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DRIVING PERFORMANCE

Leading Culture Outcome Improvement Analysis Guide

Leading
Culture

Product

driving
performance

That which is
produced to

deliver the value
proposition

Product

Service

Service Process

Method &
standards of
delivery of value
proposition

Employee
understanding of
the product
specifications and
its end use

Production pathway
leading to outcome

Organisational
interface with
the customer
resulting in the
customer
experience

Human element of
the customer
experience

Set or agreed steps
or actions to deliver
the customer
experience

Employees of
the organisation
along the value
chain. Risk
tolerances are
understood

Employee decision
points & approved
actions along the
value chain

Process

All processes
involved in the
value chain.
Compliance
standards
inbuilt

Controls

Series of checks to
ensure product
remains within
accepted
tolerances

Production tools
used by employees
to create and
deliver product

Series of checks to
ensure the desired
customer
experience is
delivered

Automated steps or
sequences in the
customer
experience

Supervisor -
subordinate
relationship that
reviews
performance along
the value chain

Employee
management of
and data input to
supporting systems

Business Process
Management
(Process House)

Automated tools
that lead the
employee or
customer along the
value chain

Non - people

System design &

resources interrogation to
deployed to ensure most
deliver or efficient possible

support the
value chain

operation

Control

Supervisory
oversight to
ensure value
chain remains
within accepted
tolerances. Risk
& Compliance
standards
enforced
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