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EXECUTIVE SUMMARY

The Balanced Scorecard Methodology provides the necessary framework for strategic
alignment. It is recognised as an important tool to manage the performance of the

operational strategy.

The IDC provides grants to its clients to promote economic growth and needs to keep track
of how these grants are expended. The IDC wants to introduce performance management
to all of its client companies in the textile sector. They have identified some important
measures that have to be met, but their current standard does not allow for overall

performance management and has some critical problems.

The conceptual design shows the steps that can be taken to improve overall performance
management of the client companies of the IDC. Visual presentation of performance in
terms of different colours was identified as an important technique to increase the

understanding of how different areas in an organisation are performing.

A solution concept was developed that included a strategy map based on the objectives
presented by the IDC. The solution was then created on two different software packages.
An Excel solution, which allows the client companies to install a cost-free solution, and a
solution that was designed on QPR, a Performance Management System. The Performance
Management System was recommended, because it includes a lot of additional features that

the Excel solution cannot provide.

The solution offers managers the opportunity to have increased visibility of the performance
of the company. The managers can easily identify areas of the company that is under-
performing and set new initiatives for these areas or adjust the targeted performance if it is
unrealistic. The IDC can monitor the performance of the client companies to identify areas
of struggling and to develop action plans and send out specialists to implement changes.
Ultimately the IDC wants the client companies to perform and the solution model will improve
the communication of the performance of the client companies between the clients and the
IDC. This will provide the IDC with more visibility of how the grants are being used to

improve economic growth.
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1. INTRODUCTION

Every organisation has a vision of where they are going and what they want to achieve over
a period of time. The vision is usually complemented by a strategy plan that guides decision
making throughout the organisation. The strategy plan identifies certain objectives and the
required level of performance for each objective that will allow the organisation to reach its
long term goals.

This report focuses on how the Balanced Scorecard methodology can be used to aid the
selection of the strategic objectives and to manage the performance of these objectives to

ensure that the organisation achieves its vision.

The project has been completed at the IDC (Industrial Development Corporation of South
Africa).

2. BACKGROUND

2.1.Project Background and Rationale

The IDC provides financing for industrial development projects in a
2 IDC vast variety of sectors such as the clothing and textile, mining, agro-
Industrial Development Corporation  processing and manufacturing industries. The IDC receives a
percentage of South Africa’s import and export duty from SARS and provide grants for

companies to promote regional economic growth.

The IDC plays a catalytic role in promoting partnerships across industries to promote
economic growth and want to lead the creation of viable new industries by using their
diverse industry expertise to drive growth in priority sectors and taking on high-risk funding

projects.

It is because of these high-risk funding projects that the IDC want to keep track of the
performance of grant recipient companies. The IDC started to create a performance tracking
system by having the grant recipient companies (client companies) complete a questionnaire
to assess the impact of the grant and to access where improvements to their program can

be made to improve its effectiveness.



The current system does not give the IDC good visibility over the client companies’
performance and thus cannot see where companies need extra support to meet certain
requirements. There is a need for a performance management system that will provide the
IDC with timely information about the performance of the client companies.

A pilot project will be completed at Glencarol (Pty) Ltd and if the project is successful, there
is an opportunity to expand the project to other companies in the clothing and textile sector.

Glencarol is the leading sock manufacturer in South Africa. The
encorol factory is situated in Babelegi about 50km outside Pretoria. A

THE SOCK SPECIALISTS

wide variety of men’s and ladies’ socks are produced at the
factory that supplies the middle to upper end of retail markets including larger fashion and
discount retail chains. Exports into Europe, United Kingdom and USA have proven that

Glencarol has high international acceptability in terms of price, quality and service.

Glencarol has a performance management system that measures the financial performance
of the company. This system does not adhere to all of the performance requirements
specified by the IDC and additional work is required to obtain the data required for the
guestionnaire. There is a need for a more structured performance management system that

will address both the IDC’s and Glencarol’'s performance concerns.

2.2.Project Aim
The aim of the project is to design a performance management system that will provide more

visibility to managers on how the strategic objectives are achieved.

The system will allow manual data entry through a user friendly interface. The data will be
displayed on a dashboard that will show the performance of actual achievement versus the
required target set for each objective. This will enable managers to identify problem areas
faster and to take action in the areas that are under-performing or the performance is

declining.

The system will also serve as a tool to report the progress of the company to the IDC. The
IDC will be able to see which areas in the company are performing and which areas require

intervention.



3. LITERATURE REVIEW

3.1.Performance Management

Every organisation needs to perform to a set standard in order to reach its goals. By
managing the performance of an organisation it ensures that it is focused to achieve its
strategic and operational objectives.

Prof Jon S. Bailey (PhD, BCBA-D, Florida State University) describes Performance
Management as being systematic with clear processes and procedures focusing on driving
performance and outcomes. It is data-orientated, meaning if you can measure it you can
manage it. A performance management system can be used as positive reinforcement to

motivate employees in a non-threatening manner.

The Aim of Performance Management

e To help create a culture of performance in the organisation.

e Toimplement a system that is communicated and understood in order to monitor an
organisation or individual performance.

e To provide a tool that will assist in ensuring that there is strategic alignment between

various organisational objectives.

Performance Management System

A performance measurement system embodies situational analysis of information, corrective
actions and result evaluation. It allows managers to communicate requirements of the
organisation to employees and in return enables the employees to provide feedback

regarding the requirements.

Figure 1. Communication structures
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A performance management system includes measures that ensure the individual or
organisational targets are met to assist the management team in meeting the organisation’s
strategic goals. It provides management with higher visibility of key areas within the
organisation and enables managers to base decisions on actual results which can lead to
faster and more accurate decision making. Performance management can be used to
motivate employees, to improve a company’s financial position and to improve management

control.

An effective Performance Management System must be able to:
e Accurately reflect a business situation.
¢ Guide employees to make the right decisions in situations where action is required.

e Gauge the effectiveness of those actions.

The Value of Performance Management

e Provides indicators of performance over time.

e Makes performance more transparent, allowing assessment of whether objectives are
being achieved.

e Helps clarify business objectives and responsibilities.

¢ Informs stakeholders about service delivery.

¢ Encourages on-going performance improvement.

3.2. Strategic Management

Strategic management is conserned with creating and managing plans to take the
organisation to the planned level of performance. Strategic plans and projects are identified
to reach the required performance for each objective. Advantages of a strategic plan are
that it helps to keep the focus on the goals of the organisation and that it drives better

decision making with fewer mistakes.



Stages of Strategic Management

Figure 2: Stages of Strategic Management
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Stage 1. Develop a Vision and Mission

A mission statement defines the organisation’s purpose, why the organisation exists and
primary objective function in terms of measures while the value statement also defines the
organisation’s purpose, what is important to the organisation but in terms of the
organisations values. By defining the mission and vision statements clearly the intentions of
the management team is communicated clearly to the employees to ensure that everyone is

working towards a common goal.

Stage 2 and 3: Set objectives and craft a strategy to achieve objectives

Using the Vision and Mission of the organisation as a guide, objectives are created to aid the
organisation in achieving the desired goals effectively and efficiently. A strategy map is
designed to achieve all of the objectives with the aid of a Balanced Scorecard to monitor the

performance of each of the objectives over time.

Stage 4: Implement and Execute Strategy
The Balanced Scorecard uses measures to aid in the process of accomplishing the said
objectives. To execute the measure effectively, initiatives are identified to support the

execution of the measures.

Stage 5. Monitor, Evaluate and Take Corrective Action
Monitoring is an integral part of day-to-day management activities. It entails the collection
and analysis of data to inform management and stakeholders of the progress and

performance of the organisation.



Evaluation refers to the periodic assessment of issues such as efficiency, effectiveness,
economy impact and sustainability of activities in relation to stated objectives. Evaluation is
generally conducted using baseline surveys with assessment studies to measure change.

If the progress or performance of the organisation is not performing as required, corrective
action should be taken to identify and eliminate the root causes of a problem. This may lead
to a revision of the organisational mission or objectives or an improvement or change of the

strategy plan or the execution of the strategy.

Once the organisational strategy is determined, various objectives and measures are
established to measure the performance of the organisation. The Balanced Scorecard with
strategy maps are used to design the strategy plan by relating key measures of performance

to the strategy and can also be used to manage or track the execution of a strategy.

3.3.Balance Scorecard
The Balanced Scorecard method was created in 1992 by Harvard professors Robert Kaplan
and David Norton. It is a strategic planning and management tool that is used to link

measures and actions to the vision of the organization.

Figure 3: Perspectives of the Balanced Scorecard
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The method combines financial and non-financial measures and aims to transfer the view
from short-sighted financial management to long-term strategy-based management. It
achieves this by including measures from various perspectives. The traditional four
perspectives for a Balanced Scorecard include the Financial, Customer, Internal Processes

and Learning and Growth Perspective.

The Balanced Scorecard provides feedback on both the internal business processes and the

external outcomes in order to continuously improve strategic performance and results.



Benefits of Balanced Scorecard

1.

10.

Implements strategy — strategy becomes part of everyday actions and becomes the
property of every employee.

Communicates Targets — increases efficiency by clarifying targets which can lead to an
increased commitment form employees.

Target setting is done from every perspective.

Identifies business drivers — moves the focus from financial figures to figures that really
guide the business.

Enables fast reaction to change.

Places the entire organisation in a continuous learning process by aligning the strategy
in a single framework and improving the measuring process over time.

Creates a platform to improve planning. More rational budgeting can take place and
future outcomes can be predicted.

Improvement is facilitated by the improved visibility of what is going on. The Balanced
Scorecard can identify where changes need to be made and it can help to identify best
practices.

The Balanced Scorecard can provide stakeholders with visibility of the organisation’s
activities or it can provide feedback for the stakeholders.

Enables benchmarking. Benchmarking is the comparison of one organisation’s
performance and outcomes against those of other organisations in the same market
class. Benchmarking is done to identify standards or best practices to apply in

measuring and improving the organisation’s performance.

Limitations of Balanced Scorecard

1.

Requires high level of organisational commitment. Different areas of the organisation
need to be measured and data needs to be collected and managed.

The performance measurements can create fear in terms of raised visibility and
accountability of the employees’ workplace performance.

Measurement of the organisation does not solve the problems and must be
accompanied by initiatives.

Implementation challenges can occur where the mission, vision and strategies are poorly
defined or understood and where the strategic goals are not linked to the performance

drivers. It can be that the performance targets are set too high or too low.



3.4.How can the Balanced Scorecard be used to manage strategic
performance?

The Balanced Scorecard is a strategic planning and management tool that is used to link

measures and actions to the vision of the organization.

Figure 4: Linking measures and actions to the vision statement
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The biggest challenge in designing the Balanced Scorecard based performance
management system is deciding what activities and outcomes to monitor. The strategy map

enables the management team to decide what objectives to choose.
Strategy Mapping

A strategy map is used to translate the strategy of the organisation into a diagram to create a
visual simplification of the overall strategic plan. The strategy map is used to communicate
the strategy of the organisation to the employees, management team and stakeholders.

The following steps can provide guidance to develop a strategy map that will enable
the organisation to cover all the necessary aspects (Armitage, Scholey, p8, 2006):
Specify an overriding objective.

Choose the value proposition.

Choose the financial strategies.

Choose the customer strategies.

Execute through the internal perspective strategies.

o g s w N e

Plan the learning and growth strategies.

The steps are explained below to give a better understanding of how these steps are

executed.



Step 1. Specify an overriding objective

This step is critical because it links the strategy map to the vision of the organisation. Itis
important to distinguish between the vision statement and the overriding objective. For a
profit organisation the overriding objective must be economic, even though the vision
statement is to improve quality. This will ensure that even though the organisation aims to
improve quality it will be cautious of the financial implications of the vision and will ensure
that the organisation does not go bankrupt in order to achieve its vision. A good the
overriding objective must contain a financial target and a time dimension, for example

increase profit margin by 5-10% within five years.

Step 2. Choose the Value Proposition
The value proposition states how the organisation fundamentally delivers value to
customers. Companies that deliver extraordinary levels of distinctive value to a carefully

selected group can reap the rewards offered by market leadership.

To lead the market, companies need to segment the market based on perception of value.
Using this information, organisations can choose the value proposition that will help them
lead the market.

Tracy and Wiersema concluded that successful organisations compete on one of three

clearly defined value propositions:

1. Operational excellence - Delivering a combination of quality and service that no one else
can match. This can include providing products at a very low price and creates the
image of “Best deal”.

2. Customer intimacy - Building bonds by knowing the customer. By focussing on very high
customer intimacy it creates an image of “Best friend”

3. Product Leadership - Creating new products with unique attributes and creating an

image of “Best Product / Service”.

The central idea is that successful organisations will excel at one of these three dimensions
of value while maintaining threshold standards on the others. Doing so will create an image
that will keep customers coming back and help organisations to dominate the market.
Although it is not necessary to explicitly show the value proposition on the strategy map it
can be good practice to do so. Many organisations believe that the choice of strategies in

the different perspectives will be evident.



The Value Proposition is fundamental in constructing the strategy map. Choosing a value

proposition helps the organisations to select the most appropriate strategies for the financial,

customer, internal business processes and learning and growth perspectives.

Step 3. Choose the Financial Strategies

In profit organisations the financial perspective involves the stakeholders and in non-profit

organisations it involves subsidising or financing the organisation. The financial strategies

can be categorised into three key areas:

1. Revenue growth

2. Productivity

3. Asset utilisation

An organisation must pay attention to each of these three areas; however, the value

proposition dictates which of these areas will dominate and where to spend most of the

effort. Table 1 (Armitage, Scholey, p14, 2006) indicates the type of financial focused

strategies companies tend to pursue based on the value proposition chosen.

Table 1: Financial Strategy Chart

Value

oposition
Financial
Strategy

Operational
Excellence

Customer Intimacy

Product Leadership

Revenue growth

Focus on competitive
prices.
High Volume.

Group customer
revenues.

Premium prices for
various packages.
Focus on new features.

Productivity

Tight variable and
flexible cost control.

Control solution
expenditures.

Control but also spend
on research,
development and
marketing.

Asset utilization

Maximize inventory
turnover for the
company and operate
fixed assets to the
fullest.

Operate fixed assets as
needed in pursuit of
customer intimacy.

Operate fixed assets as
required in pursuit of
product leadership.

10




Step 4. Choosing the Customer Strategies

The customer perspective is concerned with the selection, acquisition, retention and growth

of customers. Having established the financial strategies and organisation must formalise

their plans to win the marketplace. Customer strategies can be categorised into three key

areas:

1. Retaining and adding customers.

2. Increasing revenue per customer.

3. Reducing cost per customer.

An organisation must pay attention to each of these three areas; however the value

proposition once again dictates which of these areas will dominate and where to spend most

of the effort. Table 2 (Armitage, Scholey, p17, 2006) indicates the type of customer focused

strategies companies tend to pursue based on the value proposition chosen.

Table 2: Customer Strategy Chart

Value

Qposition Operational Customer Intimacy Product Leadership
Custome Excellence
Strategy
Retaining and Focus on competitive Reliability programs Make us of latest
adding prices. and word-of-mouth technologies and
customers advertising. introduce new features.
Increasing Focus on competitive Group customers in New types of add-on
revenue per prices. order to focus on products and services.
customer solution selling.

Reducing cost
per customer

Dedicated process and
supply chain
management systems.

Spending and cost
regulative policies as
needed in pursuit of

customer intimacy.

Spending and cost
regulative policies as
needed in pursuit of
product leadership.

11




Step 5. Execute through the Internal Perspective Strategies

The Internal Perspective is concerned with choosing and executing the right business

processes to achieve the desired financial and customer strategies. These business

processes can include internal operations, innovation and customer management.

Table 3 (Armitage, Scholey, p19, 2006) indicates how an organisation could focus its

processes given its value proposition.

Table 3: Key Process Chart

Value
Qposition Operational Product Leadership Customer Intimacy
Process Excellence
Excel at
Internal The company’s primary | The company must The company must
operations focus must be to excel. | meet and maintain meet and maintain
threshold standards. threshold standards.
Innovation The company must The company’s primary | The company must
meet the lower end of focus must be to excel. | meet and maintain
threshold standards. threshold standards.
Customer The company must The company must The company’s primary
management meet and maintain meet and maintain focus must be to excel.

threshold standards.

threshold standards.

Step 6: Plan the Learning and Growth Strategies

Having established the financial and customer strategies and developed an execution plan,

organisations will notice some gaps in knowledge, skills and abilities necessary to execute

the chosen strategy. The learning and growth perspective aims to limit the gap to help

organisations to execute their strategy.

The learning and growth strategies can be classified in three key areas:

1. Human capital (application of knowledge, cooperation and involved individuals).

2. Information capital (how well the information systems are utilized).

3. Organization capital (ability to connect employee goals to the organisational goals).

12




Table 4 (Armitage, Scholey, p22, 2006) summarises the trust of each form of capital for each

value proposition:

Table 4: Capital Focus Chart

Value
gposition Operational Customer Intimacy Product Leadership

Type of Excellence

Capital

Human Abide by the status quo | The status quo Challenge the status
while minimising the depends on the quo with calculated risk
risk in a short time customer with in a longer time horizon
horizon with little calculated risk in a long | with versatile flexibility.
flexibility. time horizon with

adaptable flexibility.
Information Focus on efficiency in Focus on customer Focus on innovation.

operations.

sales with a rapid
response.

Organisational

With efficiency as an
outcome in functional
processes with low
teamwork requirement.

With solutions as an
outcome of high
concern requiring a lot
of teamwork.

With creativity and high
concern focused on
outcomes, it requires a
lot of teamwork.

Cause and Effect

Figure 5: Example of a Cause and Effect relationship
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There is a clear relationship between the different perspectives. Improving one objective in
the learning and growth perspective can lead to the improvement of the internal business

perspectives and that can lead to an improvement of the customer or financial perspectives.

On the strategy map cause and effects relationships are defined by using causal arrows to
connect the objectives in the different perspectives.

3.5.Measures

A measure is a number or quantity that records a directly observable value or performance.
Measures can also be referred to as key performance indicators (KPIs) in the lower levels of
an organisation. The value of measurements is that it identifies where action should be

taken.

A measure is specific, it has to be directly related to the element being measured. It may
seem obvious, but it is important to keep in mind that the measure must be measurable.
Management must agree on all of the measures used, as this ensures that a general
understanding and the aim of each measure is clearly defined and broadly accepted. The
measures used should be realistic. Meaning the measures should be set up as to be
accomplishable and to be improved upon in a realistic time frame. It is important that all of

the measures be time-bound or defined within a specific time frame.

Measure guidelines
Measuring guidelines are a guide for the management team to help the team identify which
measures are applicable to which strategic objective. The following guidelines can be used

when choosing measures:

1. Test for link to strategy — a measure has to help the organisation achieve its objectives.

2. Measures can be tangible or intangible - A tangible measure is a measure that can be
converted into money and are easily captured, like sales growth. Intangible measures
cannot realistically be converted into financial value with limited resources and are very
difficult to capture, like customer service. Intangible measures are often linked to
tangible measures, for example when customer service increase, sales growth will

increase as well.
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3. A measure can be either a lag or a lead indicator.

Table 5: Lagging and Leading measures

Lagging measures Leading measures
Purpose Outcome or result focused. Measure intermediate processes and
Reflects success of past or activities. Measure hypotheses and
implemented activities. cause and effect.
Strengths | Usually objective, but difficult to identify | More predictive allowing for behavioural
and true outcome measures and it can be adjustment to improve performance.
difficulties | difficult to capture data.
Risk and Low risk, low benefit. High risk, high benefit.
return
Example Year-end budget Expense. Amount spent on automation.
Customer satisfaction. Hours spent with customers.

Creating a Measurement Structure

As stated, measures are linked to objectives. The measures are used to measure and track

the performance of the objectives. In order to make the Balanced Scorecard system

measurable, performance expectations in terms of a target for each measure should be set

and the organisation needs to implement initiatives to achieve these expectations. Initiatives

are key actions, required programs and operational budget assignments that are required to

achieve the objectives.

Figure 6: Linking measures and initiatives to

objectives

/
|

Objective |

\_//
,

( Measure

( Initiative )
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For example to improve customer satisfaction,
measure customer retention. Then set the
target to retain 95% of customers. Set
initiatives on how to achieve this target. To
retain 95% of the customers you can
implement loyalty rewards like a Frequent

Buyers Club.




3.6.Case Study

A case study was presented by Dennis Coetzee, group manager of Human Resources NWK

(North West Corporation) that focusses on how the organisation implemented an automated

performance management solution and how the solution improved the overall management

to ensure that the objectives of the organisation is reached. NWK used the QPR Metrics

software to automate their scorecards and other performance management approaches.

PR

QPR Software Plc

QPR Metrics is Performance Management Software that
provides an organization with a fast, flexible, web-based
performance management solution. The QPR Metrics is
capable of supporting multiple management standards,
methodologies and initiatives and turns a lengthy resource-
intensive performance reporting cycles into an effective real-

time performance management program.

QPR Metrics enhances rich data collection, consolidation,
presentation and monitoring features with powerful, online
collaboration capabilities. This enables users to add contextual
information such as comments and explanations to give
managers more than just the numbers to base decisions on.
Managers can ensure decisions will be turned into action by

assigning tasks and monitoring follow-up.

NWK is a specialist provider of services and products to the
agricultural sector. They offer a range of products from financial
products, production, retail shops, transport and the supply and
service of farming equipment. For the last couple of years,
NWK has gone through a big culture change. As part of this
change, they wanted to focus more on performance
management. This not only meant measuring the performance
of their people, but also measuring the performance of the
group as well as their business units. NWK did not only use

QPR to automate their balance scorecards, but they used it to
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automate the 20 Keys operational excellence model. NWK is currently using QPR to provide
a single source of information for their job descriptions, competency matrix, people
performance management and talent tracking. The simplicity of implementation that QPR
offers, allowed the company to build more than 3500 scorecards in a couple of months.

QPR provides managers with easily understandable dashboards and strategy maps to
manage their short term goals as well as risks associated with the business. The company’s
people performance management is now available in a single system across the
organisation. QPR also assisted to align the staff to the goals set by senior management. A
change of mind set regarding measurement was recognised in the staff and helps them
focus to reach their targets. According to Mr Coetzee, QPR is a cost effective tool for

automation of scorecards and processes.

Figure 7: NWK's Balanced Scorecard automated with QPR Metrics Software

M‘K Help | QPR UserNet | Settings | Logout
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4. PROBLEM INVESTIGATION

4.1.The current IDC Performance Questionnaire

The IDC have started to implement performance management. It entails managers of the
client companies to fill in a monitoring and evaluation questionnaire at the end of every year.
The purpose of the questionnaire is to collect data so that the impact of the companies’ grant
can be assessed. It also provides the IDC with the necessary information to make changes
to their programme and to improve its effectiveness. An example in the form of a page of
the IDC’s monitoring and evaluation questionnaire is provided in figure 8, while a more

detailed example is given in Appendix F.

Figure 8: IDC’s Monitoring and Evaluation Questionnaire

G e = IDC

Problems and limitations identified:

1. Performance is only measured once a year. Performance needs to be measured
constantly in order to provide the management with an idea of the how the different
areas within the organisation is performing and if the strategic objectives are achieved.

2. Although some objectives for the financial, customer, internal processes and learning
and growth perspectives are specified there is no clear structure to the system and it is
not specified how these objectives can contribute towards the performance of the

organisation. A strategy map will be useful to provide a structure for these objectives.
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3. There is no clear indication of the performance. The performance cannot be calculated
because the targets are not specified.

4. There are final indicators to illustrate if the actual results achieved are exceeding or not
up to the required standard. Further analysis has to be done on the data before it can be

useful for performance management.

4.2.Glencarol’s current Performance Management System

Glencarol is also focusing on performance and has introduced a system that focuses mainly
on financial performance as seen in figure 9. The main problem with the system is that it
does not comply with the IDC’s performance requirements. A manager will not be able to
complete the IDC’s monitoring and evaluation questionnaire completely when using the
system alone. Additional information has to be collected in order to report the organisation’s

performance to the IDC.

Other problems and limitations identified:

1. The system does not clearly state the vision of the company.

2. The data can be very confusing to someone who is not familiar with the system. There
is no clear structure that organises the data.

3. The system does not follow a balanced approach. Only the performance of production
and other financial measures, like sales and overhead costs are addressed.

4. The system allows the manager to compare this year’s results against last year’s results.
It does not allow for historical data.

5. The system does not notify the managers when the organisation is performing. The
managers have to manually check whether the actual is exceeding the target to know if

the organisation is performing.
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Figure 9: Extract from Glencarol’s Performance Management System

2013
M PAIRS Aug Sep QOct Nov Dec | Total
KNITTING
Working days 12 102 134 127 a9 LT} ]
SIPS KNITTING SCANNING 0 o 0 [} 0 [] L]
L] o o o L] o o
YT Total 638 812 553 205 754 433 677041 262530 0 0
Average per day 35688 33939 35090 33 352 23 866 0 0
0 0 0 0 0 0 0
0 0 L o 0 o o
SEAMLESS / KNIT 10 248 10 400 10958 0 0 50 569
Waste 0 0 0 0 0 0 0 -
% 0% 0% 0% 0% 0% 0% 0% 0%
Seam 8535 11140 10695 0 0 48592
Bar Tack 7723 11140 0 0 30180
Sales R 129 230 R61172 R 60 447 R 128091 RO RO RO R 606 304
Average selling Price R11.27 R 10.03 R 14.31 R 1043 R0.00 R 0.00 R0.00 R18.41
STOCK LEVELS /SEAMLESS a a 0 (] a 0 0
UM - SEAMED o 13695 0 [ 0 0 0
SEAMED o 0 [ 0 0% 0%
Possibilies on salles for stock in Compamy [ 0 ] 0% 0% 0%
wiP 0 0 0 0 0 0
Dye -House 589 501 566 543 670 096 776 241 303446 [ 0 4649 322
Dye -House only dyed product 241 020 278 760 347 768 344205 173400 [ [ 2216 244
Toe - Closing 642379 570114 T47 408 708274 308425 [ [ 4714 561
L] ] o o 0 o o
Working days 10.875 9375 128125 13125 8125 [ ) 869
Pressing Good 610595 504 144 700 896 680 851 355703 [ 0 4578 062
Pre -Board 143784 133243 148 877 145254 56 717 [ [ 1004 599
YT Total 754 379 637 287 849 773 835 206 412448 o 0 5582 661
Average per day 43355 42492 41452 39772 3725 [ [ 63 615
Loss due to down time / Press 59126 56 875 28 835 47971 6156 318 342
Examining / QC 614944 502 534 70905 704252 358693 [ [ 3602126
|Packing 595 538 4731 644 671 721604 353929 [ [ 4479 221
Re - Work in WIP | PARS 4805 1333 3743 47178 2914 o 0 28 116
0 0 o [] [1] [] o
/LA il &1 2} ] i1 94
FG ! Pairs sold 469 078 509 176 606 505 883 022 477 971 0 0 4713202
27 593 26799 23884 40437 31865 - - 50 140
YARN KGS SOLD 21094 73368 25031 25383 12459 - - 171736
Sales /RAND 0 0 ] [] 0 [ [
Sales [RAND R 4221 704 R4 557 122 R5 167 423 R6914 814 R 3878025 RO Rl R 39 582 699
Average selling Price R5&83 R559 R533 R 489 RSDT R 000 R .00 R8.48
YARN SALES R 625 124 R 725252 R712254 R 879 205 R 471323 RO RO R 6462 661
Budgetin Sales/ Target R 3515625 R3515625 R3515625 R 3515 R 3125000 RO
Short or over of Budget R -877 060 R -667 424 R -285 986 [ R806196] R-701234 RO
0 0 [ [] 0 []
Waste & Seconds /Kg 1021 1023 1220 1213 483 [
Waste & Seconds (% 2.85% 3.20% 2.50% 3.06% 372% 0.00%
0 0 [ 0 0 0 0
Mon - Conforming / pairs 19 434 13782 13334 9734 3108 0 0 59 393
1.80% 156% 140% 0.50% 0.74% D.OD% 0.o0% 1.24%
Yam Issued in Kg 14003 12472 19082 15 500 5083 [ 0 66 141
0 [ [ [ 0 [ 0 0
[] [ RO [ [] [ [ 0
0 0 ) 0 0 0 [ 0
Overtime | Rand R & 626 R 37 604 R7TE776 R 102 087 R82165 RO R0 R 362 268
Casual cash R 10 073 R18520 R9785 R 27 001 R 25219 RO RO R 74003
0 SAUB D RO 0 0 0 0
Wages / CTC R 579 553 REITHT R 640 579 R 670 960 R 804 744 RO R0 R 3 533 152
Salaries /CTC R 380 355 R 367 340 R 368 553 R372162 R 509 063 [] R 1977 484
Total Cost R 538 508 R1 204 657 R1 008137 R1043122 Ri3M3812 RO RO R 5510 637
R-549 379 R 376 R-3258 RZ5683 R 19 73D RO RO R-417 149
] 0 0 [] RO RO RO 0
Head Count wages f G1 19765625 196.08375 195.3125 194 53125 195703125 0 0 196
Head Count wages f Yam 26953125 26.853125 26171875 26953125 ZTTIAIE [ of 27
Head Count Salaries/ GL 30858375 30 46875 30.078125 30078125 30078125 0 0 30
Head Count: Salaries/ Yam 46875 46875 45875 46875 4.6875 0 0 5
TotalHead / GL & YARN 26015625 258203125 25625 256.25 258203125 0 0 258
0 0 0 L] 0 0 0 L]
Costper pair #VALUE! #VALUE! #VALUE! #VALUE! #VALUE! 0 0 #VALUE!
Manufacwuring people cost only 0 0 o ] 0 ] ) [
R0.00 RODO RODD RO.0D R0.00 R 0.00 R 0.00 R0.00
Kitting Plamt RO25 RO39 RO24 RO.26 RO.24 R 0.00 R 0.00 R0.33
SEAMLESS R0.56 ROB§ ROS7 (] RO.00 R 0.00 R 0.00 R0.00
Toe -Closing R0.07 ROA4 RODT RO.07 RO R 0.00 R 0.00 R0.09
Dye -House R0 RORY RODE RODO5 RO.19 R 0.00 R 0.00 R0.08
Dye -House dyed product ROA45 ROAT ROA1 RO.12 RO.33 R 0.0D RO.00 R0.16
Pressing Gocd / Examining RO13 RO22 ROA2 RO.14 RO.37 R 0.00 R 0.00 R0.22
ac R0.10 RO15 RODS RO.10 RO.30 R 0.00 R0m R042
Packing R003 RORS ROD3 ROO3 ROOT R 0.00 R 0.00 R0.04
FG R0.25 R032 R0.24 RO.15 R34 R 0.00 R 0.00 R0.24
R1.44 | R1.54 | R1.22 [ R 0.87 I R1.99 [ RrRo00 R 0.00 R 1.38

Values do not reflect the true results of the company as it was adjusted for

confidentiality reasons.
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6. There are only target values stated for the sales measure. Considering that the
company only set sales targets in its performance system, it is very difficult to analyse
the performance of the data. After doing some analysis on the sales performance of the
company, it is clear that the company fails consistently to meet the annual sales target.
This can be because of problems within the process or it can be because the target
value is calculated incorrectly and is set too high. It will be good practice to re-evaluate
the target values.

Figure 10: Yearly analysis of actual against target for sales

SaITs and pairs per yfar
2013 } | | |
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|
Target for Glencarol in

socks for 2013 R 110000
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A monthly analysis of the sales was completed for 2013. Figure 11 shows that in
most months the outcomes do not meet the required performance. In month 5 and
11 the actual does exceed the target but not enough to increase the annual
performance of sales to where the process is performing. It will be good practice to

re-evaluate the target values.

Figure 11: Monthly analysis of actual against target of sales
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The figure also shows a seasonality trait for sales. This will be logical since socks are
purchased more during some seasons of the year. Targets can be recalculated using
seasonality forecasting. This assumption may be incorrect since there is not historical
evidence available in the model to test the assumption. It will be good practice to
calculate sales targets with forecasting techniques in the future as this may help the

company to manage its production

Glencarol measures the overtime that the employees work. As shown in figure 12 the
overtime is measured by comparing the overtime of month 1 of year 1 with the overtime
of month 1 of year 2, while the annual results of the two years are also compared. This
may be an incorrect measurement since there might have been an extraordinary event
that will make the month-to-month comparison irrelevant. It is better practice to set a
target for each month and strive to achieve the target. In this case it will be a minimizing

target.

Figure 12: Glencarol Overtime analysis

Overtime month vs. month (2013, 2012)
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5. CONCEPTUAL DESIGN AND DESIGN SPECIFICATIONS

The solution concept is to develop a system for the client companies that can adhere to the

IDC’s performance objectives. The solution design starts with the creation of the strategy

map and identifying the measures that will be used to achieve the strategic objectives

identified in the strategy map. A model should then be developed to capture the data that

will be used to manage the performance of these objectives.

5.1.Designing the strategy map and identifying KPIs (measures)

The first step to create the solution is to identify the strategic objectives and to draw the

strategy map. The IDC’s monitoring and evaluation questionnaire identifies some important

performance objectives and key performance indicators (measures) that needs to be

achieved by all grant recipient (client) companies. These objectives and measures were

rearranged according to the Balanced Scorecard Methodology and include:

Table 6: Standard Objectives and Measures required by the IDC

Perspective

Objective

KPI (measurement unit)

Improve Sales

Sales of manufactured goods (ZAR)

Sales of other goods (ZAR)

Financial . .
Reduce Production costs Cost of raw materials used (ZAR)
Cost of labour (ZAR)
Reduce customer return Customer return rates (%)
Customer rates
Improve time to customer Customer lead-times (working days)
Improve production outputs | Measure as applicable to company
. Internal rework rate (%)
Improve Quality .
Return rates of suppliers (%)
. Manufacturing throughput times (working days
Improve value chain .g . gp ( g days)
. Lost production time due to change over
Internal flexibility orking davs
Processes w . N9 y.) _
On time and in full delivery to customers (%)
. Downtime due to machine breakdowns (working
Improve value chain
reliability days)
Downtime due to materials and people
unavailable (working days)
, Improve skills Total Training spend (ZAR)
Learning & -
Absenteeism rates (%)
Growth Improve company culture

Labour turnover rates (%)
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These objectives should be standard in the strategy map for all of the clients, but the targets

for these measures have to be adjusted to each company’s abilities. Each company should

also include additional objectives and KPIs to help the company reach its overriding

objective and the objectives set by the IDC. Some KPIs that the client companies may find

useful include:

Table 7: Key Performance indicators applicable for the textile manufacturing industry

Perspective

KPI (measurement unit)

Description

Gross Margin as a % of
selling price (%)

Gross Margin is profit expressed as a
percentage of the Selling Price

Financial . . .
Average production cost of | Average production costs of items produced
item (ZAR) within measurement period.
Percentage of returning Percentage of returning customers within
customers (%) measurement period
Customer The average amount spent by a customer per
Average order size (ZAR) order. Many companies have goals of increasing
average order size through marketing.
Inventory Turns (number) Frequency that the average inventory is re-sold
in a predetermined period of time
Safety stock describes the level of stock that is
Size of safety stock maintained below the cycle stock to buffer
(number) against stock-outs to counter uncertainty in
supply and demand.
Internal PRY -
. The (average) age of each product in stock. For
Processes Average age of inventory . . :
example, product received in Jan, but remains
(number) .
until Aug.
. The average time it takes to fill a customer
Customer order cycle time
order.
Percentage of backorders Percentage of unfulfilled orders.
(%)
Measures the percentage of employees
Development plan . P g ploy -
: completing a course or a content area of training
completion (%) . .
that is part of his/her development plan.
Learning & . . Job satisfaction score of employees measured
g Job satisfaction (%) il
Growth by surveys.

New products introduced
per year as a % of all
products

Ratio of new products introduced at shopping
centre to full company catalogue per year

These are only examples and the objectives and applicable KPIs can be chosen and

modified to fit the needs on a specific company.
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5.2. Setting targets

Targets are set by either analysing data if data is available or if no data is available using
managerial experience and in-depth knowledge of the company. It is very important to
calculate or set the targets correctly as a too low target might not be competitive enough and
will not show the true performance of the company, while a too high target might not be
realistic or achievable and can induce negativity. It is advisable to adjust the targets based

on previous data. This can be to adjust standards or to make the targets more realistic.

5.3.Calculating the performance score, determining trends and designing

indicators

Figure 13: Performance Score and Indicators of the System

Overall Performance score
70%

Financial
(42% + 28%)
70%

Internal Processes
70%

Customer
70%

Learning & Growth
70%

Strategic Objective  (70%) [ Weighted Performance Score = 70 x 60% = 42% ]

Key Performance Indicator (60%)(——[ Performance Score ]

Key Performance Indicator (80%)6—[ Performance Score ]

Strategic Objective  (70%) [ Weighted Performance Score = 70 x 40% = 28% ]

Key Performance Indicator (70%)6—[ Performance Score ]

Assigning Weights

Assigning weights are essential to determine the overall balance of the scorecard. If the
scorecard is 100% balanced all the strategic objectives will contribute equally to the
perspectives and the perspectives will contribute the same percentage towards the overall
performance score. For some companies, one objective or perspective might be much
more important than the another objective or perspective. These areas will have a higher

weight and will contribute a larger percentage towards the performance score.
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Calculating the performance score
For each KPI the performance is calculated by the actual achieved devided by the expected

target.
Actual

x 100
Target

Performance (KPI) =

The performance scores for the strategic objectives is calculated by taking the average of
the performance scores of all the KPI that is linked to the objective.

Performance (strategic objective) = Average(Performance(KPI))

The performance score for the perspectives are calculated by adding the weighted
performance scores for all the strategic objectives that is linked to the perspective. The
weighted performance score (WPS) is calculated by multiplying the performance score with
the weight assigned.

WPS(strategic objective) = Performance (strategic objective) x Weight

Performance (perspective) = Z WPS(strategic objective)

The overall performance score is calculated in a similar way as for the perspectives, only the

perspectives are used rather than the strategic objectives.

WPS(perspective) = Performance (perspective) x Weight

Overall Per formance score = Z WPS (perspective)

Determining Trends

Trends are very useful to indicate if the performance is improving, declining or constant.
Trends are calculated by comparing the performance of the current period to the
performance of the last period and are indicated with an arrow (T-improving, {-declining, —-
constrant). This will help managers to know where the performance is declining to be able to
take action before the performance becomes poor. It will also allow managers to see if their

initiatives constitutes an upward trend.
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Designing Indicators

Most people respond better to colours and pictures rather than a list of numbers. A list of
numbers can be intimidating and confusing. The aim of the indicators is to create a more
user friendly interface for the user to be able to identify the performance of the different
areas faster. The indicators will be triggered by the performance score based on a specified
range. The range can be customised based on the prefferences of the company. An
example of ranges are given in figure 14, which indicates that with a performance score of
between 90 and 120% the indicator will switch to green, which will imply that the company

has a good performance.

Figure 14. Performance Range

Performance Poor Average Good Excellent
Indicator M
Performance Score 70% 90% 120%

5.4.Designing the model

The IDC wants a web-based performance management solution where they can keep track
of the performance of the grant-recipient (client-companies). Unfortunately there is a cost
involved in all web-based solution software. If the IDC does not want to invest in the web-

based software, a cost-free alternative is available to implement.

The model will be designed on two software packages:

e QPR metrics modelling and

e A cost-free alternative in Microsoft Excel

QPR Metrics software is performance management software that provides an organisation
with a fast, flexible, web-based performance management solution. The QPR software will
be costly to implement but offers a lot of additional features that MS Excel doesn'’t offer. The
main advantage being that the web-based feature will allow the IDC to see the performance
of any client at any given time. With MS Excel there would be no additional cost to the
company, as the company already owns MS Excel software. Every company needs to
submit their MS Excel document separately within a given time which can create an

administrative nightmare.
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Both models will be designed by using the strategy map as the user interface with indicators
to show whether the strategic objectives are achieved or not. Allow navigation to the key
performance indicators to see where the problem areas lie and where improvements can be

made.

A standardised interface for each KPI will be designed. The interface will include the
following information:

Measurement unit (e.g. R, %, cm).

Frequency of measurement (e.g. weekly, monthly, quarterly, yearly).

The initiatives that is required to achieve the objective.

Person responsible for the measure.

An area to manually enter the target value and actual results.

Clearly show the current result on an indicator (colour or gauge).

N o o b~ w DR

The data will be demonstrated graphically. The actual and target will be displayed to

show the trend over a few periods. A cumulative graph will be created if applicable.
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5.5.Expanding the model

The IDC is successful when their clients are successful. By expanding the model to their
other clients in the textile industry the IDC will be able to see which areas in the company
are performing and which areas require intervention. The IDC will then be able to send out

specialist or action plans in order to help these companies succeed.

Figure 15: Expanding the Performance Model

Learning .
& Growth Client 4

nterna
Business
Processes

Learning .
Learning | [ cione g

nterna
Business
Processes

Learning .
& Growth Client 4

nterna
Business
Processes

Learning .
& Growth Client 4

nterna
Business
Processes

For example as seen in figure 15 the IDC can send out financial specialists to clients 1 and
3. The IDC can see why some perspectives are only showing an average performance as
illustrated with client 3 and the IDC can send out action plans or specialists if they perceive
that this client will fail to increase or to maintain its performance. The IDC can send out a
person that specialises in training that will help the employees to develop skills to client 4.
This model will be useful to help the IDC to learn from clients that are performing well, as
illustrated with client 2, and the IDC can use the successful methods to improve other clients’

performance.
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6. SOLUTION

The Balanced Scorecard methodology was used to create both solutions. The two solutions
are designed according to the same solution design principles while using different software
platforms, which cause a lot of the characteristics of the solutions to overlap. Both solutions
are based upon the same strategy map.

6.1. Strategy Map

The standard strategy map was developed based on the strategic objectives required from
the IDC. The Strategy map can be adjusted to include other objectives identified by the
company that will help the company to reach their vision and still adhere to the performance
requirements set by the IDC.

Figure 16: Standard Strategy Map for IDC clients

Standard Strategy Map for IDC clients
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Cause and effect

1. The effect that skills training of the employees will have on processes and or production
is that it will improve the quality of the product outputs. Improved quality will in return
reduce the customer return rates, because better products will ensure an increase in
customer satisfaction. The customer retention rate and word-of-mouth advertising

usually increases when customers are satisfied and this leads to an increase in sales.
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2. Improved value chain flexibility will have a direct influence on a reduction in production
costs, because it strives to minimise losses due to change overs and to maximise
manufacturing throughput.

3. Animproved company culture implies that employees are satisfied with the conditions of
their work. This can lead to an improvement in production outputs. The faster the
products are produced the faster it will be delivered to the customer.

6.2.Solution Alternatives

6.2.1. Solution 1: MS Excel Model
The Microsoft Excel Model is a cost-free alternative due to the software being available on
Glencarol’'s operating systems. The model does not have internet capabilities and needs to

be transferred to the IDC via email at the end of each month or as requested.

The model is structure according to the Balance Scorecard specifications and can assists
management to achieve the strategic objectives of the organisation. It will simplify the

process of completing the IDC’s monitoring and evaluation questionnaire.

The model opens with the overview where the manager can see the overall strategic
performance of the company (As seen in figure 18). The colour coded performance scores
grants the manager instant visibility of where the company is performing and where the

company needs improvement. The performance range Figure 17: Change Performance
. N Range Dialo
can be customised by selecting “Change Performance ge bialog
Range” button on the overview page. A dialog box Will [ cyange performance Range =

appear that allows the user to insert the range values
that will trigger the colours. Performance above the
“Excellent” range will be represented in a purple colour.

—

the entire model. Performance between the “Excellent” &0 == Average

This will automatically update the colours throughout

and “Good” ranges will appear green, performances

between the “Good” and “Average” range will appear _

yellow while anything below the “Average” range will be oK
presented in a red colour and represents poor

performance.

31



Figure 18: Overview of Glencarol's Balanced Scorecard for 2013
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ly click on the

, Simp

The manager or user can view each KPI in more detail. To view a KPI

name of the KPI and a hyperlink will navigate the user to the KPI interface. An example of

19.

igure

KPl is givenin f

“Sales of Socks”

the navigation to the

Figure 19: KPl interface of the MS Excel Model
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The KPI interface is very user friendly and offers continuity throughout the entire model since

every KPI interface has the same structure.

The standard series include the Actual, Actual Year to Date, Target, Target Year To Date,

Difference (Target — Actual) and Performance Score. These series were however adjusted

to fit certain measures. For example the “Waste of raw materials” measure has a Waste (kg)

en Yarn Issued into production (kg) series. Then the waste percentage (%) series is

calculated by dividing the waste (kg) through the yarn issued into production (kg). The

waste percentage series will then substitute the Actual series in the standard series.

The white cells are the areas where the user is allowed to enter or change data.

Table 8: KPI Interface Definitions

Measure

Name of the Measure. Changes to this cell automatically update
the name of the KPI on the overview page.

Description

Description of Measure to clarify exactly what the measure entails

and how the measure should be measured.

Measurement unit

Unit of the captured data.

Frequency of

The frequency of measurement is the amount of times the
measurement data is captured per year. The user can select the

frequency of measurement by selecting monthly, quarterly, half

measurement yearly or yearly from the dropdown list. The system designer or
system maintainer will be responsible for hardcoding the changes to
the interface if changes to the frequency of measurement is made.
Formula Formula of how the Performance Score is calculated.

Person Responsible

The name of the person responsible for capturing the data and

maintaining a good level of the performance for the KPI.

Initiatives

The initiatives are the actions that are required to maintain a good
level of performance. The management team needs to identify
these initiatives based on experience or an expert’s opinion. The
initiatives also need to be adjusted if it is not contributing to the

improvement the performance of the KPI.
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The target is set by the management team, based on what they
want to achieve. Some of the targets can only be set based on
historical data or managerial experience. Where stability is required

Target ) ] _
the target will be equal to the achieved value from the previous
year. In certain cases the target can be calculated by using
techniques such as sales or production forecasting techniques.
Actual The actual is the value that is achieved for the measurement period.

The grey series are calculated automatically and cannot be changed by the user.

Graphs

Each KPI has a graph that provides a visual presentation and trends of the data. To view
the graphs click on the “View Graphs” button. As shown in figure 20 both the Actual versus
Target and the Actual YTD versus Target YTD graphs are shown.

Figure 20: KPI Graphs of the MS Excel Model

19- [= Glencarol I Balanced Scorecar, d2014.sm - Microsoft Excel = | &
. Home  Insert  Pagelayout  Formulas Data  Review  View  Developer o @ o=
Al - E

Back to Top Improve Sales Graphs

Actual vs Target Actual vs Target Year to Date

6 7 8 9 10 11 12
Month

Word documentation
The MS Excel Model does not include word documentation, but the structure of the system
allows the managers easier access to the data. This will allow them to fill out the IDC’s

monitoring and evaluation questionnaire much faster.
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How can this model be used to manage performance?

A manager opens the model on the overview interface (figure 18) that clearly shows the
performance of the strategic objectives based on the colour of the performance range. The
strategic objectives are represented by the KPIs and the manager can clearly see which KPI
contributes to the good or bad performance of the strategic objective.

The manager can then navigate to the KPI's interface (figure 19) of the KPI that is not
performing up to standard. The manager must then discuss the performance of the KPI with
the person responsible to find out why the area is under-performing and if all of the initiatives
are followed correctly. If all of the initiatives are in place, but the area is still under-
performing then the manager has to either adjust the targets or set new initiatives to improve

the performance.

The manager should also check the trends on the graphs of the KPI that are performing to
ensure that the performance of the areas remains on an acceptable level or increases to

ensure that the company keeps improving.

System Structural Changes

In the event that changes need to be made to the structure of the system, the changes can
be made but will require a lot of time and assistance from the system developer or
maintainer.

User manual
For guidelines to use the system, refer to the User Manual in Appendix B.
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6.2.2. Solution 2: QPR Model

The QPR Model offers the web-based capabilities that the IDC requires. It is developed in
the metrics and viewed and used by the user through the QPR Portal. Everything that is
created in the metrics will be available on the portal. The first step to create the scorecard is
to create all the elements as set out by the strategy map. The periods and the measurement
units need to be defined after the elements are created. The periods used in this model are
weekly, monthly, quarterly, half yearly and yearly for the years 2012 to 2014. More periods

can later be added if required.

The strategy map design in the QPR metrics offers a more comprehensive view with
correlation factors to demonstrate how one objective influences another. The correlation

factors are illustrated on the presented arrows between the strategic objectives.

Figure 21: Strategy Map in QPR

Glencarol

12 [ 2013

The hierarchy shows which elements are used to calculate the performance scores of the
various strategic objectives. The hierarchy illustrates the reporting structure of the company.
Figures 22 shows the financial elements, figure 23 shows the internal processes elements,
figure 24 shows the customer elements and figure 25 shows the learning and growth

elements. All four figures form part of the overall hierarchy of the company.
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Figure 22: Financial elements in the QPR model
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Internal Processes Elements in the QPR model

Figure 23:
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Figure 24: Customer Elements of the QPR model
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Custom properties need to be assigned for each perspective, strategic objective and KPI.

As seen in figure 26, each element needs to include an identifier, description, measurement

unit, period level and value setting. The value setting determines the series that are

available to enter data. The white columns are where the user can enter data and the grey

columns are where formulas are calculated automatically. The excellent, good and average

series determines the performance range.

Figure 26: Element Properties and series- Sales of manufactured goods (QPR Model)

E.q Element Propertes - Sales of manufactured goods [Glencarol] - QPR Metries L= | ) [l
S View | Model | Inset  Help @oﬁ‘?ij
|
\) % & i G Layout Templates I
= [&] Status Options
Value Periods Measurement Modeling
Settings Units Options K3 Alert View
Model Properties
| General [[series [ vabves | orilbown [ Gaon |
Definition
Name: Sales of manufactured goods [dentifier: FSO1_M1
Description: Net sales of goods manufactured within RSA (ZAR), netofal «
ts, as per audited income statement of company. ) Value Settings 2
4 KPIMaximize (Standard) add...
Actual
Actual YTO Copy...
i Difference
Lype: Per s £at
Target te
Measurement settings Target YTD fee
Unit: B Excelent s
Excelent L 2
Value settings: | m AddRange...
Period level: Average
Aver:
Pegiodic accumulation: B m*
Web publishing
Web publishing options: Define...
[7] Can be used as template element
Roles
Role User
oK Agpi Hep
<4 »
[} -  Connected to My Computer (locathost) with Demo User (¢ @ ® R 100%
= — —
@: AR @ e Element Properties - Sales of manufactured goods [Glencarol] - QPR Metrics =l O
el [(R=H -]
‘B i) '?‘E o} -
= £l Layout Templates
¥ m Periods  Me ' (2 Status Options
o s lsuvemull ing
Settings Options 3 Alert View
Modei Properties
[General | seres | vokes | rtioomn | o |
Values
Seves: <Al seies> - Transpose Table
Oifference |Performance Sc Target Excelent |Good |Average -
100,00 90.00 80.00
100.00 90,00 80.00
100,00 90.00 80.00
100,00 90.00 80.00
100.00 90.00 .00
100,00 90.00 80.00
100.00 90.00 .00
100,00 90.00 .00
100.00 0.00 20,00
100.00 0.00 .00
100.00 0.00 80.00
100.00 0.00 .00
Recalodate Recaiculate Al

|| = Connected to My Computer (locaihost) with Demo User (gr)
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Performance Scores are calculated as follows:

e Maximising objective (Aim is to achieve an actual value higher than the target value)
IIF(TARGET=0,ROUND((ACTUAL/100+1)*100,2),
IIF(TARGET>0,ROUND((1-(TARGET-ACTUAL)/TARGET)*100,2),
IIF(TARGET<0,ROUND((1+(TARGET-ACTUAL)/TARGET)*100,2),")))

e Minimising objective (Aim is to achieve an actual value lower than the target value
IIF(TARGET=0,ROUND((1-ACTUAL/100)*100,2),
IIF(TARGET>0,ROUND((1+(TARGET-ACTUAL)/TARGET)*100,2),
IIF(TARGET<0,ROUND((1-(TARGET-ACTUAL)/TARGET)*100,2))))

Graphs
The graphs and indicators should be customised for each perspective, strategic objective

and KPI. These graphs will be displayed when you select a specific element in the portal.

Figure 27: Element graph (QPR Model)

J General | Series | Values | Drill Down | Graph |

Graph layout

Sales of manufactured goods

Met sales of goods manufactured within RSA (ZAR), net of all
discounts, as per audited income statement of company.
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Actual vs. Target

11 500 000.00+
11 000 000,00+
10 500 000,004
10 000 000,004
9 500 000.004 N
O 000 000.004 AL ASSL SRRs AR RLE ks
8 500 000.004 .-°
& 000 000,00+
7 500 000,004
7 000 000,004
- = 6 500 000.004
77.6 % ) 6 000 000.00

12 /2013 1/2013 372013 5/2013 7/2013 9/2013 11,2013

1 =
Edit Layout...

Layout template

Template: I<Custom> v] Save to Template...

_j - | Connected to My Computer (localhost) with Demo User (gpr) 5_! % 100 %
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QPR Portal — User Perspective Values used in the solutions do not reflect

Figure 28: Overview - QPR Model the true results of the company as it was
2 IDC adjusted for confidentiality reasons.

i NGencaro
Glencarol
12/ 2013

Financial = = = Customer — = Internal Processes Learning & Growth
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Improve valse chain 31”;@00.
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Reduce Waste R TN elelele)

The user opens the portal displaying the overview page. From the overview page, non-
performing elements can be identified and opened to identify in which periods the element
under-performed and why. The elements with downward trends are easily identifiable and

should be accessed to determine the cause of the declining performance.

For example in the “Reduce Production Costs” strategic objective, a downward trend was
identified and the user can select the objective which will navigate to the objective’s

measures.

Figure 29: Reduce Production Costs Measures

“@ Reduce Production costs Add Action ¥

AT -r‘.-au: = ~
Cost of Lab /
\{ ost of Labour

———— — -
& Cost of Raw Materials used

Trend

4
4

o0

Layout Templates = All properties = Values Sub-elements = Recent Actions

The “Cost of Labour” measure is performing poorly and may be the reason for the declining
performance of the “Reduce Production Costs” objective. When navigating to the “Cost of

Labour” measure, the departments that contribute to the poor performance can be identified.
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It is clear that the knitting, pressing and the dye-house departments are not performing to the
required standard.

Figure 30: Cost of Labour Results per department

Sub-elements szhShow all
Type Name Value Color  Trend
& Knitting 33.4 % (12 2013) ®
& Seamless (12 / 2013)
&  Toe- Closing 68.3 % (12 / 2013) ¥
#  Dye-House 51.7 % (12 / 2013) ® §
I = Bre =Howse dyed product 91.7 % (12 / 2013) ¥
{ &  eresing Al 53.3 % (12 f 2013) ® J
\I" -Qua-"h-ecrﬂm, 2000 % (12 / 2013) ® =
&  Packing 79.8 % (12 / 2013) 'S
& e (12 f 2013)
The data relating to the each department’s performance can be viewed and analysed. The
pressing department’s data is analysed in figure 31. New data can also be entered at this
point.
Figure 31: Data from Pressing Department’s Cost of Labour
P ———
Recent Actions =  -> Actions - 12 / 2013 (~ .~ Add Action ‘j,shuw All
—— - -
Values 1/2013 ¥ |a|12/2013 ¥ o Edit [zshow All
Performance X Actual Number of . i .
Score (%) Average (%) Excellent (%) Good (%) Salaries Target Wages Cost Pairs () Number of Pairs YTD () Wages and Salaries Wages and Salaries YTD
1/ 2013 76.6 60.0 100.0 80.0  0.00 020 314 548.47 0.25 1274 204 1274 204 314 548.47 314 548.47
2/2013 88.4 60.0 100.0 80.0  0.00 020 31134275 0.2 1394 829 2669 033 311 342.75 625 891.22
3/2013 78.2 60.0 100.0 800  0.00 020 26596423 0.24 1174176 3843 209 285 964.23 511 855.45
412013 9.8 60.0 100.0 800  0.00 020 282260.81 021 1367 097 5 210 306 282 260.81 1194 116,26
5/2013 92.8 60.0 100.0 80.0  0.00 020 25226250 0.21 1176 630 6 386 936 252 262.50 1 446 378.76
6/2013 64.1 60.0 100.0 80.0  0.00 020 269 664.26 0.27 992 432 7 379 368 260 664.26 1 716 043.02
7 /2013 100.7 60.0 100.0 800  0.00 020 27565032 0.20 1387 580 8766 948 275 650.32 1991 693.34
8/2013 94.2 60.0 100.0 800  0.00 020 255384.60 021 1207 006 9973 954 255 384.60 2 247 077.94
9/2013 23.0 60.0 100.0 800  0.00 D020 361082.42 0.35 1019 819 10 993 773 361 082.42 2 608 160.36
10/ 2013 102.8 60.0 100.0 80.0  0.00 020 26444491 0.19 1359 636 12 353 409 264 444.91 2 872 605.27
11/ 2013 84.3 60.0 100.0 800  0.00 020 30930347 0.23 1336 329 13689 738 309 303.47 3 181 908.74
12/ 2013 53.3 60.0 100.0 80.0  0.00 020 19359650 0.29 659 871 14 349 609 193 596.50 3 375 505.24

The user can now add an action plan (initiative) that will help to improve the performance of

the measure. To add an action select the “Add Action” option as indicated in figure 33.
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Figure 32: Action Plan in QPR Model

| QPR Portal - Demo User (gpr} - Google Chrome

=E)

Description

Header:

Description:

Progress: |0
Roles

Owner:
Assigned to:
Approved by:

Dates

Start date: Year: [2014
Deadline: ~ Year: 2014

Date stamp: Year: 2014

Created by: -
Last Modified by:-

) Create Action Plan

Yo

Month: | October
Month: | October

Month: | October

Word Documentation

¥ [Day: |1
T [Day: |1

¥ [Day: |1

[ marjeanne/QPR2012-2/Portal/QPRIsapi.dll?QPRPORTAL& *puasev&SES=18fYGgbmzeKHzDQPuULkonQ&FMT=p&ATY=1&F

Select

Select

Select

v |
v
v |E | select Period...

Action type: EX IR A

Categorization

Category: | Mot categorized v
Status: New r
Linked to

Pressing <Element>

Add Remove
Publish To

Users of linked elements
# Me only
Everyone

Selected users | Users
#| Notify via e-mail

Attachments
[ Add [ Delete
(O] [noanrel ] [pembicine)]

The QPR software has an additional MS Word Add-in that allows the user to create a

structured report to run continuous reports with different parameters. This function will allow

Glencarol to automatically complete the performance section of the IDC’s monitoring and

evaluation questionnaire. The word documentation is created to automatically insert data

from the QPR portal into a word document based on the different parameters specified by

the user. This is done by creating different query tabs that specifies which type of data

should be inserted, as seen in appendix D. The word documentation includes a detailed

report of the different measures of the system as seen in appendix E.

User manual

For more guidelines regarding the functionality of the QPR Portal refer to the User Manual in

Appendix C.
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6.3. Selection of preferred solution

Both models were built on the same principles and are thus valid solutions, with each

solution offering something that the other does not. It depends on if the IDC is willing to

invest money in a proper Performance Management solution, or if it wants to continue with

the manual tracking of the client companies’ performance.

The suggested solution is the QPR model, because it offers the web-based capabilities and

a lot of additional features that the IDC requested. The advantages and disadvantages of

the solutions were weighed against each other to determine the best solution.

Table 9: Advantages and Disadvantages of the QPR solution over the MS excel solution

QPR Model MS Excel Model
Cost The main disadvantage of the QPR The advantage of the MS Excel
Model is that there is a cost involved | Model is that it that it is a cost-free
to obtain and install the software. solution, because the company
already has the software available.
IDC The QPR Model has web-based The MS Excel Model does not have
Accessibility capabilities and the IDC can access internet capabilities, but the model
any client’s performance at any given | can be emailed to the IDC at the end
time. of each month, or as requested.
Performance The QPR Model offers a lot of Managers should frequently look at
Visibility additional features like status control, | the overview to identify the problem
alerts and the ability to attach areas.
evidence of results to improve the
performance visibility.
Word QPR offers an additional Word Add- | The MS Excel model does not offer
Documentation | in feature that allows the user to word documentation, but the

create word documentation. This
feature will be used to fill in the IDC’s
monitoring and evaluation

guestionnaire almost completely.

structure allows the managers of the
client companies to fill in the IDC’s
monitoring and evaluation

guestionnaire much faster.
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User

QPR is accessible from any device

The MS Excel model can be

Accessibility that has internet access if the person | accessed from any device that has
has a user licence. To make the MS Excel software and the
changes to the structure the person model. It does not need to be
needs to have the QPR software connected to the internet.
installed on their system and needs a
designer licence.

Structural QPR is a very user-friendly system Any structural changes will be a

Changes so it will be easy to adjust the timely process. Only the system

structure. Any user with a designer
license will be able to make the

changes.

designer or maintainer will be able to

make changes.
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7. SOLUTION VALIDATION

The solution offers managers a tool to manage the performance of the organisational goals.

Figure 33: Performance Review Cycle

\L Send out specialist |
) IDC Performance

Specialist ) Mana
. ger
Help clients where < 9 ID( : Manages performance

possible of all clients
Provide
Combined IDC Scorecard Feedback
Provide
Guidgnpe in Manager [ ]
specialised .
areas Monitors Performance
Client s Set initiatives and
Balanced Scorecard targets
. . Internal Business Learning &
> Financial Customer
objectives objectives Prc_)ce§5e5 G_romfth
objectives objectives

1 ih i i)

Worker/ Supervisor |
Manual Data Entry — > Measures

Following initiatives Enter data for
measures
[ )

Enter new initiatives
and targets

Monitor implementation of initiatives

Data can be entered into a user friendly dashboard by the person responsible for the
measure. The data is displayed on an overview dashboard that shows the performance of

actual achievement versus the required target set for each objective.

By analysing the overview the manager can assess which areas in the organisation are
performing and which areas are not performing by interpreting the colour of the coded
indicators. The areas that are not performing will be indicated in red. The manager can then
drill down to the measures to see which specific area is undermining performance and how
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far it is off-target. The manager can refer to the person responsible for that area of the
organisation to ensure that all of the initiatives are followed correctly. If the manager finds
that those initiatives do not improve the objective, the manager should design new initiatives
for the objective or adjust the targets accordingly. This will ensure that over time all the
strategic objectives are achieved.

The IDC can use the system in a similar fashion. The system is available online and the IDC
can access the system at any given time. The IDC can use the Status Control and the
Attach Evidence feature to ensure that the clients enter valid data. The IDC can monitor the
performance of the clients and if any client does not perform up to the required standards,
the IDC can send out specialists or action plans to ensure that all of the objectives are
reached. The word documentation feature of the QPR software enables automatic
completion of the performance section of the IDC monitoring and evaluation guestionnaire, it

allows the IDC to continue with their questionnaire system.

The Balanced Scorecard methodology is a tested and validated method of calculation and
evaluating a system’s performance score. The implemented system calculated the
performance on the same principles by multiplying the performance scores with perspective

weights to provide an overall performance score.

49



8. CONCLUSION

The Balanced Scorecard Methodology provides the necessary framework for strategic
alignment. When using the Balanced Scorecard to measure strategic performance it is
recommended to design a strategy map to help align the strategic objectives with the

organisations vision.

Measures, targets and initiatives have to be identified to help create the measurement
structure that will be used to calculate the performance of the organisation. The
performance results should be monitored continuously, because they are essential in

knowing if the organisation reached its strategic goals.

Currently the performance management system that the IDC implements lacks in continuous
measurement and in structure. The Balanced Scorecard will provide this structure. If the
IDC decides to invest in a proper Performance Management tool with web based capabilities

overall visibility of the performance of all the client companies will be available.
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Department of Industrial & Systems Engineering
Final Year Projects
Identification and Responsibifity of Project Sponsors

All Final Year Projects are published by the University of Pretoria on UPSpace and thus freely available
on the Internet. These publications portray the quality of education at the University and have the
potential of expasing sensitive company information. It is important that both students and company
representatives or sponsors are aware of such implications.

Key responsibilities of Project Sponsors:

A project sponsor is the key contact person within the company. This person should thus be able to
pravide the best guidance to the student on the project. The sponsor is also very likely to gain from
the success of the project. The project sponsor has the following important responsibilities:

1. Confirm his/her role as project sponsor, duly authorised by the company. Multiple sponsors
can be appointed, but this is not advised. The duly completed form will considered as
acceptance of sponsor role,

2. Review and approve the Project Proposal, ensuring that it dearly defines the problem to be
investigated by the student and that the project aim, scope, deliverables and approach is
acceptable from the company’s perspective.

3. Review the Final Project Report (delivered during the second semester), ensuring that
information is accurate and that the solution addresses the problems and/or design
requirements of the defined project.

4, Acknowledges the intended publication of the Project Report on UP Space.

Ensures that any sensitive, confidential information or intellectual property of the company is

not disclosed in the Final Project Report.

w

Project Sponsor Details:

i ARy R, v,
Company: ,g,/gmom/ (_,//éq )(JM
[
Project Description: %O(,Q.JJ' M /9,,,,;0{'4,[/{ ,'ayﬂ/ﬁ\.l“’fl«/f

Student Name: /ﬂa-y jlamnd. /gé(/b / '

Student number: | (b {;’b’u L&

Student Signature:

Sponsor Name: /»;ﬁz - J ,,f o o) &7

Designation: | (& 7

i

E-mail: rd_,j @ D’/ﬂﬂ(/ﬂ/f@ / (o 27

Tel No: C}‘/ 2%/93300

CellNo: | D32 ¥bb 732/

FaxNo: | D7 2 . 7/9;’57_?0.5’

Sponsor Signature: ! /
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User Manual — Excel Model

Save the file on the computer as Glencarol-Balanced-Scorecard-YYYY.xmls

Open the file from the saved location. If the file location is unknown use the search

function of the operating function to locate the file.

Adjust visibility — Ensure that all of the data can be viewed at once by adjusting the zoom

of the document in the bottom right hand corner of the document.

Overview — the model opens up on the overview page as seen in figure 1. The overview
page provides the user a summary of the performance both the strategic objectives and
key performance indicators. The user can uses this overview to identify areas that are

under-performing.

Figure 1: Overview of Glencarol's Balanced Scorecard for 2013

:
B oo

Overall

et Pagelsyout  Formulss  Dats  Revew  View  Developer

AL19

Financial

- 2 Score

B

Customer 0.0%

Strategic Objective Weight : Status :Key Perf e gic Objective : Weight : Status :Key Performance Indicator Status
Sales of manufactured goods 7756% Reduce customer return rates 50.00% : 0.00% :Customerreturn rate 0.00%
Improve Sales 100.0% | 77.6%
Sales of other goods 0.0% Improve time to customer 50.00% 0.00%
1} .
Reduce Production Costs 0.0% 0.0% ottty outanaly yed o P
Ar8uCe Preduetion (ot Cost of labour 00% |l Score |

Financial

Internal Processes i00%

Financial

Learning and growth 0.0%

gic Objective Weight Status :Key Perf Status Strategic Objecti Weight Status :Key Performance Indicator Status
Improve production outputs so.oosg_ 000% Production Output 0.00% Improve skills 50.00% 0.00% :Total Training spend 0.00%
I | K X Al X
o Quality 20.00% nternal rework rate 0.00% improve v citture $0.00% | 0.00% bsenteeism rates 0.00%
0.00% :Return rates to suppliers 0.00% Labour turnover rates 0.00%
Improve value chain flexibility 20.00% Mandiischittiog Sheooghput Does, 1 Q00
__________ 0.00% :Lost production time 0.00%
On time delivery to customers 0.00%
Improve value chain reliability 20.00% Downtime (machine breakdowns): 0.00%
0.00% :Downtime (material & people) 00000 L e ————
110.0% :Please ensure that the values add up to 100%: 100.0%
= IDC ChingePeroianea RS ;4 Change performance range \ W Sieccai

The summary is locked and the only changes that the user can make are to change the

strategic objective names and to adjust the weights. To change the name of the

strategic objective select the cell with the name that needs to be changes and type in a

new name. Similarly with the weights select the cell and enter the new value.

The Key Performance indicators determine the performance scores of the strategic

objectives. The overall performance score is calculated automatically and cannot be

adjusted by the user.



5. Change performance range — The performance range the colour ranges of the

performance. The performance range can be customised by selecting “Change
Performance Range” button on the overview page (figure 1).

Figure 2: Change Performance Range Dialog
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A dialog box will appear that allows the user to insert the range values that will trigger the

colours. Performance above the “Excellent” range will be represented in a purple colour.

This will automatically update the colours throughout the entire model. Performance

between the “Excellent” and “Good” ranges will appear green, performances between

the “Good” and “Average” range will appear yellow while anything below the “Average”

range will be presented in a red colour and represents poor performance.

6. To navigate to the KPI Interface click on the name of the KPI that you want to view
(figure 1). Every KPI has its own form to show more detail.

The KPI interfaces are all similar in structure. An example of the KPI interface is
provided in figure 3.

Figure 3: KPl interface of the MS Excel Model
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The white cells are the areas where the user is allowed to enter or change data.

Table 1: KPI Interface Definitions

Measure

Name of the Measure. Changes to this cell automatically update the
name of the KPIl on the overview page.

Description

Description of Measure to clarify exactly what the measure entails and
how the measure should be measured.

Measurement unit

Unit of the captured data.

Frequency of

The frequency of measurement is the amount of times the measurement
data is captured per year. The user can select the frequency of
measurement by selecting monthly, quarterly, half yearly or yearly from

measurement the dropdown list. The system designer or system maintainer will be
responsible for hardcoding the changes to the interface if changes to the
frequency of measurement is made.

Formula Formula of how the Performance Score is calculated.

Person Responsible

The name of the person responsible for capturing the data and
maintaining a good level of the performance for the KPI.

Initiatives

The initiatives are the actions that are required to maintain a good level of
performance. The management team needs to identify these initiatives
based on experience or an expert’s opinion. The initiatives also need to
be adjusted if it is not contributing to the improvement the performance
of the KPI.

Target

The target is set by the management team, based on what they want to
achieve. Some of the targets can only be set based on historical data or
managerial experience. Where stability is required the target will be
equal to the achieved value from the previous year. In certain cases the
target can be calculated by using techniques such as sales or production
forecasting techniques.

Actual

The actual is the value that is achieved for the measurement period.

The grey series are calculated automatically and cannot be changed by the user.

7. The View Graphs button navigates the user to the graphs of the data as seen in figure 4. It

provides a visual presentation and trends of the data.




Figure 4: KPI Graphs of the MS Excel Model
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To go back to the data click on the “Back to Top” button.

Save — Go to File Save to make any change.

Exit — Exit the model by clicking the “Close” button in the top right hand corner.
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1 Logging In

Open the QPR Portal by selecting the Internet Explorer icon. Enter the web-page address (URL:
http://srvapr01/QPR) or select the QPR Portal link on the Intranet ERP application.

P — - S
/[ QPR Web Application Ser. x — - — — =
<« C' | [3 marjeanne/QPR2012-2/Portal/QPRIsapi.dli?QPRPORTAL& “pudev&FLS =FLS&FORCELOGIN=1 e =

Lot = Welcome to Your QPR Portal!

T “The QPR Portal seamlessly combines business process management Learn More
(QPR ProcessGuide) with Balanced Scorecard (QPR ScoreCard) into e r—
a personalized web portal.

Fast Guide to Scorecards

Language: “The QPR Portal gives you a view of your management information
My Default

that is
QPR UserNet

i . « always up-to-date :
ey « relevant and related to your responsibilities: el

next time

« customizable according to your preferences
« easy to search and navigate

About QPR Software

QPR Software is the leading provider of Collabrative Management
software products, With QPR products world-class organizations e
collaboratively plan, implement, communicate, and commi: people
to objectives and processes.
QPR Software develops and delivers solutions together with a
practiced partner network in 45 countries. The QPR Community
consists of more than a thousand professionals serving customers
all around the world.
For latest QPR support resources and software updates, visit Get Support

t X
e customercare@qpr.com
For further information about QFR. Software, visit ww.gpr.com.

QPR Customer Care
QPR Customer

+358 290 001 155

QPR - Quality. Processes. Results.

This page can be customized or replaced with your organization's own information

The QPR Login Page will open.
Login Steps:
o Login Name : This will be the same you use to login on your computer.

o Password : This will be the same you use to login on your computer.

2  Uploading Data

This section provides you with the basic steps on how to upload your Actual Performance in the
QPR Portal for the different Key Performance Indicators.

To upload data select the “Scorecard Tab”. Under the scorecard tab select the “Navigator”
option.
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Step 1: In order to upload your actual performance figures, for the specific period, select
the “Edit” button at the top right of the screen as seen below.

- - -
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Step 2: Blocks will appear on all the Elements that you are allowed to upload/change
data on. If you can’t edit some of the fields, this can either be one of two things:

= As a User you only have Viewer Rights, which won’t allow you to update any data
on any scorecard.

= You are trying to upload/change data on a level which has got Formulas in to roll
up the data from KPI's to KPA/Objective/Perspective and Top Element.

PLEASE NOTE: You will only be allowed to upload data on Key Performance Indicator
Levels. (KPI)

Step 3: In order to save all the data that has been uploaded on your actual performance,
for the specific period, select the “Submit Values” button at the top right of the screen as
seen below.
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3 Portal Actions

3.1.1 How to Create an Action
For example purposes, an Action Plan will be shown in the screen shots below.
o Select the measure that you need to create a Portal Action on.

o You can either select from the Measure View, the — 4ddAcion = pytton or from the
Navigator View, as seen below.

QPR Portal - Demne User | x
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Sales of Socks s Lovont Templates & Graph Setting. Add Action 3
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Performance Score Actual vs. Target

e\ l | .

Layout Templates | Al properties. | Values | Recent Actions

The “Create Comment” screen will open. On the top right-hand corner, select the Portal
Action you require from the drop-down list.

" Create Comment e Rl Comment
You can choose any one of these |
Description e . .
Action types available in the
Header: drop down list. ed -
Description:
Linked to
Coordination of all correspondence relat
P -
Add Remove
Dates
Publish To

Date stamp: Year: 2014 | Month: | September v Day: 2 v |6 Select Period...
Users of linked elements

e Me only
Everyone
Selected users | Users

) Notify via e-mail

Attachments

Add | | Delete




3.1.1.1 Steps on how to Complete the fields on an Action Plan

Please follow the yellow steps to complete the Action Plan.

,

Create Action Plan

Description E] Categorization
Header: Category: Not categorzed v |
Description: Status: | New v
|
Linked to |
Coordination of all correspondence relat «
Progress: |0 %
Add Remove
Ro'ﬁ E
Publish To
Owner. Select
Assigned to: Select Users of linked elements
Approved by: Select e Me only
Everyone
Dates |Zl Selected users Use E|
# Notify via e-mail
Start date: Year: 2014 | Month: | September viDay:12 v
Deadine: Year: 2014 | Month: | September vipay: 2 v |EE Attachments
Date stamp: Year: 2014 | Month: | September vipay: 2 v |EE Select Period...

Action type: Iﬂ‘

Add E Delete -

1.

Once the Action, for example “Action Plan” has been selected, the screen will change
in order to create the required Portal Actions.

Description: Type the name of the Action Plan you want to create in the Header
Field. Type in a detailed description of the Action Plan you are developing in the
Description Field. The Progress Field will only be completed once the Action Plan
has been assigned to a person where they can update the progress of the Action
Plan.

Roles: Complete the fields Owner, Assigned To and Approved by, accordingly. Use
the “Select” button to search for the appropriate User to fill this role.

Users and groups Selected users and groups
Show: | Users and groups v Show: | Users and groups v
Users in group:' v
Search: Search:
(o e ] (- e
Demo User (gpr) * - | |Demo User {gpr) -
R S—
==
PO —
<< ]
* = Selected
Results: 1 -1 of 1
< Previous_| Next > | -
[ e T P [ e—rpr—




Dates: Complete the Start date and deadline date of the specific Action Plan. The
date Stamp you will only need to complete once the Action Plan has been completed
with 100% progress.

Publish To: The “Publish to” will only be used if you want more people to be able to
see the Portal Action you have created. By selecting the “User” button, the “Selected
User” will open once again. The Responsible People in the Roles will automatically
be selected, because you have assigned this Portal Action to them. The “Notify via
Email” check box have to be selected so that QPR can send your Portal Action
notification to the selected people.

Attachments: Attach necessary Documentation if applicable to the specified Portal
Action.

Select “Add”. The Attach File screen will open.
Select “Embedded” and click on the “Browse” button.

Select the file that you want to attach and select “Ok”.

Attach file

Mame:
Location: Choose File | Mo file chosen
Linked
s Embedded
oK | lewCancel, | | Help
Select OK.

Once you have uploaded your Portal Actions, you can have a look at all your actions
that you have assigned to that specific measure by selecting the Recent Actions tab
as seen below.

Recent Actions tab:  This view provides you with a list of all the Portal Actions that
have been loaded for that specific measure, the person that has loaded them and the
date they were loaded on.

Coordination of all correspondence relating to the Office of the CEO 5 Show Al Add Action T
High Impact Initatives;
e the viabiity of implementing a case management system

‘ All Portal actions linked to the
specific measure will be available
here.

Layout Templates | All properties = Values Recent Actions




4 Viewing performance

4.1 The Dashboard

To view the dashboard select the “Scorecard Tab”. Under the scorecard tab select the
“Dashboard” option.
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4.2 The Strategy Map

To change the view to the Strategy Map select the “Views” option. Select the Strategy Map
link in the Select View dialog box.
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The Strategy Map view will appear.
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43 What’s New Page

The “What's New Page” contains a list of the latest changes together with statistics
concerning the performance of a measure.
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You can view:
o Recent Modifications — The latest seven changes that was made.
o Recent Actions — The seven latest Actions created.
o Best Performance — Measures performing the best in relation to the previous values.

o Worst Performance — Measures performing the worst in relation to the previous
values.

o Due Actions Plans — Actions on the scorecard that are due.



4.4

4.5

My Responsibilities Page
The “My Responsibilities Page” allows the user to view all the model elements that you are
responsible for.
The following will be available to view:
o My Measures
o My Actions
o My Scorecard
o My Processes

o My Action Plans

My Contents Processes Scorecards Actions Reports Workflows 2
Home  What'sNew [|My Responsibilities || My Alerts My Brisfngs
@ Print gy Bookmark & Add to Basket
My Responsibilities 4 My Responsibilities
5 Summary My Measures sgishowAl = My Actions shon Al
[@s Action Plans Measure Value Trend Status Modified  Action
B3 comments P ity of Windhoek - Projects (City of Windhoek - Projects) 2014/03/02 [By Examole of an Action Plan
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A Absentesiom (tme lost due to unplanned absentesism) (C1
@ mformation Items
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W Lessons B Affordabe H
8 Linked Elements RH Basc service
& weasures 7R Budget Management (Gity of Windhoek - Scorecards)

& Organtation Ttems
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@ process steps = 9
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P Gty of Windhoek - Scorecar

Bl Resources A Comorate Governance (Gty of Windhoek - Scorecards)
) Resks B Cost Saving (City of Windhoek - Scorecards) = =
£ Strategy tems My Scorecards. ‘giShowAl |~ My Diagrams “giShowAl | * My Action Plans eziShow Al
Scorecard Value Trend Status Diagram Views Deadline  Action Plan Status
vl CapeToan 7.62% 2014/03/02 [3p Example of an Action Plan e

vis Ucensing Departmer 84.77 %

o Pretoria 85.13%

o Randourg 55.48 % ®
ol Sales Department  77.95 %

o Stock Control Depar 82.93 %

v CapeToan EES)

R Ucensing Clerk 268

My Alerts Page
The “My Alerts Page” allow you to view all the e-mail alerts that you received for Actions that
have been assigned to you or have been published to you as discussed in Portal Actions.

o Name - Name of the alert.

o Last Alert - Time when the alert was last sent.

o Recipient(s) Recipient(s) of the alert.

o Scorecard - Name of the scorecard the alert belongs to.
o Model - Name of the model the alert belongs to.
@)

You can view your alerts you receive by selecting "My Alerts" from the list at the left side of
the screen.

QPR Portal - Demo User (« X - - - o O e

« C | [) marjeanne/QPR2012-2/Portal/QPRIsapi.dll?QPRPORTAL& " prmav&SES=HPjrYTmYgNyQdG1SONSOKQ&FMT =p&LAN=en%u002c1&DTM=&RID=858630936187644002 7% | =

Help | QPR UserNet | Settings | Logout

s SIS

Qrint i Bookmark B Add to Basket

My Alerts «“ My Alerts

My Alerts Name Last Alert Reciplent(s) Scorecard Model



Help Functions

Help

Select the “Help” function from the upper toolbar. The online help function can be used for
more detailed introduction of the software and the terms used in it.

Depending on the view that is open when the Help link is clicked, a help topic specific to the
view or the main level of the QPR Portal help is displayed.

r — . bl
'_r,é QPR Portal - User's Guide - Windows Internet Explorer [ ==l ﬂ

-

QFR Portal - User's Help Previous Back to Index Next
Guide

Help can be opened with the Help link. Depending on the view that is open when the Help
link is clicked, a help topic specific to the view or the main level of the QPR Portal help is
2] Index displayed.
QPR Portal
EilHelp
[2] Search
Settings
Logout
[21Home
Basket
Bookmarks
[?1QPR Portal Made
@ What's New
@ My Responsibilities
[FI My Alerts | 3
[2] My Briefings
@ Managing Brisfing Booklets
@ Processes
([ Scorecards

@ Scorecards

@ Strategy Maps

[2] Locking and Offset with
Periods and Series

[2] view Selection Dialog
Mavigator

Analysis

[2] Reports

[?] Actions I
Period Selection View

[2] Linked Elements View S

Back to Top ==

m

Logout

Select Logout from the upper right corner to log out and end your QPR Portal session.

In the case automatic login using cookies has been enabled, you have the option to clear your
login information at this point.

You have dosed your current QPR Portal session.

Your login information has been stored to browser's cookie to enable automatic login next time from this computer,
To dear the automatic login information from the browser's cookie, please press the button below,

[ Login as another user ]
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V REPUBLIC OF gyoum AFRICA
FORM 3:

2D IDC

Industrial Development Corporation

PRODUCTION INCENTIVE PROGRAMME

Monitoring and Evaluation Questionnaire

Company Name:

][Pro perty]l

Trading Name:

Financial Year End

][Pro perty]l

Date of First Funding Approval:

The Clothing and Textiles Competitiveness
Programme (CTCP) was instituted by the
Department of Trade and Industry and the
Industrial Development Corporation in order to
assist firms in the clothing, textiles, leather,
leather goods and footwear sectors to increase
their competitiveness.
questionnaire is to collect data so that the impact
of the grant can be assessed, and so that any
necessary changes to the programme may be
instituted to improve its effectiveness. The
continuation of the programme is dependent on
this evaluation process,
cooperation in this regard is much appreciated.

The purpose of this

and as such, your
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Section 2 Performance:

Overview
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Strategy Map
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DECLARATION:

| hereby declare that the information in this application is a fair and true reflection of the
intended project and that the company has no pending litigation against it, the outcome of which
may have a material impact on the company’s financial position. | am aware of the fact that the
information which | have submitted above will have a material bearing on the adjudication of the
application, and if it therefore subsequently appears that any information in the application
(together with any addendums) was not correct, or that certain information was omitted, the
CTCP desk will be entitled to withdraw or amend its approval, and without prejudice to its rights

recover any amounts already paid or withhold further payments due.

Questionnaire completed by:

Name: Position:

Date:
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FORM 3:

2D IDC

Industrial Development Corporation

PRODUCTION INCENTIVE PROGRAMME

Monitoring and Evaluation Questionnaire

Company Name:

Glencarol

Trading Name:

Financial Year End
2013

Date of First Funding Approval:

The Clothing and Textiles Competitiveness
Programme (CTCP) was instituted by the
Department of Trade and Industry and the
Industrial Development Corporation in
order to assist firms in the clothing, textiles,
leather, leather goods and footwear sectors to
increase their competitiveness. The purpose
of this questionnaire is to collect data so that
the impact of the grant can be assessed, and
so that any necessary changes to the
programme may be instituted to improve its

effectiveness. The continuation of the

nronramme i denandent nn thic avaliiatinn
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1. Financial 73.4 % &

1.1. Improve sales 70.2 %

1.1.1. Sales of Socks

Sales of Socks

Met sales of goods manufactured within RSA (ZAR), net of all
discounts, as per audited income statement of company.

Performance Score

Actual vs. Target

11000 000.00
10 000 000,00
9000000.004
8000 000.00 "
7 000 000.00-

" 6% £ 000 000,00

1/2013 3/2013 5/20013 7/2013 972013 112013

12/ 2013 | mmActual  =—Target |
Period Actual Target Performance Score

1/2013 R 4 704 734.66 R 5 840 000.00 80.6 %

2/2013 R 5085 323.81 R 6 570 000.00 77.4 % i1
3/2013 R 5134 989.36 R 6 570 000.00 78.2 % 1

4 /2013 R 6371 776.53 R 6 570 000.00 97.0 % 1
5/2013 R 6 780 935.69 R 6 570 000.00 103.2 % 1T®
6 /2013 R 6 016 829.36 R 6 570 000.00 91.6 % i1
712013 R5677418.78 R 6 570 000.00 86.4 % i1
8/2013 R 4 930 949.98 R 7 300 000.00 67.6 % I
9/2013 R5322718.35 R 6 570 000.00 81.0 % 1
10 /2013 R 6 035 549.48 R 7 300 000.00 82.7 % i
11/2013 R 8 076 619.26 R 7 300 000.00 122.9 % 1T®
12 /2013 R 4 529 533.20 R 5 840 000.00 77.6 % 1

1.1.2. Sales of other goods — Yarn

Sales of other goods - Yarn

Met sales of goods manufactured within RSA (ZAR), net of all
discounts, as per audited income statement of company.

Performance Score

Actual vs. Target

1 500 000,00
1 400 000,00
1 300 000.00+
1 200 000,00+
1 100 000,00
1 000 000,00
900 000.00

80D 000,00

700 000,00

600 000,004

Lfan13 372013 572013 772013 972013 112013

12 / 2013 e |




Period Actual Target Performance Score
1/2013 R 470 241.18 R 876 000.00 53.7% .
2/ 2013 R 745 584.04 R 876 000.00 85.1% 1‘
3/2013 R 683 588.79 R 876 000.00 78.0 % l
4 /2013 R 767 120.50 R 876 000.00 87.6 % ‘l‘
5/2013 R 814 519.40 R 876 000.00 93.0% ‘l‘
6/2013 R 883 713.91 R 876 000.00 100.9 % 1
712013 R 565 330.25 R 876 000.00 64.5 % i
8/2013 R 731313.27 R 876 000.00 83.5 % 1
9/2013 R 847 094.19 R 876 000.00 96.7 % 1’
10/2013 R 831912.38 R 876 000.00 95.0 % i
11/2013 R1026911.44 R 876 000.00 117.2 % 1o
12 /2013 R 550511.25 R 876 000.00 62.8 % I

1.2. Reduce Production costs 80.8% 4l

1.2.1. Cost of Raw Materials used
Cost of Raw Materials used

Performance Score

Actual vs. Target

172013 3/2013 5/2013 7/2013 9S/2013 11/2013

12 /2013 I-Actual ===Target .

Period Actual Target Performance Score
1/2013 R 194 037.00 R 150 000.00 70.6 % Il
2/2013 R 144 766.00 R 150 000.00 103.5 % 1t®
3/2013 R 117 889.00 R 150 000.00 121.4 % 1® |
4/2013 R 133 726.00 R 150 000.00 110.9 % 1&® |
5/2013 R 140 379.00 R 150 000.00 106.4 % &
6/2013 R 113 452.00 R 150 000.00 124.4 % 1
7/2013 R 181 059.00 R 150 000.00 79.3 % Il
8/2013 R 148 074.00 R 150 000.00 101.3 % 1® |
9/2013 R 124 412.00 R 150 000.00 117.1 % 1®
10 /2013 R 117 421.00 R 150 000.00 121.7 % 1t®
11 /2013 R 110 597.00 R 150 000.00 126.3 % i1
12 /2013 R 122 700.00 R 150 000.00 118.2 % 1®




1.2.2. Cost of Labour

Performance Score

Cost of Labour

Net Direct Labor Costs per pair

Actual vs. Target

5.00

4.504
4.00
3.504
3.004
2,50
2.004

1/2013 3/2013 5/2013 7/2013 9/2013 11/2013
122013 [ EmTotal Cost ==—Target |
— ©
O = (O]
(&]
g 8 3 3S| 2 |2 2 3 £
5 = o 8 2 o |9 S & 0 = = 5o
o £ 3 = a) A% | a & o I = A oA
1/2013 R 0.84 R0.27 | R0.11 | R0.20 | R0.25 | R0.14 | R0.04 | R0.31 | R2.17 | R2.00 | 923 % "‘
2/2013 R 0.78 R0.24 | R0.10 | R0.22 | R0.23 | R0.13 | R0.04 | R0.32 | R2.06 | R2.00 | 97.2% "‘
3/2013 R 0.81 R0.23 | R0.10 | R0.22 | R0.24 | R0.14 | R0.04 | R0.32 | R2.10 | R2.00 | 951 % r
472013 R 0.80 R0.23 | R0.10 | R0.21 | R0.23 | R0.13 | R0.04 | R0.32 | R2.06 | R2.00 | 97.0% ‘.‘
5/2013 R081 |R145 |R0.22 | R0.10 | R0.22 | R0.23 | R0.13 | R0.04 | R0.32 | R3.52 | R2.00 | 56.9 % {
6/2013 R0.82 | R1.70 | R0.22 | R0.10 | R0.23 | R0.23 | R0.13 | R0.04 | R0.31 | R3.79 | R2.00 | 52.7 % {
712013 R080 | R1.38 | R0.22 | R0.10 | R0.23 | R0.23 | R0.13 | R0.04 | R0.32 | R3.44 | R2.00 | 58.2% ;
8/2013 |RO0.79 | R1.39 | R0.22 | R0.10 | R0.23 | R0.23 | R0.13 | R0.04 | R0.32 | R3.45 | R2.00 | 58.0% {
9/2013 R0.82 | R157 | R0.22 | R0.10 | R0.24 | R0.24 | R0.14 | R0.05 | R0.34 | R3.72 | R2.00 | 53.8% {
10/2013 | R0.81 | R159 | R0.22 | R0.10 | R0.23 | R0.23 | R0.14 | R0.05 | R0.34 | R3.71 | R2.00 | 53.9% ;
11/2013 | R0.80 | R198 | R0.21 | R0.10 [ R0.23 | R0.23 | R0.14 | R0.05 | R0.33 | R4.07 | R2.00 | 49.1% {
12/2013 | R0.83 | R244 | R0.22 | R0.10 | R0.23 | R0.24 | R0.15 | R0.05 | R0.35 | R4.60 | R2.00 | 43.4% {




2. Customer

2.1. Improve time to customer

2.1.1. Customer lead-times

Performance Score

71.2 % &

100.0% T &

Customer lead-times

Actual vs. Target

1/2013  3/2013 5/20013 7/20013 9/2013 112013

12/ 2013 e
Period Actual Target Performance Score

1/2013 11.00 days 7.00 days 42.9 % 11
2/2013 8.00 days 7.00 days 85.7 % 1
3/2013 8.00 days 7.00 days 85.7 % =
4/2013 7.00 days 7.00 days 100.0 % 1®
5/2013 8.00 days 7.00 days 85.7 % Il

6 /2013 9.00 days 7.00 days 71.4 % Il
7/2013 12.00 days 7.00 days 28.6 % 1®
8/2013 6.00 days 7.00 days 114.3 % 1®
9/2013 11.00 days 7.00 days 42.9 % &
10/2013 7.00 days 7.00 days 100.0 % 11
11 /2013 9.00 days 7.00 days 71.4 % Il

12 /2013 7.00 days 7.00 days 100.0 % 1t®

2.2. Reduce customer return rates 42 4% 1ib &

2.2.1. Customer return Rates




Customer return Rates

Performance Score

Actual vs. Target

4.5
4,0
3.5
# 3.0
2.5
2.0

1/2013

3/ 2013

5/2013

72013

11/ 2013

122013 [ . Customer Return Rate  ==Target |
Period Number of Units sold Customer Target Performance
returns return rate Score
1/2013 32 542 878 044 3.7% 2.0 % 147% i
2/2013 34 270 903 527 3.8 % 2.0 % 104% i
3/2013 12 378 871 652 1.4 % 2.0 % 129.0 1
%
4/2013 36 192 951 806 3.8 % 2.0 % 929% I
5/2013 23 079 936 409 2.5 % 2.0 % 76.8% I
6/2013 21 978 921 273 2.4 % 2.0 % 80.7% 1t
712013 28 606 882 779 3.2% 2.0 % 38.0% Jli |
8/2013 30 275 750 525 4.0% 2.0 % -1.7% L
9/2013 36 588 814 681 4.5 % 2.0 % -24.6 1®
%
10/2013 24 839 970 408 2.6 % 2.0 % 72.0% 1t
11/2013 32148 1412835 2.3% 2.0 % 86.2% 1
12 /2013 24 107 764 753 3.2% 2.0 % 424% L
3. Internal Processes ® |
3.1. Improve production outputs 700% 1
3.1.1. Production output of socks
Production output of socks
Performance Score Actual vs. Target
1 300 000+
1 200 000
1 100 000+
1 000 000+

122013

500 000+
800 000+
700 000
500 000
500 000

pairs

400 000+

1/20013  3/2013 5/2013 7 /2013 972013 11/2013

| EAcual =—Target |

Period

Actual

Target |

Performance Score




1/2013 901 780 pairs 1 200 000 pairs 75.2 % 1
2/2013 1 029 452 pairs 1 200 000 pairs 85.8 % 1
3/2013 853 497 pairs 1 200 000 pairs 711 % Il
4/2013 975 703 pairs 1 200 000 pairs 81.3% 1
5/2013 899 784 pairs 1 200 000 pairs 75.0 % Il
6/2013 896 499 pairs 1 200 000 pairs 74.7 % Il
712013 1 187 029 pairs 1 200 000 pairs 98.9 % 1
8/2013 1 022 099 pairs 1 200 000 pairs 85.2 % Il
9/2013 885 128 pairs 1 200 000 pairs 73.8 % Il
10/2013 1 207 092 pairs 1 200 000 pairs 100.6 % 1®
11/2013 1 083 265 pairs 1 200 000 pairs 90.3 % Il
12 /2013 420 048 pairs 600 000 pairs 70.0 % Il

3.1.2. Production output of yarn

Production output of yarn

Performance Score

Actual vs. Target

W35/ 2013 Wwaz/ 2013 W45 [ 2013

W48 / 2013

W51/ 20

W51/2013 [ Acthal  =——Target )

Period Actual Target Performance Score
W52 /2012
W1/2013 0 kg 10 000 kg 0.0 % & |
W2 /2013 0 kg 10 000 kg 0.0 % = |
W3/ 2013 6 282 kg 10 000 kg 62.8 % 1
W4 /2013 8 718 kg 10 000 kg 87.2 % 1
W5 /2013 8 480 kg 10 000 kg 84.8 % Il
W6 / 2013 10 444 kg 10 000 kg 104.4 % 1® |
W7 /2013 6 578 kg 10 000 kg 65.8 % Il
W8 /2013 8 265 kg 10 000 kg 82.7 % 1
W9 /2013 10 279 kg 10 000 kg 102.8 % 11
W10/ 2013 10 191 kg 10 000 kg 101.9 % 1®
W11 /2013 10 790 kg 10 000 kg 107.9 % 1® |
W12 /2013 6 799 kg 10 000 kg 68.0 % Il
W13/ 2013 5 966 kg 10 000 kg 59.7 % )
W14 /2013 7577 kg 10 000 kg 75.8 % 1
W15 /2013 4 934 kg 10 000 kg 49.3% 19 |
W16 / 2013 10 394 kg 10 000 kg 103.9 % 1® |
W17 /2013 8 940 kg 10 000 kg 89.4 % Il
W18 /2013 9 775kg 10 000 kg 97.8 % 1
W19/ 2013 5 731 kg 10 000 kg 57.3 % 1®
W20/ 2013 8 497 kg 10 000 kg 85.0 % 1




W21/2013 9 093 kg 10 000 kg 90.9 % i
W22 /2013 9 307 kg 10 000 kg 93.1 % 1
W23/ 2013 6 739 kg 10 000 kg 67.4 % Il
W24 / 2013 7 513 kg 10 000 kg 75.1 % i
W25/ 2013 8 415 kg 10 000 kg 84.2 % 1
W26 /2013 5 665 kg 10 000 kg 56.7 % &
W27 /2013 10 159 kg 10 000 kg 101.6 % 1t®
W28 / 2013 9617 kg 10 000 kg 96.2 % Il
W29 / 2013 9 021 kg 10 000 kg 90.2 % Il
W30/ 2013 13 595 kg 10 000 kg 135.9 % 1® |
W31/2013 10 175 kg 10 000 kg 101.8 % &
W32 /2013 8 662 kg 10 000 kg 86.6 % Il
W33/ 2013 5 628 kg 10 000 kg 56.3 % 1@ |
W34 /2013 7 257 kg 10 000 kg 72.6 % i
W35/ 2013 9 959 kg 10 000 kg 99.6 % i
W36 /2013 10 906 kg 10 000 kg 109.1 % 1t®
W37 /2013 7 241 kg 10 000 kg 72.4 % Il
W38/ 2013 9 289 kg 10 000 kg 92.9 % i
W39 /2013 7 403 kg 10 000 kg 74.0 % Il
W40/ 2013 3 987 kg 10 000 kg 39.9 % &
W41/2013 9 469 kg 10 000 kg 94.7 % 1
W42 / 2013 9 428 kg 10 000 kg 94.3 % Il
W43 /2013 10 475 kg 10 000 kg 104.8 % 1t®
W44 / 2013 10 552 kg 10 000 kg 105.5 % 1® |
W45 /2013 9 595 kg 10 000 kg 96.0 % Il
W46 / 2013 8 403 kg 10 000 kg 84.0 % Il
W47 /2013 8 485 kg 10 000 kg 84.9 % i
W48 /2013 10 934 kg 10 000 kg 109.3 % 1t®
W49 /2013 12 790 kg 10 000 kg 127.9 % 1® |
W50/ 2013 12 262 kg 10 000 kg 122.6 % &
W51 /2013 7 673 kg 10 000 kg 76.7 % Il
W52 /2013

3.2. Improve Quality 1163% 1

3.2.1. Return rates of suppliers

Performance Score

12 /2013

Return rates of suppliers

Actual vs. Target

1/ 2[)13

3/ 2[)13

5/ 2[)13 7! 2[)13

9/ 2[)13

11|’2[Jl3

I Il Customer Return Rate  ====Target

Period

Number of
returns

Units sold

Customer
return rate

Target

Performance
Score




1/2013 249 3 000 8.3 % 3.0% -76.7 % ‘[_._
2 /2013 177 3 000 5.9% 3.0% 3.3% 1
3/2013 112 3 000 3.7% 3.0% 75.6 % 1
4/2013 59 3 000 2.0% 3.0% 134.4 % 1‘_._
5/2013 14 3 000 0.5% 3.0% 184.4 % ‘l‘_._
6/2013 130 3 000 4.3 % 3.0% 55.6 % L
7 /2013 203 3 000 6.8 % 3.0% -25.6 % L
8/2013 133 3 000 4.4 % 3.0% 52.2 % i1
9/2013 217 3 000 7.2 % 3.0% -41.1 % l._
10/ 2013 29 3 000 1.0% 3.0% 167.8 % ‘l‘_._
11/2013 268 3 000 8.9 % 3.0% -97.8 % L
12 /2013 87 3 000 2.9 % 3.0% 103.3 % 1
3.2.2. Internal rework rate
Internal rework rate
Performance Score Actual vs. Target
ES
172013 3/ 2013 5/ 2013 702013 /2013 1142013
12 [ 2013 Il Rework Rate  ===Target i
Period Reworked Total Rework Rate Target PerfSo(;rEche
1/2013 22 789 1274 204 1.8 % 1.0 % 21.2% i
2 /2013 15 446 1394 829 1.1% 1.0% 89.3% t
3/2013 17 445 1174 176 15% 1.0% 514 % ]._._
4/2013 21 334 1 367 097 1.6 % 1.0% 44.0 % 1&®
5/2013 12 445 1176 630 1.1% 1.0% 94.2 % i
6/2013 7 886 992 432 0.8 % 1.0% 120.5 % 1‘_._
712013 14 227 1 387 580 1.0% 1.0% 97.5 % I
8/2013 7 688 1 207 006 0.6 % 1.0% 136.3 % ‘l‘_._
9/2013 2133 1019819 0.2 % 1.0% 1791 % {1
10/ 2013 5988 1 359 636 0.4 % 1.0% 156.0% Jli
11/2013 7 644 1336 329 0.6 % 1.0 % 142.8% Ji
12 /2013 4 663 659 871 0.7 % 1.0% 129.3 % l.._
3.3. Improve value chain flexibility 60.0% 41




3.3.1. Lost production time due to change over

Lost production time due to change over

Performance Score

Actual vs. Target

.132013 3/2013  5/2013 7/ 2013 942013 112013

12/2013 | mactal  =——Target |
Period Actual Target Performance Score
1/2013 18.00 hours 20.00 hours 110.0 % 1
2/2013 23.00 hours 20.00 hours 85.0 % Il
3/2013 26.00 hours 20.00 hours 70.0 % Il
4/2013 20.00 hours 20.00 hours 100.0 % 1t®
5/2013 26.00 hours 20.00 hours 70.0 % Il
6/2013 22.00 hours 20.00 hours 90.0 % 1
712013 23.00 hours 20.00 hours 85.0 % Il
8/2013 18.00 hours 20.00 hours 110.0 % 1t®
9/2013 28.00 hours 20.00 hours 60.0 % Il
10 /2013 18.00 hours 20.00 hours 110.0 % 1®
11/2013 17.00 hours 20.00 hours 115.0 % 11
12 /2013 26.00 hours 20.00 hours 70.0 % Il
3.3.2. Manufacturing throughput times
Manufacturing throughput times
Performance Score Actual vs. Target
6.001
5.50
o 5.001
B 4.50
400 g eeogeer R
3.501
3.001
142013 3/2013 5/2013 772013 9/2013 11/2013
12/ 2013 B Achual  ——Target |
Period Actual Target Performance Score
1/2013 4.00 days 4.00 days 100.0 % 1
2/2013 4.00 days 4.00 days 100.0 %
3/2013 3.00 days 4.00 days 125.0 %
4/2013 6.00 days 4.00 days 50.0 % Il




5/2013 5.00 days 4.00 days 75.0 % 1
6/2013 3.00 days 4.00 days 125.0 % 1

7 /2013 4.00 days 4.00 days 100.0 % L
8/2013 5.00 days 4.00 days 75.0 % Il
9/2013 3.00 days 4.00 days 125.0 % 1®
10/ 2013 3.00 days 4.00 days 125.0 % =
11/2013 4.00 days 4.00 days 100.0 % L
12 /2013 6.00 days 4.00 days 50.0 % i)

3.4. Improve value chain reliability 1095% L &

3.4.1. Loss of production due to machine breakdowns

Loss of production due to machine breakdowns

Performance Score

80 000
70 000
60 000
50 000
£ 40000
m
= 30 000
20000

Actual vs. Target

ool Lo L
L1/2013 3/2013 5/2013 7/2013 9/2013 11/2013
12/ 2013 | Actal  ——Target |
Period Actual Target Performance Score

1/2013 5 455 pairs 25 000 pairs 178.2 % 19 |
2/2013 18 930 pairs 25 000 pairs 124.3 % 1®
3/2013 9 684 pairs 25 000 pairs 161.3 % 19
4/2013 18 927 pairs 25 000 pairs 124.3 % &
5/2013 69 416 pairs 25 000 pairs T7.7% &
6/2013 0 pairs 25 000 pairs 200.0 % 19 |
7/2013 12 941 pairs 25 000 pairs 148.2 % 1®
8/2013 40 461 pairs 25 000 pairs 38.2 % &
9/2013 34 000 pairs 25 000 pairs 64.0 % 1

10 /2013 5 988 pairs 25 000 pairs 176.1 % 11
11/2013 0 pairs 25 000 pairs 200.0 % 1®
12 /2013 0 pairs 25 000 pairs 200.0 % =

3.4.2. Downtime due to machine breakdowns




Downtime due to machine breakdowns

Performance Score

haours

25.00
20.00
15.00
10.00

5.00

Actual vs. Target

0.0% 0.004" I =
{72013 372013 5/2013 7/2013 9/2013 11/2013
12/2013 [ Acthial  =——Target |}

Period Actual Target Performance Score
1/2013 1.50 hours 5.00 hours 170.0 % 19
2/2013 7.00 hours 5.00 hours 60.0 % Il
3/2013 3.00 hours 5.00 hours 140.0 % 1
42013 6.50 hours 5.00 hours 70.0 % Il
5/2013 22.50 hours 5.00 hours -250.0 % &

6 /2013 0.00 hours 5.00 hours 200.0 % ir B
7/2013 4.00 hours 5.00 hours 120.0 % 1®
8/2013 12.00 hours 5.00 hours -40.0 % L
9/2013 10.00 hours 5.00 hours 0.0 % 1
10/ 2013 2.50 hours 5.00 hours 150.0 % i@ |
11/2013 6.00 hours 5.00 hours 80.0 % Il

12 /2013 7.00 hours 5.00 hours 60.0 % Il

3.4.3. Downtime due to materials and people unavailable

Performance Score

Downtime due to materials and people

haours

unavailable

12013

Actual vs. Target

372003 572013

7/2013 072013 11/2013

12/2013 [ Acthial  =——Target |}

Period Actual Target Performance Score
1/2013 9.00 hours 5.00 hours 20.0 % 1t®
2/2013 3.00 hours 5.00 hours 140.0 % 1t®
3/2013 5.00 hours 5.00 hours 100.0 % 19
412013 2.00 hours 5.00 hours 160.0 % T®
5/2013 10.00 hours 5.00 hours 0.0 % L
6/2013 4.00 hours 5.00 hours 120.0 % 19 |
7/2013 10.00 hours 5.00 hours 0.0 % 1®
8/2013 0.00 hours 5.00 hours 200.0 % 19
9/2013 10.00 hours 5.00 hours 0.0 % &




10/2013 9.00 hours 5.00 hours 20.0 % 1®
11/2013 1.00 hours 5.00 hours 180.0 % 1
12 /2013 6.00 hours 5.00 hours 80.0 % Il
3.4.4. On time and in full delivery to customers

Period Actual Total Ratio / Rate Target Perg)écr:]rznce
1/2013 Average 113 0.6 % 628% @I
2/2013 Good 142 0.7 % 69.7% @1
3/2013 Poor 29 0.8 % 79.3% i
42013 Excellent 186 0.9 % 89.8 % 1
5/2013 Poor 42 0.8 % 76.2 % 1l
6/2013 Excellent 167 0.8 % 82.0 % i |
712013 Excellent 167 0.9 % 94.0 % i |
8/2013 Average 92 0.8 % 82.6 % Il
9/2013 Excellent 137 0.9 % 86.9 % 1
10/2013 Excellent 170 1.0% 98.2 % 1
11/2013 Excellent 194 0.7% 69.1% @il
12 /2013 Excellent 161 1.0 % 98.1 % i |

3.5. Reduce Waste 76.8 % i

3.5.1. Waste of raw materials

Period Actual Total Ratio / Rate Target PerfSC)Crcr:Ence
1/2013 2613 kg 35 849 kg 7 kg 5 kg 542% @1 |
2/2013 2 618 kg 31 928 kg 8 kg 5 kg 36.0% @Il
3/2013 3 123 kg 48 851 kg 6 kg 5 kg 721 % 1
4/2013 3105 kg 39 681 kg 8 kg 5 kg 435% @il
5/2013 1 238 kg 13 012 kg 10 kg 5 kg 9.7% @l
6 /2013 2 478 kg 32 359 kg 8 kg 5 kg 46.8% @1t
712013 3088 kg 40 280 kg 8 kg 5 kg 46.7% @I
8/2013 2 397 kg 44 557 kg 5 kg 5 kg 92.4 % i
9/2013 2 629 kg 39 129 kg 7 kg 5 kg 65.6 % Il
10/ 2013 2 486 kg 49 052 kg 5 kg 5 kg 98.6 % i
11 /2013 2 128 kg 47 615 kg 4 kg 5 kg 1106 &1

%

12 / 2013 3216 kg 52 209 kg 6 kg 5 kg 76.8 % Il

4. Learning & Growth

4.1. Improve company culture 1272% T ©

4.1.1. Labour turnover rates




Performance Score

Labour turnover rates

Number of labourers dismissed and resigned during the month
(EXCLUDING retrenchments) divided by number of labourers.

Actual vs. Target

7.0
6.0
5.0

" 4.0
3.04
2.0
5 LIS TIEE
172013 3/2013 5/2013 7/2013 972013 112013
12/2013 | M Tumover rate =——Target )

Period Actual Total Ratio / Rate Target PerfSoCrcr:\rznce
1/2013 31 474 6.5 % 5.3 % 76.0 % Il
2/2013 6 471 1.3% 5.3 % 176.0% @1t |
3/2013 12 461 2.6 % 5.4 % 152.0 % .l.
4 /2013 11 454 2.4 % 5.5 % 156.0 % @it
5/2013 8 458 1.7 % 5.5 % 168.0 % 1}
6/2013 7 458 15% 5.5 % 172.0% @1 |
712013 5 482 1.0 % 5.2 % 180.0% @it |
8/2013 0 495 0.0 % 5.1 % 200.0 % @it
9/2013 7 490 1.4 % 5.1 % 172.0% @1l
10/ 2013 9 484 1.9 % 5.2 % 164.0% @l
11/2013 6 484 1.2 % 5.2 % 176.0% @1 |
12 /2013 3 487 0.6 % 5.1 % 188.0% @it |

4.1.2. Absenteeism rate

Performance Score

66.4 %

Absenteeism rate

Actual vs. Target

112013

1/2013

3/2013  5/2013  7/2013 9/ 2013

12/2013 [ Absenteeism Rate  ==—Target )
Total Working .
Period Absentee Days per Abszn;;eeelsm Target Perfso(;rjnrznce

Days Head Count
1/2013 258 8 532 3.0% 4.3 % 129.9% {1
2/2013 341 8 949 3.8% 4.3 % 111.6 % Jldb
3/2013 237 7 837 3.0% 4.3 % 129.9% {1y |
4/2013 233 9 080 2.6 % 4.3 % 1405% {1
5/2013 232 9 160 2.5% 4.6 % 1452 % 11 |
6 /2013 302 8 702 3.5% 4.6 % 125.0% i
712013 244 11 086 2.2% 4.6 % 152.4% {1
8/2013 157 8 910 1.8 % 4.6 % 161.9% {1 |




9/2013 303 7 840 3.9% 4.6 % 116.4 % '.

10/ 2013 221 10 648 2.1% 4.6 % 155.1% 1@

11/ 2013 310 9 680 3.2% 4.6 % 130.8 % l.

12 /2013 331 5 357 6.2 % 4.6 % 66.4 % l
4.2. Improve skills 333% =

4.2.1. Total training spend
Total training spend

Total amaunt spent on employee training (ZAR).

Performance Score

Actual vs. Target

s
14 000,00+
12 000.00
10 000.00+
= §000.00
6 000.00
4 (00.00
2 000.00

DDUJI"I"‘I||II

1/2013 372013 5/2013 7/2013 9/20013 11/2013

12/2013 | Actual  =—Target |

Period Actual Target Performance Score
1/2013 R 1 000.00 R 15 000.00 6.7 % 1®
2/2013 R 13 000.00 R 15 000.00 86.7 % ‘t
3/2013 R 7 000.00 R 15 000.00 46.7 % L&
4/2013 R 1 000.00 R 15 000.00 6.7 % &
5/2013 R 8 000.00 R 15 000.00 53.3% 19 |
6/2013 R 11 000.00 R 15 000.00 73.3% 1
712013 R 10 000.00 R 15 000.00 66.7 % .!
8/2013 R 5 000.00 R 15 000.00 33.3% L&
9/2013 R 7 000.00 R 15 000.00 46.7 % 11
10/2013 R 14 000.00 R 15 000.00 93.3% 1
11/2013 R 5 000.00 R 15 000.00 33.3% 19 |
12 /2013 R 5 000.00 R 15 000.00 33.3% =




APPENDIX F — Extract from the IDC’s Modelling and Evaluation

Questionnaire.




Question 2
Please provide the actual figures for each year regarding Quality.

a) Customer Return Rates

Actual

2009 2010 2011 2012 2013 2014 2015
b) Internal Rework Rates
Actual

2009 2010 2011 2012 2013 2014 2015
c) Return Rates to suppliers
Actual

2009 2010 2011 2012 2013 2014 2015
Question 3
Please provide the actual figures for each year regarding Value Chain Flexibility.
a) Customer Lead-Times
Actual

2009 2010 2011 2012 2013 2014 2015




