
. Develop synergistic
relationships with
key IT venders and
other University and
Higher Education
organizations

Build a secure and
stable IT infrastructure
that is able to support
the evolving Campus
needs for learning,
teaching, and research
Develop standardized
processes to efficiently
and effectively manage
change

learning, research,
and administrative
IT solutions that
effectively meet

the needs of our
customers

Provide a dynamic
and responsive user
experience in all ITS
services

Foster T thought
leadership and
collaboration across
the Campus IT
community

Create mechanisms
that encourage
innovartion and
exploration of new
technologies

Improve workload
capacity planning
processes to enable ITS
employees to maintain
an appropriate work-
life balance

Align skills
development and
recruiting with
strategic IT priorities

transparent two-way

communications within

ITS and across the
Campus

Actively engage

in multi-channel
Campus community
communications
mechanisms and
forums

BUILDING FOR SUCCESS

Project Management
discipline into our
delivery of IT projects
that provide new
capabilities for
Western

Prepare for and
actively manage
change resulting
from new IT service
implementations

the Campus. Campus objectives.
Proactively engage * Work closely with
and build relationships Deliver contemparary . Facilitate Develop and embed Deploy palicies, Western Libraries

procedures and
systems that
proactively protect
Western's critical
Information systems
and assets
Continuously promore
Cyber Security
education and
awareness across
Campus

1o facilitate easier
on-Ccampus access
to research darta,
infrastructure, and
tools

*  Enable Western to
leverage external
regional and national
Digital Research
Infrastructure
initiatives wherever
possible

We will develop a collaborative culture that
fosters continuous team learning, accountability,
the pursuit of excellence, and pride in our
collective contributions to Western.

We will ensure ITS employees have the required
tools and support to enable them to effectively
deliver value-added IT solutions and services to
Western.

We will attract, develop, and recognize ITS
employees who have the talent, competencies
and motivation to enable Western to succeed.

We will develop a consistent set of Information
Technology standards, policies and best practices
to efficiently guide our daily work.

STRATEGIC RESOURCE AND INVESTMENT PRIORITIES

We will invest in new engagement
and communications mechanisms to
facilitate continuous improvement
of bi-directional campus IT
collaboration.

GUIDING BELIEFS

Information Technology can fundamentally transform and enhance teaching, learning, and research at Western.
ITS employees will be supported and prepared to carry out their work in a highly complex and rapidly changing environment.
The voices and needs of our stakeholders will inspire and guide our work and priorities.
We will forge strong working relaticnships with all members of the Western community in order to be successful. We cannotwork alone.
The better we communicate and collaborate, the greater the results will be for ITS and Western.

(24 alyv ¥ a
AYTIAAIUNITIIRILILTZ UL

We will develop training and
personal enrichment plans for ITS
employees that are strategically
aligned to enable their future
success at Western.

We will invest in resource capacity We will invest in standardized
and workload planning mechanisms | business processes that can scale o
to efficiently deploy ITS staff meet the full spectrum of campus
resources. requirements.

We will actively solicit opportunities
to engage with others on Campus
to assess and evaluate new and
innovative technologies.

We will carefully balance Cyber
Security risks with new technalogy
opportunities in all of our Informa-

tion Technology decisions.

We will invest in the necessary
departmental tools and resources to
enable our employees to efficiently
and effectively perform their roles.

Q qu ¥ ) |4 o @
AITINMIUNGTELLE UADLNAL
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7.1 WAANSATUNSISBUIVDIHISHY LAazATUNSZUIUMS (Student Learning

8/

and Process Results): Nﬁﬁﬂﬁﬂ'\ﬂﬂ']?ﬁﬂﬂ‘iﬂﬂﬁﬂl’iﬂu LAazHANSANUUNIG
vaenszuaumsiluadiils (120 AzLUY)

n. naﬁwﬁﬁ'ﬂunﬁEs'Huﬁﬂuaar_;l'ﬁ'Huua:ﬁﬂuu%nﬂiﬁlaimﬁuﬂnﬁ'ﬂ (Student LEARNING and
CUSTOMER-Focused Service RESULTS)

HAANSAUNIIUIUNNIGIL3 TS euRRsls
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7.1 HAAWSATUNSISEUIVDIHISHY LAazATUNSTUIUMS (Student Learning

- 4

and Process Results): Naé”wsmun'msauwaamsuu LAZHANISANUUNNG
vaanszmun'\sv‘i‘luad'\a'l‘s (120 AZLUY)

9. gaansatudszansuavonszurun1sniany (WORK PROCESS EFFECTIVENESS
RESULTS)

(1) dszansnuwazdszansuavoanszuaunis (PROCESS EFFECTIVENESS and
Efficiency)

paansaulszansninuazUszansuavaanszurunisnoezls
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NTZUIUN qu*mwmﬂrg LAZATZUIUNTAT auuwaﬂﬂmﬂaaﬂi TUVIANARNIATUNAR NN
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7.1 HAANSATUNSISEUSVRIHISIU uAazATUNSZUIUMS (Student Learning

and Process Results): Naé'wsmumsmmwaamsau LAZHANISALLUNNS
YasnszuruMstduagngls (120 asuuy)

qd. (2) amulasansuaznismssuniousanizanidu (Safety and Emergency
Preparedness)

s & 5 L = | 5 1 = =
uaansAumulasnny uaznistassunsouRantzanidufsnzls
waﬁwﬁmaaﬁﬁmﬁaﬁﬁi’ﬁﬁﬁﬂﬁmﬁ’mﬂi“ﬁw%wﬂmwwmwﬂaamﬁﬂ IGE

MaeIsuNIauYssEa Ui UlloAuAENUA MIizendu waznzwandudy q Aoozls
A ENSENTLmNAN T umaTiRaagels ()

A. HAANSATUNITINNTSIATT 1w UNIU (Supply-Network Management RESULTS)
HAANWSATUNITINNASIATOTIEUNT Aoasls
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1.2 Naé'ws‘a”'mgnﬁﬂ (Customer Results): HAANSNISANTUNISAIUNG
datiugnAnluagiils (80 Azuuw)

n. HaansAunisyaiugiSeunazandingudu (Student- and Other CUSTOMER-
Focused RESULTS)
(1) H'ﬂuﬁaﬂa"lawmﬁf%'ﬂuuaﬁﬁnﬁ’ﬂna:ﬁu (Student and Other CUSTOMER

Satisfaction)
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Jusdils
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wazU3nET nauvegluLazanANGNBY uazduRaR (*)



7.2 Naé'ws‘n"wgnﬁ'\ (Customer Results): HAANSNISANTUNISATIUNIS
sjatiugnAnluagnils (80 Azuuw)

(2) mmqn*ﬁuwaqﬂjl,%'ﬂuua:ﬂnﬁ’ﬂna;u%;u (Student and Other CUSTOMER
ENGAGEMENT)
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7.3 WAANSAIUUAAINS (Workforce Results): HaN1SALUNISATUNNSH LTI
uaansiiazlsung (80 AzuuL)

n. HAAWSATUN1THILIUYAAINT (WORKFORCE - Focused RESULTS)
(1) YamrnudruIsanazonsIn1asunains (WORKFORCE CAPABILITY and
CAPACITY)

w oW ol e o o =i o
HAANSATUTAAIMUATUNTALAZEATINNAIYAAINT HozlsUns
HadNWsYaIAlavI A2 g daildAg A 1ulanlNua U TaRAZaRIIANAIYAAINT

TN UIUYAEIN T LULABZANHIZITL/T2AU Lazinw Aunnzauilozlsine uadwimanil
wansinaduegnals muauvaInvaty nayl wazdszinvvaiyaaing (%)
(2) ussgInNrAn1INI9TL (Workplace Climate)
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7.3 WAANSAIUUAAINS (Workforce Results): HaN1SALUNISATUNNSH LTI
uaansiiazlsung (80 AzuuL)

(3) H?ﬂﬂﬁﬂﬁuﬂﬂﬂqﬂmﬂﬁ (WORKFORCE ENGAGEMENT and Retention)
HaanSATuANHNTILYaIYAATNSHazlsUn

a Ll ar omr = LT ar o= 0 wr B = 1=y ]
uaansvas iavzemdinfianaymuauiiele mnulifimels mirsedua
AnuENTuYetyAaInsliolsun nadwsvarunnaeiuegulimuanuanvaty nay
Lazyszinnyasuaang (%)

(4) naswauyAans (WORKFORCE Development)
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