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BSH, a global player in the home appliance market
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» Companies 70

» Factories 43

* Brands 13

* Employees 34.400

» Turnover 6.8 bil. €

* Position
Nr. 3 in the world and
Nr. 1 in western Europe
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Strong Brands

Main brands

Special brands
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Regional brands
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BSH - Turkey
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Turnover

Position

1995

~ 3000
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~ 780 Mio €
Nr.2 in Turkey
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Initial Phase
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Merge of 4 companies
into one company
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Journey
to excellence
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First Self
Assessment
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PROJECT :
VISION, MISSION,
VALUES

PROJECT :
DOLPHIN

PROJECT :
we.BSH.net

2003
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Target of Dolphin

How are we today ? OUR VISION IS How do we want to be in the future ?
) “FIRST CHOICE” )
functional process oriented
Fialialir customers
Get transperency into the organization Vil ﬁgsses
insufficient delegation Set clear responsiblities _ ey-Performance
I formange
no process [focus, N B suretnent and Prodess
more department foc¢us Create a sufficient and efficient structure C)»ntrolling (Cockpit ]
Establish strong customer orientation (,}ear deslcrloeld ;l:)r(l)C(lat§eS and.
set responsipilitiesfand high
delegation rate for short decision
N S I N I time

Establish Process Management in BSHPEG
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Project Approach of Establishing Business Excellence
First of all we defined our vision, mission, values and critical success factors. Afterthat we defined

our strategic balanced scorecard accordingly.

-

Strategy Map

=

e B =




Strategic Balanced Scorecard

BSHPEG

Company Value

Finances
Profitability Growth and lnelrsfetets
strong ......
Provide high quality
Customers _—m—— T~ - N\
Most Competitive and I N
qualified ........ | y
Most Effective I
and Efficient Most_ E_ffective and
Efficient .......... Achieve Product
Processes Business Development
Excellence

Increase High Integration Level

(o) T

Well qualified,

People

Corporate Intelligence

Corporate

Improving our S
Communication
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Project Approach of Establishing Business Excellence
based on the success factors and corperate targets we defined the business process map of BSHPEG

and achieved the first step of transperency

Business Process Map,

Strategy Map
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Business Process Map BSHPEG

Management
Business Processes

Product BSH Core
program Business Processes

Idea
Innovation

Effective

Global Prod. Portiolio ; “
Lcal Market Inid 2  Define Product Range ,DPR rd

Effective
" Demand,
Brand 3 Create Customer Demand ,CCD Channel Networ

v 4 Generate and Fulfill Order ,GFO* offtwmeacri®) \  BSHPEG Core
Business Processes
fi d . -
Cogr'g:f 5  Supply and Deliver Product ,SDP* D;r'c')\&i'cetd
S . - . . . ]
Order 6  Ensure Operational Product in Field ,EOP* operationa

BSH Core
Business Processes

Product
Program

Support
Business Processes

H_IH_J\
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Project Approach of Establishing Business Excellence
for each business process we defined a process map

-

Business Process Map, Business Process
Main Process Map

Strategy Map
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Process Map of a Business Process
the process map gives you a detailed info about the co ntent and ensures transperency

1st level — Business Processes

Effective
Brand
portfolio

Global Prod. .
Portfolio 2 Define Product Range
Docal Market Inf

2nd level — Main Processes

2.1 MonitOVerket 2.2 Introduce 2.3 Terminate 2.4 Ma;kett .
coverage products
product iy prOdUCt prOdUCt enable product

performance sales

31 |evel — Sub-Process

2.1.1. Experience the
market

2.4.1. Propose product

2.3.1. Evaluate term.
support

2.2.1. Position product
consequences

2.2.2. Determine launch
data

2.1.2. Compile prod.range
owerviev

2.4.2. Propose product
communication

) )
) ) )
) )

2.3.2. Detetmine
substitutes

market production

2.4.3. Train sales on
prod. features

2.1.4. Manage product

. 2.2.4. Source product
ideas

2.2.5. Produce master
data

) )
) )
> 2.1.3. Analyze sales & >> 2.2.3. Approve
) )
)

~— ~—— ~ A~

> 2.2.6. Enable TSE >

Flow Charts for Sub-Processes with Activities and Organizational Units (P-O-Digramm)
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Project Approach of Establishing Business Excellence
for each sub-process we defined the flow-charts

Business Process Map, Business Process
Main Process Map

Strategy Map

e oo
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Flow Chart
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Flow-Chart of a sub-process
the flow-chart gives you detailed info about the se ries of activities executed in involved departments

Process: DPR — Introduce new product — Approve production
Last modified on March 9, 2004

By Thomas Stecker
Prepare rejection
a report stating
reasons for
s rejection
o e no
] —— | '
o Ievlewd Uiz ' Disc and ' yes File VO Fh
pTi;nd;%%?]‘le — finalize new ! Product approved? e ord(e‘f';man
e ' product '
! I
|
=3
= no
= : -
= |
] é y ' !
3= Plan approved? i finalize new !
‘D: = | product !
5 [ !
Q
o
. O
k=
§ Conpile business
= . plan to request q Discuss and
© Determine Attach VA (variant e L Enable TSE
= launch data new poquct > application) AN > el G2y
= production product
g approval Z
5 Produce master
© Phone data
conference or in-
person meeting
=3 jmmmmmmmmmmmmmes
£ ' |
£ | Dscussand !
K 1 finalize new !
o ! product I
» ! |
% R, '
2}
T
« i Discuss and !
% ! finalize new '
2] 1 product !
i
'
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Project Approach of Establishing Business Excellence

due to detailed analysis of the existing flows we u

sed the opportunity to redesign processes

Business Process Map,

Strategy Map

Business Process
Main Process Map

Flow Chart
&=l

PTp——

Busiess Process summary - Define Product Range

Process Changes

o

Unertcalmpsmertaion n 200¢
5 PEG Managoment decison  supor eeced
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Business
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Results of the Business Process Reengineering (excl. factory processes)

Total number of business-processes 12
Total number of main-processes 60
Total number of sub-processes 270
Total number of documented flow-charts 489
Unchanged sub-processes 95
Redesigned sub-processes 175
Number of improvement issues 197

- Implementation of improvements in 2003/2004 93

- IT-Support needed for improvements 104
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Project Approach of Establishing Business Excellence

we defined for each business process the main proces s network and for each main process the
sub-process network

BSHPEG
Vision and Mission
“‘?’“S’i’”esf Process Map, Business Process 4\/ﬁ:\( Process Changes
Strateqv Map Eﬁw ‘ ‘ Main ?r.?cess Map \\ \Qf; 3:;1\25:Fmtesssummmy—Dzme Product Range _

(=2

Flow Chart

Business
Process
Reengineerinf

Main Process Network
°E

Il

Sub Process Network

Improvements

rerequisites

Values

BSH Profilo Elektrikli Gerecler Tic. ve Sanayi A 20.05.2005, Slide 20




\aaam‘)\e B/S/H/

Main Process Network

with this work we could identify for each process t he suppliers, their inputs, the customers and outputs
(SIPOC), what is the base for identifiying the righ  t Key Performance Indicators (KPIs)

supplier > 2 Define Product Range DPR > | customer
external internal | internal | external
I
|
‘ 2.1 Monitor Market |
‘ coverage and Iy
@ product / I KM
| performance |
) ) |
| |
o ! \ L IESHPEG) Etfectve
Product : - 2.3 Il\rl]g/(\)/dFl’JrCoeduct addition b: Product : : Produc;t
Rortfolig / 1Portfolio ! Portfolio
Px e S !
| |
' SDP
| |
| |
| |
I 2.4 Terminate I
: Product reduction :
| |
| |
| |
| 2.5 Market Product? |
| and enable |
External | product sales |
supplier |
1 1
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Project Approach of Establishing Business Excellence
based on the network info (SIPOC) we identified for e
customer, process and driver KPIs

Business Process Map,

Do s Prae o cw

Strateqy Map
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ach business process and main process

BSHPEG
Vision and Mission

Business Process
Main Process Map

O~

N

Flow Chart

Process Changes

Performance
Measurement

[

i

Sub Process Network

Values

Business

Process

Reengineerinf

Improvements

rerequisites
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Business Process KPIs of “Define Product Range”

- appr. 350 KPIs were defined
- due to the process analysis we secure that the def
and not vice verse.

Vision and Mission

Success Factor
« Offer an innovative portfolio
* Make consumers’ life easier
¢ Anticipate market direction
« Make our brands most preferred by
consumers

Corporate Targets

* Increase revenue

» Reduce cost

* Increase market share

¢ Strengthen market position in Central
Asia & Iraq

« Introduce new range: Cooling, cooking,
washing

Busine ss Proce ss Goals and Targets
« Time to market
¢ Launch date performance
« Market coverage
« Profitable portfolio
« Increase market share
« Satisfied customers

N

Define Product Range

Global

portfolio, 2.1 Monitor market 2.2 Introduce new 2.3 Terminate

local market coverage & product product
info product
performance

2.4 Market products
& enable
product sales

Busine ss Proce ss KPI

* Number of variants

« Variant effectiveness = (# of variants
creating 80% of revenue) / (all
variants)

« Time spend in product development
(PEP)

¢ Launch performance (lead time,
stability)

» Termination lead time

« Promo unit sales ratio = (tactical units
sold) / (all units of category sold)

« Training activity = # trainings / month

Driver KPI
* Response time to product ideas
¢ Product development time
¢ Product quality
¢ Available communication budget

BSH Profilo Elektrikli Gerecler Tic. ve Sanayi A

Customer KPI

« First to market ratio = (# times first to
market w/ marketable product
features) / (# times not ...)

¢ Launch due date performance

¢ Launch info accuracy

« Termination due date performance

¢ Training timeliness relative to launch
date

« Knowledge level of channels = (#
dealers with up-to-date product
knowledge) / (all dealers)

« Forecast accuracy

B/S/H/

ined KPIs are contributing to the corporate targets

Effective
brand
portfolio
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Project Approach of Establishing Business Excellence

based on the defined KPIs we created cockpit charts f
defined also the process responsibilities for the f

BSHPEG

B/S/H/

or each business and main process and

unctional organization

Vision and Mission

Business Process Map,

Strateqy Map

Business Process
Main Process Map

Cockpit.Charts

Process Changes

Performance
Measurement

e il
i

[

i

Sub Process Network
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Values

Business
Process
Reengineerinf

Improvements

rerequisites
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ProFu : Process-Function Diagram
with this diagram we can monitor the process performance

LI UT OTHTIAlG &1 Ul

Process View

1 wiuc

B/S/H/

and also the contribution of the departments

MPO MPO MPO
‘ [
4 Generate & Fulfill Order
4.3 Process Order 4.4 Process Collections 4.2 Generate Order 4.1 Make Products Available 4.5 Process Credit Limit

E%rglgﬂ? . « Confirmed
Channel e Order
Network

Regional Sales Manager

B ittt iy
i | i Sy
Functional View  |[=

Sales
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Sales Planning

Credit & Investigation
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Business Excellence Model

Business Process Map,

Strategy Map

Business Process
Main Process Map

(=)

Flow Chart

=
B =3

aE

&

Process Changes

Busiess Process summary - Define Product Range

Performance
Measurement

=

i

Sub Process Network

Main Process Network

Business
Process
Reengineering

= 2 [T
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Business Excellence Model
all defined KPIs are the base for policy deployment which ensures automatically continues improvement

BSHPEG
Vision and Mission

Business Process Map Business Process

) + Main Process Map
= E = ==

Process Changes

\

Big Issues

Policy Deployment Business Process Management

&

Continues
Prpzessyielsygtery Improvement
Process Business
__Cockpit.Charts — — Process
PPPPPPPPP ain Process Networ . . i
= Reengineering
E Performance =
e Measurement :izf
EEE s l

Sub Process Network

equisites

Values
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