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Organisations today are experiencing 
more change, having to deal with more 
information, required to improve performance 
to new levels and having to do so with 
fewer resources and a much more dynamic 
workforce. The world economic environment 
has only increased these pressures.

Almost every day there are news reports 
of organisations (even schools) declaring 
bankruptcy, going into voluntary administration 
and simply closing down – employees laid 
off with little notice. Large corporates, even 
household recognised brands, are seemingly 
not immune. While some claim world and 
macro-economic dynamics are to blame, 
many are simply the result of an inability to 
manage their performance in the context of 
their environment.

This report brings together a unique 
combination of professionals from different 
perspectives of performance improvement. 
Each with considerable depth and breadth 
of experience in their chosen disciplines, 
they have been drawn together through 
a common set of philosophies, concepts, 
theories, values and beliefs. Importantly, 
they have all observed that, while there are 
numerous contemporary approaches to 
performance improvement, the majority are 
applied with little or no understanding of the 
underlying foundation principles from which 
their true value would be fully realised. 
This has resulted in the fad-like nature 
of new improvement methodologies that 
cycle around corporate, government and 
education sectors.

In this report we look to reinforce 
the proven foundation principles and 
approaches to improving performance. 
For some, this will provide a reminder of 
the key sustaining factors of performance 
improvement. For the majority, we expect 
it will provide new insights into personal 
and enterprise improvement. This report 
provides numerous models, methods, and 
tools to assist organisational change agents 
in planning and implementing strategies for 
sustained performance improvement.

Insights and practices
This is an evolution of the 2008 report 
Business Process Management – Insights and 
Practices for Sustained Transformation.

Business management and improvement 
references tend to focus on specific disciplines 
or methods to describe the means by which 
executives might improve performance in 
their organisations. As a result, executives 
often have libraries of texts describing various 
approaches, research, case studies, models 
and methodologies. Having been exposed 
to and involved in various ‘transformation 
efforts’, the authors of this report have similarly 
developed their own unique perspectives on 
managing, improving and sustaining business 
performance. They have shared their insights 
and perspectives to develop a broader 
approach to improving and sustaining 
business performance without losing any 
depth on each discipline, and developed an 
overall performance improvement model from 
their collective experience.

Executive summary
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The authors are all:

Seasoned professionals, ensuring real-��
world relevance and insight;
Thought leaders in their chosen field, ��
ensuring a strong research base to the 
content; and
Change agents who apply and refine ��
their knowledge and experience across 
all industry sectors, ensuring relevance to 
a broad audience.

This report draws on the strengths of each of 
the authors’ complementary perspectives in 
creating a better, more holistic, consumable 
and integrated reference, which is the 
differentiating strength of the report.

Systems thinking as a unifying theme
This report will assist the reader to:

1.	 Effectively visualise and communicate 
key elements of their enterprise to 
senior executives;

2.	 Understand the change process from both 
personal and enterprise perspectives;

3.	 Sustain process improvements through 
the practical integration of process 
improvement methods and tools with 
process management methods and tools;

4.	 Take a strength-based approach to 
traditional process improvement and 
change management;

5.	 Sustain performance improvement 
through the application of theories of 
learning and motivation.

Chapter 1: Visualising the enterprise – 
Developing shared understanding
Whatever view of the enterprise is the 
predominant model shared by the executive 
leadership is the model that will be used 
as the basis for managing and improving 
performance. The organisation chart 

describes only how you are organised to 
achieve business outcomes – it does not 
describe how those outcomes are achieved.

To be able to effectively manage and 
transform an enterprise, the executive 
leadership team must have a shared view 
of how to visualise the enterprise both in 
its current state and in its desired future 
state. Today’s enterprise is a complex 
socio-technical system and, as such, 
requires the visualisation of the social 
and technical elements and their inter-
relationships. Systems theory forms the 
backdrop for more contemporary models 
of enterprise characterisation including 
enterprise architecture, organisation structure 
representations and the ever-present need 
to have governance structures that coalesce 
whatever predominant model is used as 
the basis for representation. In this chapter 
we discuss communicating complex issues 
and solutions to the board, MD/CEO and 
C-level executive. Topics covered include:

Visualisation and communication;��
Enterprise maturity; and��
Cultural archetypes.��

Chapter 2: Changing the enterprise – 
The change process
To improve requires change and change 
management methodology that must be 
principles-driven and adaptable. Enterprise 
maturity should inform the change 
intervention required.

Change management methods are 
often seen as the ‘soft side’ of enterprise 
transformation. Drawing upon her 
considerable experience in leading change, 
Kimberly dela Cruz Odom presents 
a contemporary approach to change 
management. Looking at personal change 
alongside enterprise-level change provides 
the reader with an understanding of how to 

VI
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make organisational change sustainable by 
making it personal. Topics covered include:

Managing change;��
Personal change; and��
Enterprise change.��

Chapter 3: Managing to improve – 
Process-oriented improvement
Improve only what you can manage – the 
sustainability of any process improvement is 
a function of the ability of the enterprise to 
manage processes on an ongoing basis.

BPM sets out to synthesise ideas from 
IT development, process improvement and 
change management. However, many 
current practitioners of BPM have had limited 
exposure to process improvement thinking 
and methodologies. In this chapter, Robert 
Lamb provides a rationale for integrating 
process improvement approaches into BPM 
to improve the effectiveness and robustness 
of BPM programs to sustain performance 
improvements. Topics covered include:

Business process management;��
Process improvement methodology; and��
Variation.��

Chapter 4: Improving through engagement – 
People-centric improvement
Only through engaging people in the 
constructive analysis of the current state and 
the design of the desired future state can 
employee satisfaction be increased as a 
result of any transformational intervention.

In this chapter, Jeremy Scrivens considers 
how to engage employees in using a strength-
based approach to process improvement 
and change. This is contrasted with the 
deficit-based approaches of recent years 
(Lean and Six Sigma) and uses survey data 
and case studies to illustrate why focusing 
on the emotional dimension of change is a 

necessary adjunct to the traditional rational 
methods. Topics covered include:

Appreciative inquiry;��
Engagement at work; and��
Technical and adaptive change.��

Chapter 5: Learning to improve – The 
value of improvement
To improve is to change and to change is 
to learn. Only through engaging people 
through a holistic framework of knowledge, 
psychology, systems and variation can true 
learning take place.

This chapter recognises that the way 
in which executives approach enterprise 
management in their professional life is first 
and foremost the result of what they learnt 
throughout their educational life. Here we 
explore the way in which we are taught and 
learn as the basis for understanding the 
ways in which organisations tend to behave. 
Acknowledging that the education system is 
a precursor to the management systems we 
seek to improve, Jane Kovacs and Michael 
King re-focus the reader on the importance 
of intrinsic motivation and learning as central 
to breaking the dysfunctions of modern 
organisations, and the bases for sustained 
improvement. They discuss Deming’s System 
of Profound Knowledge as an essential 
capability. This provides the reader with a 
way of re-learning. Topics covered include:

Learning theory;��
Intrinsic and extrinsic motivation; and��
Managing learning systems.��

Common themes are cross-referenced 
throughout the report.
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