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Marcel van Assen
Professor of Operational Excellence for Services (TiasNimbas) - Netherland

Posted 3 months ago:  What is Operational Excellence?
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TPM & Lean Annual Forum 2012 Ross Kennedy - President, CTPM Australasia

(C) Copyright 2012 - CTPM Australasia Slide 2



3 Parts to a Business

Finance of Business

Front of Business Back of Business

Sales & Marketing Operations

Front of Business Back of Business

What to Sell
Where to Sell it
How to Sell it

How to make it
How to store it
How to despatch itHow to Sell it How to despatch it 
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3 Parts to Excellence

Business Excellence
Front of Business + Finance of Business + Back of Business

Return on Investment

Operational Excellence
Front of Business + Back of Business

Customer Enquiry to Money in the Bank
Front of Business + Back of Business

Operations Excellence
Back of Business

Raw Materials to Finished Goods
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D 4 t i ht li ith t t ki ff th dDraw 4 straight lines without taking your pen off the page and 
go through all 9 dots

Customers

SuppliersSuppliers
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If ’t id tif d ti tiIf you can’t identify your destination,
how can you map out your journey?
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Zero Breakdowns

Zero Quality Problems

Zero Accidents & Incidents
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5 Level Milestone TPM3 Excellence Award

Operations Excellence Award Process 
supporting the expansion intosupporting the expansion into 

Operational Excellence

2002

Leadership
Capability
Improvement ActivitiesImprovement Activities
Impact
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CTPM Framework for TPM & Lean (TPM3)
incorporating 10 Improvement Activities

1. Safety & Environment Management
10 Process Quality Management

p g p

10. Process Quality Management

4. Operator Equipment 
Management

2. Focused Equipment & 
Process ImprovementP 3. Work Area 

Management ManagementProcess Improvement g

6 New Equip / Area / Product ManagementPS
5. Maintenance Excellence Management

6. New Equip / Area / Product ManagementPS
7. Support Department Improvement

9 People & Leadership Development

CF 8. Value Stream Management

9. People & Leadership Development

P = Production Activities PS = Production Support Activities  
CF = Customer Focus Activities
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1982

Back to Basics

• A Bias for Action
• Close to the Customer
• Productivity through Peopley g p
• Hands-on, Value-Driven
• Stick to the Knitting• Stick to the Knitting
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1985

A desire to be the best, to 
never be anything less y g
than excellent, not just 
because you love 
competition but because 
you love your work.

Wiki Answers.com
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Characteristics of companies that 
are consistently high performers: 

2011

1. A passion for excellence
2. An obsession with satisfying 

customers
3. Striving for perfection
4. Driven by core values
5. Highly self-critical leaders who 

h bl d l th iare humble and leave their egos 
at home

6 A desire to build something that6. A desire to build something that 
will endure forever

7. Complete faith that investing in 
people is the only way to succeed
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1. A Passion for Excellence
2 An Obsession with Satisfying Customers2. An Obsession with Satisfying Customers
3. Striving for Perfection

Glenn Cooper & Dr Tim Cooper

13 August 2012: Herald Sun
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BANPU Spirit4. Driven by Core Values

Banpu’s success to date is attributable 
first and foremost to the skillsfirst and foremost to the skills, 
character and energy of its human 
resources - its people. Likewise, the 
Company’s ability to profit from theCompany s ability to profit from the 
future opportunities, sustain the 
company’s competitive advantages, 
create shareholder value and deal with 
future challenges will also primarily 
depend on the quality and spirit of its 
people.

The Banpu Spirit is a Code of Conduct as well as a source of 
unity, motivation and pride for Banpu’s thousands of people.y, p p p p

Sathidpong Wattanuchit, Ph.D.
Group Senior Vice President - Corporate Services, Banpu Plc.
18 September 2007
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4. Driven by Core Values
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5. Highly self-critical leaders who are humble g y
and leave their egos at home

Does this sound like your boss?
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6. A desire to build something that will endure forever
Cedenco Foods SK Foods: January 2008Cedenco Foods – SK Foods: January 2008

February 2011
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7. Complete faith that investing in 
people is the only way to succeed

Robin Gommers:

people is the only way to succeed

Robin Gommers:
Operational Excellence is a culture that puts the talent of the 
staff in the driving seat and tests the real willingness of the 
management. 
When Toyota helped out several health care companies they 
stated it very nicely "developing nurses before delivering care"stated it very nicely developing nurses before delivering care . 

Do we focus on identifying the development needs of our 
people, then identify the most suitable teams, or 

Do we just select teams based on business needs and use 
th l h h th i d i ?those people who have the required experience?
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7. Complete faith that investing in 
people is the only way to succeedpeople is the only way to succeed

Versus
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Mechanistic Vs Organic approaches to 
O i l E llOperational Excellence

i i i i i fMechanistic is a linear view of the workplace
Treating the workplace like a machine that requires tools to fix

Organic is a systemic view of the workplace
Treating the workplace like a living organism that requires nurturing

Key Learning:Key Learning:

Mechanistic approaches do not sustain

Professor Jeffrey K Liker – University of Michigan
The Toyota Way for Continuous Improvement
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Organic thinking is like 
Th d i d EThermodynamics and Entropy

Entropy can be viewed as the amount of energy in aEntropy can be viewed as the amount of energy in a 
physical system that is not available to do work.

2nd L f Th d i2nd Law of Thermodynamics
Entropy, or disorder, will naturally increase over time

Ice melting in a warm room is a 
common example of increasing 
entropy the water molecules inentropy - the water molecules in 
the ice increase in randomness: 
order leading to disorder
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Thermodynamics and Entropy in Action

When we stop applying sufficient energy, the heat in the water 
dissipates into the surrounding environment, and the water cools down 

i– entropy increases.
The energy level of the water decreases naturally if we do nothing. 
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M h i ti h t O ti l E ll

Thermodynamics and Entropy in Action

I t O t

Mechanistic approach to Operational Excellence

Work Group
Improvement Outcomes

Events focused on 
improvementp
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O i h t O ti l E ll

Thermodynamics and Entropy in Action

Organic approach to Operational Excellence

Small Improvement Outcomes
Work Group

Weekly Improvement Resulting inWeekly Improvement 
Activities focusing on 

developing people

Resulting in 
on-going improvement 
and sustained results
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To Sustain Operational Excellence

Need to ultimately having everyone engaged 
t l t 10% f th i l k ti iat least 10% of their normal work time in 

On-going Improvement activities

Cross‐functional Teams Area Based Teams

5% 5%

Problem Solving Prevention at Source

Where 5% = approx 2 hrs / weekpp
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The Need to Balance the 2 Types of Improvement

Pro-active Improvement
H d i bilit

100% Improvement Vision

How do we increase capability 
by reducing or eliminating 
losses and wastes

e
or

m
an

ce

Budget / Expectation

Reactive Improvement
How quickly can we get back to Incident reported at 

Pe
rf

o Budget / Expectation

3-5 Years

Budget / Expectation and stop it 
happening again

p
Daily Review Meeting

Note: When Pro-active Improvement is successful, then the need 
for Reactive Improvement should significantly reduce
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What’s needed to achieve 
Operations / Operational Excellence?Operations / Operational Excellence?

Gold Medal to strive for (Improvement Vision)
• Internationally recognisedy g
• Externally awarded
• Clearly defined milestones

Great Coach with Proven Training Plan
• 5 year outlook
• Progressively engages all

Discipline to follow the Training Plan

• Progressively engages all
• Quarterly reviewed and adjusted

Discipline to follow the Training Plan
• Team supported with lots of fun
• Weekly reflection and review
• 12–14 week cycles with good recognition12 14 week cycles with good recognition
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What should be your Improvement Vision?

Vision: What do we want to achieve and by when?

Within 5 years be a site that has achieved:

What is your site’s ‘Gold Medal’ and when do you want it?

Within 5 years be a site that has achieved:

• Our World Class targets for all our Key Success Factors / Goal 
Aligned Performance Measures and Ratings (Operations,Aligned Performance Measures and Ratings (Operations, 
Maintenance, Culture)

• All employees engaged at least 10% of their normal working time 
in On-going Improvement activities (5% Cross-functional Team 
and 5% Area Based Team)

R i i W ld Cl i O i I b i i• Recognition as World Class in On-going Improvement by gaining 
Level 5 of the 5 Level Milestone TPM3 Excellence Award 
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$$
R&D Tax Incentive

$
• a 45 per cent refundable tax offset (equivalent 

R&D Tax Incentive 

to a 150 per cent deduction) to eligible 
entities with an aggregated turnover of less than 
$20 million per annum$20 million per annum

• a non-refundable 40 per cent tax offset 
(equivalent to 133 per cent deduction) to all 
other eligible entities.
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Questions / Comments
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