
CHAPTER III

ABC Change Management by Blueprint for Change Approach

T his chapter is intended to g ive  the overall picture o f  the com pany (H olistic  
Plan). First, it d iscu sses about the change in organization and B lueprint for Change  
applicable at the com pany. It then describes the process o f  the blueprint for change to 
create h o listic  plan started w ith  operation an alysis thru v is io n , strategic issu e, goals  
and ob jectives, organization  structure, organization culture then consolidate it the 
h olistic  plan.

3.1 Change management by Blueprint for Change Approach

A B C  needs to d ep loy  com pany strategy to the m anufacturing plant and the 
supply chain  to react to com p etitive  pressures and the ev o lv in g  m arketplace. This 
process requires ch an ges in the w ay A B C  operate but all o f  the operational changes 
are proven techniques used  by other com panies m aking fitn ess for use and im plem ent 
accordingly. The k ey  technique that the com pany selected  to handle this change is 
Blueprint for C hange T echnique because o f  fo llo w in g  reason:

•  The technique w as d evelop ed  by various group o f  p rofession a l and sp ecia lize  
p eop le  from  reputation universities and organizations

•  The technique w as accepted  to using as a roadm ap to d evelop  the Thai Public  
Sector w h ich  b en efit to Thai p eop le , by The O ffice  o f  The Public Sector  
D ev elo p m en t C om m ission  com m ittee (the c h ie f  ag en cy  prom oting continuing  
d evelop m en t o f  Thai Public Sector for sustainable results)

•  A p p licab le  and su ccess for non-governm ent organization
•  B ase on  A B C  top m anagem ent analysis, the technique applicable w ith  A B C  

organization , cover and fit w ith  this scop e o f  w ork (Strategic D ep loym en t  
P rocess)
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•  The p rocess and propose o f  B lueprint for Change get along w ith  the A B C  
direction  in order to d evelop  the organization  to be cope and handle 
e ffec tiv e ly  w ith  the m ore com p etitive environm ent and m arket pressure

C hange m anagem ent process training has been  conducted  to all A B C  
M anagem ent and em p lo yees to overcom e e ffec tiv e  changes m anagem ent 
im plem entation  and adoption to n ew  techniques and too ls.

Leadership through Change

A B C  P resident and CEO , said that since b ecom in g  A B C ’s president, his 
primary ch a llen ge  has been  creating a culture in w hich  p eop le  focu s on  w here they are 
go in g , instead o f  w here they have been  -  a culture that readily em braces change. “Our 
busin ess is not easy  and never w ill be easy. T ech n o log y  in  general isn ’t ea sy ...a n d  it’s 
an environm ent that’s h igh ly  com petitive. It’s an era o f  change. E v eryo n e’s got to  
b asically  accept change as an everyday even t and b e liev e  that it ’s a good  thing.” 
H aving the ab ility  to  be flex ib le  and open  to change m ade the d ifference. “Just go  
back to the b asics, gather the facts and get smart p eop le  around. D o  the analysis, 
layout the plan and be prepared to m od ify  the plan and go  execu te  it.”

D ram atic sh ifts in the work environm ent m ean that em p lo yees have to adapt to 
a cultural environm ent that holds em p lo yees accountable for results, rather than effort. 
W hile yesterd ay’s jo b  m arket dem anded loyalty , adequate jo b  perform ance and the 
ideal o f  w ork ing for one com pany for an entire career, to d a y ’s w orkplace expectations  
are different. T o d a y ’s w orkplace focu ses on loya lty  to the custom er, jo b  exce llen ce  
and the fact that em p loyers try to provide career -  d evelop m en t opportunities in order 
to retain em p lo yees. “The w h o le  thing is leading change and b ein g  com fortable w ith  
change, execu tio n  is w hat m atters and p eop le , today, are really  focu sed  on  results. 
A verage perform ance is not okay. A B C  needs to be striving for ex ce llen ce  across the 
board.” H e a lso  added that it is important for all em p lo y ees  to understand the 
dynam ics o f  the changing m arketplace and the com p a n y’s com p etitive  position . It’s 
different w orld  today. It’s global. It’s not m ore com p etitive  and y o u ’d better be 
responding to your custom ers. I f  you  had to think o f  tw o  th em es, think o f  tim e-to-
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m arket leader and cross functional team s w ith  b est-in -c lass quality ,” H e said “W e’ve  
strategy and d irection  and w e  have to keep execu tin g  it.”

Company’s Weakness Point

A ccord in g  to the study, w hat A B C  lack behind com petitors is tim e to market 
as A B C  president and c h ie f  execu tiv e  o fficer  stress in his organizational d irection and 
he put focu s on  it as top priority in  the com pany ob jectives statem ent. The researcher 
then find out w h at’s the sign ifican t o f  being a tim e to m arket leader or what is the 
d ow nsid e o f  b ein g  secon d  or third to market. The results as published  in A B C  internal 
com p etitive  an a lysis report sh ow in g that there is a very tangible com p etitive and 
financial advantage o f  being the first to market. In general, the com p any w ill receive  
50 to 70  percent o f  an O E M ’s business. Second-to-m arket com p anies w ill receive  
about 25 percent o f  the O E M ’s business and the third-to-m arket com panies w ill 
receive about 15 percent. There is a narrow market w in d o w  for d isc drive. It opens 
w hen a com p any sh ips the first drive and starts c lo s in g  w h en  the com petitor ships a 
com parable product.

Company ’ร Strong Point

A B C  attributes its su ccess to a sound business strategy and excep tion a l strength in 
technical com p eten cies. The core o f  this su ccess lie s  in a few  k ey  beliefs:

•  O w ner o f  tech n o log y  is necessary to rem ain on  the leading ed ge o f  product 
evo lu tion  and m arket acceptance.

•  O w nership  o f  m anufacturing assets is n ecessary to  ensure that state-of-the- 
art p rocesses and equipm ent are available for production

•  O rganizational structure m ust perm it e ffic ien t and flex ib le  d ecisio n ­
m aking.

Building a business based on these beliefs has brought ABC a successful
combination of talented people and an expanding technology base that continues to
enhance its leadership position. It is a company with vision, innovation and one of the
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largest com m itm en ts to research and d evelop m en t in the in form ation storage and 
m anagem ent industry today.

3.2 Create Holistic Plan by Blueprint for Change Approach

The h o listic  plan w ou ld  help top m anagem ent enhance their organization, to 
illustrate overall organization  m anagem ent, relation b etw een  each  issu e in the 
organization, too ls , techniques and direction o f  strategic m anagem ent to achieve  
com pany target e ffec tiv e ly . There are three steps to create the h o listic  plan as 
illustrate in  figure 3 .2 .1 , the figure w as d evelop  by A ssistan t Professor Dr. Pasu  
Dhacharin D epartm ent o f  A ccou n tan cy Faculty o f  C om m erce and A ccountancy, 
C h u la longk om  U niversity .

The first attribute listed  by T hom as Peters and R ober W aterm an1 as d istinctive  
o f  exce llen t and in n ovative com panies is related to the corporate v ie w  o f  strategic 
im plem entation . In order for an organization to ach ieve its ob jectives, it m ust not on ly  
form ulate but a lso  im p lem en t its strategies e ffec tiv e ly . I f  either o f  these tasks is  
poorly d one, the result is lik e ly  to be failure o f  the overall strategy.

Create the link betw een  
Strategy and W orking Plan

ร______________________________________ 4

Figure 3.2.1 H o listic  Plan P rocess

1 Thomas J. Peters and Robert H. Waterman, Jr., In S e a rc h  o f  E x c e lle n c e  (New York: Harper & Row 
Publishers, 1982), pp. 13-14.
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S u ccess is the m ost lik e ly  outcom e w h en  an organ ization  has a good  strategy  
and im p lem en ts it w e ll. A ll that can be done to ensure su ccess has been done. 
E nvironm ental factors outside the com p an y’s control, such  as com p etitive  reactions or 
custom er ch an ges, m ay still m ake a strategy u n su ccessfu l. H ow ever, organizational 
ob jectives have the best chance o f  being achieved .

From  the H olistic  Plan P rocess, the tw o green rounded rectangle box  
(C om pany A n a lysis  and D efin e C om pany D irection  and Strategy) w ere done by  
Corporate M anagem ent and use for all A B C  plants. The red rounded rectangle box  
(Create the link b etw een  Strategy and W orking Plan) is tasks for each  plant, w hich  
need  internal an a lysis and con solid ate its up to be individual (plant) ho listic  plan. 
A ccord in g to this p rocess, internal analyses are described  as fo llo w in g  topic.

3.2.1 Analysis Company Direction

C om pany vision, strategic issues and strategies w ere an a lysis and identified  
by corporate m anagem ent, these three item s using for all A B C  plants since design  
centre thru m arketing and sale o ffice , operation o ffice  (procurem ent, planning, 
docum entation , finance and accounting), m anufacturing plant and outsourcing logistic  
shipm ent.

•  V ision : target to be a leader in quality, has a lon g  term relationship w ith  
custom ers and suppliers and generate profit to shareholder

•  Strategic Issues: to satisfied  cu stom er’s requirem ent and d evelop  people  
and organization  tow ard com pany profit

•  Strategies: TQ M  identified  to cope w ith  a leader in quality target, CRM
to cop e w ith  create a long term relationship  w ith  custom ers and suppliers 
target, K M  to cop e w ith  organization d evelop m en t and L ow  C ost 
m anufacturing to cop e w ith  generate profit to shareholder target

The d ifferen ce b etw een  each particular plant is the goal. For A B C  Thailand  
M anufacturing plant, operation goal and m easurem ent w ere d efin ed  by Board o f  
D irector and m anagem ent team  for year 2005 . It w as announced  in quarterly m eeting, 
D ec 20 , 2 0 0 4 , in the form at o f  B alance Scorecard T heory as illustrate in T able3.2 .1 .
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There are sev en  goals supported to strategic issu e  num ber one (T o satisfied  
custom er’s requirem ent), target to increase production perform ance in every angle  
such as unit cost reduction, productivity im provem ent and enhance quality o f  product 
and service. A nother tw o  goals supported to strategic issu e num ber tw o (D evelop  
people and organization), focu s in hum an capital d evelop m en t and build up 
organization k n ow led ge m anagem ent. To ach ieve these go a ls , the m anagem ent team  
confident that the ou tcom e w ill drive the com pany su ccess according to the target.

The goals and m easures o f  the scorecard are derived  from  corporate strategy in 
four p erspectives: financia l, custom er, internal b u sin ess p rocess and learning and 
grow th. T able 3 .2 .2  dep icts the overall com pany direction includ ing o f  plant goals and 
KPIs.

Financial Perspective Customer Perspective
GOALS MEASURES ( J o  2̂  พ̂, MEASURES

1. Reduce unit cost - Reduce cost per 
unit by 5% every 
quarter through 
productivity 
improvement

1. Improve product 
quality
2. On time delivery 
to customer
3. Provide good 
relation with 
supplier and 
customer

- 500 DPPM defect rate at 
customer incoming
- 99%  on time delivery to 
customer demand
- Quarterly customer and 
supplier visit to review each 
side scorecard and provide 
improvement actions, target 
set to be number one supplier 
on top 3 major customer in 
one year

Internal Business Perspective Innovation and Learning Perspectives
GOALS MEASURES GOALS MEASURES

1. Increase number 
of inventory turns

2. Improve 
manufacturing 
base on production 
performance

3. Optimize 
production 
schedule

- Benchmark 
industry average on 
the same business 
and strive toward to 
be in top 3 position 
in one year
- Improve OEE by 
10% from base line 
year 2004
- Implementation of 
ERP, supply chain 
and JIT

1 .Improve employee 
technical and 
management skill set 
2. Improve TOEIC 
score and English 
skill

- Conduct yearly training 
need survey according to 
corporate strategy, conduct 
in-house and outside training 
to boost up employee morale, 
technical and management 
skills
- Implement knowledge base 
database to share best 
practice among employees
- Increase individual TOEIC 
score by 10% base on 
previous test result

Table 3.2 .1: A B C  า"hailand O peration G oal 2005



ABC will be the global quality 
leader in its products, services, 
technologies and business 
conduct. We will have world- 
class employees, long term 
partnerships with our customers, 
suppliers and communities and 
will deliver superior financial 
return to our shareholders.

Objective:
1. Become an Employer of Choice

2. Develop strategic relationships 
with Key Customers

3. Provide Best-In-Class Product 
and Process Quality
4. Create World-class 
Manufacturing Processes
5. Lead the Industry in Key
Technologies___________________

1. To satisfy our 
customers' requirements by 
providing world-class 
products and services.

2. Accomplish through 
investments in people and 
technologies that generate 
sustained profitability.

1. Reduce unit cost
2. Improve product quality
3. On time delivery to customer
4. Provide good relation with 
supplier and customer
5. Increase number o f  inventory 
turns
6. Improve manufacturing base 
on production performance
7. Optimize production schedule

8. Improve employee technical 
and management skill set

9. Improve TOEIC score and 
English skill

Reduce unit cost by 5%
DPPM < 500
99% on time delivery
Number one supplier on top 3
major customers
top 3 position, benchmark on
the same business
Improve OEE by 10% from
base line year 2004
Implementation o f ERP,
supply chain and JIT

Implement knowledge base 
database to share best 
practice, conduct training 
class for both in and out-site 
factory for all employee
In c re a se  in d iv id u a l T O E IC  s c o re  by  
1 0 %  b a se  o n  p re v io u s  te s t  re su lt

1. TQM
2. CRM
3. Knowledge Management
4. Low Cost Manufacturing

T able 3 .2 .2 : O verall com p any d irection

tock
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3.2.2 Goals Analysis

The fin d in gs presented in  this analysis reflect the op in ion  o f  A B C  Thailand  
M anagem ent team , con sistin g  o f  total 10 m em bers as fo llow in g:

1. M anaging D irector
2. D irector o f  E ngineering Departm ent
3. D irector o f  Q uality Departm ent
4. D irector o f  P roduction  Departm ent
5. D irector o f  H um an R esources Departm ent
6. E n gin eerin g M anager
7. Q uality A ssurance M anager
8. Production  M anager
9. H um an R esou rces M anager
10. Procurem ent M anager

The an a lysis and d iscu ssion  o f  the findings m ain ly  focu s on  department 
ow ner, exp ected  b en efit and restriction o f  each goal. The team  has se lected  the 
Historical-Comparative Research Method and used  a qualitative data for this 
analysis. The d istin ction  b etw een  old  generation and n ew  generation  o f  A B C ’s 
Strategic M anagem ent P rocesses (Im plem entation and C ontrol) are the key focus o f  
required inform ation. The team  needs to clearly  understand w h y and h ow  they  
perform ed, w hat are the relevant factors both internal and external should  be 
considered  and im pacted  to the m anagem ent d ecisio n  m aking on  running the business  
in the current co m p lex  and com p etitive environm ent.

Data Collection Method, H istorical-C om parative R esearch  is a pow erful 
m ethod addressing b ig  questions. So the team  finds the general questions and answ er  
on the Strategic D ep loym en t P rocess by gathering all related answ ers from  various 
secondary sources (H istorical & R ecen tly ), the general questions are:

W hat are the purpose(s) and ob jective(s) o f  the organization?  
W hat is the organization presently going?
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•  W hat critical environm ent factors d oes the organ ization  currently face?
•  W hat can be done to get m ore e ffec tiv e ly  ach ievem en t o f  organizational 

ob jectives in  the future?

Research Analysis Method, from  the gathered qualitative data, the team  has 
analyzed  historical and recent inform ation against related theories, and determ ines 
w hat are the d istin ction s, e ffec tiven ess o f  the A B C ’s Strategic D ep loym en t Processes  
in term o f  Im plem entation  & Control P rocesses b etw een  o ld  and n ew  generations o f  
M anagem ent.

The team  also  provides inputs score w eigh tin g  and recom m endations what, 
w h y and h o w  th ey  shou ld  be. T hese are based  on  The T ea m ’s op in ion s and 
exp erien ces w h ich  w o u ld  m ore or less  b en eficia l for all readers w h ile  they apply on  
their current organizations.

The an a lysis criteria for both exp ected  benefit and restriction o f  each goal are 
from the B lueprint for C hange T echnique approach. The criteria w ere accepted  by the 
team  as its cover the p ro cess’s issu es in general p erspective. Expected Benefit Portion, 
con sistin g  four criteria assessors w hich  are support m ission , productivity, quality and 
e ffic ien cy , the h igh est score represent the m ost b en efic ia lly  and supported goals. 
Restriction Portion, con sistin g  o f  five  criteria assessors w h ich  are process, 
tech n o logy , structure, hum an capital and others. A n y  goals got the mark on  any 
criterion that’s determ ine there are som e problem s or issu e n eed  to im prove and fix  in  
that criteria. T he an a lysis result is sum m arized in T able 3 .2 .3 .

Restriction Criteria Scope for Company Goal analysis:

•  Process: the hold  m anufacturing process contained  7 m ajor processes  
includ ing o f  su b -p rocess, start w ith  receiv in g  raw m aterial com ponents from  
suppliers, the part w ill keep at store w ait for production schedule loading then  
go to un-pack p rocess and setup to be ready to feed  to  support assem b ly  line in  
clean  room . B ackend  p rocess all drive has to pass functional test and visual
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in sp ection  100%  before m ov e to pack and ship to the custom er, depicts in 
Figure 3 .2 .2 .

•  T ech n ology: it’s cover to softw are, hardware, m achine, system , database, 
n etw orking and etc.

•  Structure: it ’s cover the form ation, tem plate, layout, com p osition ,
arrangem ent, construction, organization o f  bu ild ing , production floor, 
production line , store, storage, docum ents, p eop le  w h ich  u sin g in A BC  
com pany

•  H um an Capital: it’s cover training, techn ical sk ills , m anagem ent sk ills, 
com m u n ication  sk ills , team  w orking, sharing, leadership, jo b  description, 
scop e o f  w ork, com p en sation  and benefit, prom otion , jo b  opportunity, career 
path, turn over

•  Others: such  as w orking environm ent, clim ate, p o litica l or legal factors, 
eco n o m ics  and etc.

F igure3.2 .2: M anufacturing process f lo w
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" r„___________ .. วected Benefit .................. Restriction แ ^ ^ ^ ^

Department
Owner Support

Mission Productivity Quality and 
Services Efficiency Score Process Technology Structure Human

Capital others

1. Reduce unit cost All 2 2 3 4 11 o o o
2. Improve product quality
3. On time delivery to

Quality 2 1 4 2 9 o o o
customer Production 4 4 3 2 13 0 o 0
4. Provide good relation with 
supplier and customer Marketing 2 2 3 2 9 0 o
5. Increase number of 
inventory turns Production 2 2 2 2 8 o o o
6. Improve manufacturing 
base on production 
performance Engineering 4 4 3 4 15 0 o 0 o
7. Optimize production 
schedule Production 3 4 3 4 14 o 0
8. Improve employee technical 
and management skill set

HR 4 4 2 3 13 o 0
9. Improve TOEIC score and 
English skill

HR 2 2 2 2 8 o o
Total Score 25 25 25 25 100

T able 3 .2 .3 : G oals an a lysis

น )
o
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3.2.3 Organization Structure and Organization Culture Analysis

S u ccessfu l strategic im plem entation  depends in part on h o w  the organization’s 
activ ities are d iv id ed , organized  and coordinated. The changes that an organ ization’s 
strategy w ill su cceed  are far greater w hen  its structure m atches its strategy.

A B C  have changed  from  d iv isional and functional to strategic business unit, 
m atrix and rem ain functional in com m on  group as sh ow  in figure 3 .2 .3 . M anagem ent 
lev e ls  and personnel w ith in  the organization w ill have to be responsib le for various 
im plem entation  tasks as d efined  in  their strategy and operation plans. Radical 
strategy ch an ges are introduced and spearheaded by the c h ie f  execu tiv e  officer to 
drive the organ ization  w id e  efforts in im plem enting and controlling the strategy.

Figure 3.2.3: A B C  global organization structure

A B C  T hailand organization  has four departm ents, direct report to M anaging  
D irector and one departm ent direct report to g lobal functional unit.

•  E ngineering D epartm ent
•  Q uality Departm ent
•  Production  D epartm ent
•  H um an R esou rces Departm ent
•  Procurem ent D epartm ent (direct report to global Procurem ent and L ogistic  

U nit)
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Culture is the heart o f  a particular group or soc iety -w h at is d istin ctive about 
the w ay  m em bers interact w ith  one another and w ith  outsiders-and h o w  they achieve  
what they do. O rganizational culture is the set o f  im portant understandings, such as 
norm s, va lu es, attitudes, and b elie fs, shared by organizational m em bers.

It is a co m p lex  m ixture o f  assum ptions, behaviors, stories, m yths, m etaphors, 
and other ideas that fit together to define w hat it m eans to work in a particular 
organization. P eop le  at each  organization have learned a particular w ay  to deal w ith  a 
lot o f  com p lex  issu es.

A B C  had a b u sin ess plan to get to vo lu m e the faster and they do not 
n ecessarily  need  to be the first to d esign  the product, a m assive  structure w hich  could  
very q u ick ly  produce a lot m ore than the com petitors cou ld  and get a lot o f  cost out o f  
the product sim p ly  b ecau se o f  the fixed  cost am ortization.

3.2.4 Consolidate Holistic Plan

T o create h o listic  plan for the balance scorecard (goa ls), the pow er o f  the BSC  
is not so  m uch the perform ance indicators but rather the ab ility  to link the goals to the 
strategic intent o f  the com pany. The holistic  plan (B lueprint for C hange M apping) 
clarifies the relationships o f  the three persp ectives in a d evelop m en t manner. It is the 
ou tcom e from  the com pany d irection analysis together w ith  com pany goals analysis, 
organization  structure analysis and organization culture analysis. A B C  H olistic  plan  
as illustrate in  F igure 3 .2 .4  w as created by M anagem ent Team  base on  historical data 
analysis from  each  departm ent.

T o ach ieve  ou tcom e that w ill be p erceived  as the tw o  strategic issu es, the 
organization  m ust have internal capability to m eet custom er requirem ents and the 
d evelop m en t o f  internal capability m ust be able to support the custom er-related  
strategy. In the h o listic  plan b e lo w  (Figure 3 .2 .4 ), the rectangle represent the factor 
for the various p ersp ectives. The arrows represent the supported linkages. Each o f  the 
factors needs at least on e key perform ance m easure to m onitor and control the 
bu sin ess, F igure 3 .2 .5  and 3 .2 .6  illustrate the deta ils o f  each  strategic issu e in term o f  
goals and K PIs.



strategic Issue 1. Strategic Issue 2.
To sa tis fy  our cu stom ers' requirem ents b y  p ro v id in g  w orld- 

cla ssp ro d u c ts a n d  services.
Aooa>nphs.h through investm en ts in 

peo p le  a n d  techno lo g ies th a t 
genera te susta ined  p ro fita b ility .

Provide good 
relation with 
supplier and 
customer

Provide 
desired variety of 

products/ 
services

y  Development of 
monitoring system

Streamline '  Process new machine and
purchasing innovation system

Improve employee 
technical and 

management skill 
set

Improve TOEIC 
score and English 

skill

Competitive Advantage 
of employee and 

company
Effectiveness of 
communication

Provide training 
schedule for each 

employee
Provide lab and 

workshop for English 
Practice &  Test

Provide training class
knowledge, technical knowledge and 
communication skills

Standardization o f 
documents/papers/te 

chnical term in 
English

g |
I II f Facilitate knowledge 

management and 
process improvement

Deep functional 
expertise

Share process 
knowledge 
across units

Development of 
Technology, Networking 

and IT  facilitating
Development o f 

Communication Skills

Figure 3.2.4: ABC Holistic Plan by Blueprint for Change Technique Approach



Reduce cost per unit 
by 5% every quarter 
through productivity

7. Optimize
production schedule ■ *

Implementation of ERP, 
supply chain and JIT

2. Improve 
product quality

\
]. To satisfy our customers'
requirements by providing 
world-class products and

500 DPPM defect rate 
at customer incoming

99% on time 
delivery to 

customer demand

services

3. On time delivery 
to customer

6. Improve
manufacturing base on 

production performance
4. Provide good relation 

with supplier and

Improve OEE by 10% from 
base line year 2004

Quarterly customer and supplier 
visit to review each side scorecard 
and provide improvement actions, 

target set to be number one 
supplier on top 3 major customer

Strategic Issue Goals KPIs

Figure 3.2.5: The First Strategic Issue, Goals and KPI
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2. Accomplish through investments in 
people and technologies that generate 

sustained profitability

8. Improve employee 
technical and 

management skill set

Strategic Issue

9. Improve TOEIC 
score and English skill

Conduct yearly training need 
survey according to corporate 
strategy, conduct in-house and 

outside training to boost up 
employee morale, technical and 

management skills

Implement knowledge 
base database to share 
best practice among 

employees

Increase individual 
TOEIC score by 10% 

bases on previous 
test result

C L  Goals KPIs
Figure 3.2.6: The Second Strategic Issue, Goals and KPIs
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