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OPERATING PROCESSES
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Process Classification Framework: Overview

.
Understand
Markets &
Customers

5.
Produce &
Deliver for

Manufacruring

2. 3. Organization 7.
Develop Design Invoice &
Vision & Products & Service

Scrategy Services Customers
Produce &

Deliver for
Service
Organizartion

» Develop and Manage Human Resources
9. Manage Information
10. Manage Financial and Physical Resources
11. Execute Environmental Management Program
12. Manage External Relationships

13. Manage Improvement and Change



We have what it takes to be great:

We have great people.

We have one vision.

We have shared values.

We care.

We have an eftective, time-tested business model.
We have goals, a strategy, an operating
philosophy, and sustainable competitive
advantages.

We have a well-understood and ettective culture.
We’ve had two decades of record, double-digit
annual compound growth 1n revenue, earnings per
share and total stockholder returns. Our return on
equity 1s 20 percent.

We’'re the only “Aaa” credit-rated bank 1n the
United States.




Our formula for greatness starts and ends with
people:

Mind share + heart share = market share




m We'll be known as a company that
believes 1n people as a competitive
advantage, a great place to work, an
employer of choice, a company that
really cares about people, where
teamwork 1s valued and rewarded, that
encourages mnovation: new and better
ways of serving customers. In hiring, we
really don’t care how much a person
knows until we know how much they
care. Our team members will say, “I
chose the right company. I'm valued. I'm
rewarded. I'm recognized. We work
hard but we have fun, too. I can improve
my professional skills here. I can reach
my career goals. I enjoy my work.” Our
people will be highly motivated,
selfstarters. They’ll all “run 1t like they
own 1t.” They’ll be winners.




-Our team members are our most important
constituency because they’re the single most
important influence on our customers and we
want all our team members to be our customers,
too.. As team members, we’ll be proud that our
work helps make Wells Fargo one of America’s
most successful and admired companies. This will
result over time 1n a higher stock price that will
benefit all of us because virtually all of us own
stock 1 our company either directly or through
our mdustry-leading 401 (k) plan.




100 great place to work companies

| 1 m Google
Google . 3m
m Micro soft
m Ferrari

&
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* Segmentation

* Retention

* Emotional Capital

* Social Capital

* Knowledge Capital
* Mass - Customization
* "Talent management

* Talent war
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People development

* Takes responsibility for developing the future talent
needed to run the business

* Provides on - goimng performance coaching feedback
and development

* Continually strives to bring out the best 1n others
regardless of performance level

* Builds organization’s long - term ability to produce and
sustain excellent results

* Inspires others to Continually learn and develop, and 1s
concerned eminently approachable by subordinates
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Manager of choice :

1. Talent scouter
9.  Relationship builder
8. Skill builder
4. Trust builder
5. Brand builder
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Head — heart-leg model

Fig, 1.: Head - heart - leg-model ™

System flexibility Wi

Comprehensiveness * Getting ideas
Abstract thinking Structuring
Willingness to take risks Organizing
Self-control

Empathy

Social contact Selling ideas
Social flexibility Team building
Support Coaching
Confidence/Trust

Competitiveness

Influence "
Self-confidence IEPE?;?;:B? Kigas
Indcpendepce Result performance
Psychological strength

Physical energy
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Engagement: the extent to which, people enjoy and
believe 1n what they do and feel valued for doing it.
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wikipediacs, s

EE 1s a concept that 1s generally viewed

As managing discretionary effort, that 1s, when
employees have choices, they will act in a way
that furthers their organization interests. An
engaged employee 1s a person who 1s fully
involved 1n and enthusiastic about his/her

work.
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Work environment:
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Jack welch:

It goes without saying that no company, small or
large, can win over the long run without

energized employees who believe 1n the

mission and understand how to achieve it.
That’s why you need to take the measure of
employee engagement at least once a year
through anonymous surveys 1n which people

feel completely sate to speak their minds.
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1- Trust and ntegrity.
2- nature of the work.

3- Line of sight between employee. performance
and company performance.

4- career growth opportunity .

5- Pride about the company.

6- Coworkers / team members.

7- employee development

8- relationship with one’s manager

9- recognition and reward for contribution
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Leadership

2l o 6 el G aanT 5 Jd 9 ¢« OagsSdl <
2B )\ S0 gy ¢ 39790 RO L US4

Vision

031 (S 0 &S > (50
Empowening others

OLSOs Ggdd « 0ol e )Liw ¢ Jlisl 9 Cudgime gty <
Sy 9 gl sl

M

¥

R




Building trust . ¥

9 IS sl sile Lad ¢ spe 4 Ly« U3 S8 Blas <
PN 09 (§95ES

Managing Performance .4

o ¢ O 4 gl b Cudghun 035 gy <
s jSdos Glauaio L)l 55

Judgment / Decision making .7
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ATT Management by Leadership
25 Lessons from Jack Welch@ ‘ﬂ
LEAD MORE, MANAGE LESS ¥ ..

. Lead b. Energize others
. Manage less . Face reality

. Ariculate your wision 8. See change as an opportunity

. almplify 8. Getgood ideas from evenswhere
. Get less fommal 10, Fallaw ugp

BUILD A WINNING ORGANIZATION HARNESS YOUR PEOPLE
11. Get rid of hureaucracy 16, [nvalve everyone
12. Eliminate boundanes 17. Make everybaody a team player

WINNING

13. Putwvalues first 18. Stretch
14. Cultivate leaders 19. Instill confldence
14, Create learning culture 20.Make business fun

BUILD THE MARKET-LEADING COMPANY

21.Be number 1 or number 2 24 Live speed

22 Live quality 25 Behave like a small company

23, Lonstantly focus on inhovation | DD wertures com



