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Action plans, 349, 398
Annual business planning (ABP)
process, 96-102
action plan development, 100
action plan modifications, 101
addressing strategic challenges and
advantages, 99
capital planning process (CPP),
100-101
early indicators of major shifts, 98
evaluate the ability to execute
strategic plan, 99
expert panel process (EPP), 99
key action plans (examples),
101-102
key performance measures ai.d
indicators, 102
prioritizing and ensuring adequate
resources, 00
steps for, 97
strategic SWOT analysis/
environmental scans, 98
Arp, Phillip, 68

Balanced scorecard (BSC) system:
Delta Dental of Kansas, Inc., 112,
201-205
Lockheed Martin IS&GS, 209-211
M7 Aerospace, 216-218, 219

Index

Mueller, Inc., 223224
Omaha Public Power District,
231-232
Poudre Valley Health System,
234-238, 240-241
Public Service Electite and Gas
(PSE&G), 242°-246
software for; 208, 214-215, 227, 233
Behavior »on=s, 367-368
Benchmaarling:
Ciw or Coral Springs, 197-198,
283
Delta Dental of Kansas, Inc., 207,
292
Lockheed Martin IS&GS, 214, 296
M7 Aerospace, 220-221
Mueller, Inc., 225, 305-306
NSTAR, 310-312
Omaha Public Power District, 233
Public Service Electric and Gas
(PSE&G), 247-248, 333-334
Best practice governance, 381-383
Best practice sharing, 349, 350, 362,
387-388
Boosalis, Dean, 74
Brock, Pam, 79
Business performance review,
188-189, 190
Business planning/funding, 109-110
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Index

Capability Maturity Model (CMM),
123-124
Cargill Corn Milling (CCM), 9

annual business planning (ABP)
process, 96-102

awards and honors, 11

best practice case, 50-53, 93-104,
185-193, 261-277, 348-352

best practice model (BPM) for
process improvement,
270-275

best practice sharing, 349, 350

best practices, Principle 1, 52-53

best practices, Principle 2, 4041,
103-104

best practices, Principle 3, 42—43,
191-192

best practices, Principle 4, 44—45,
275-277

best practices, Principle 5, 46,
351-352

business performance review,
188-189, 190

communication strategy, 102—503

comparative data selection;

187-188

customer and market knowledge,
262-266

customer complaint process,
267-268

customer follow-up, 269
customer relationship building,

highlights, notable performance
results, 11-12

ideas to innovation (i2i) process,
274-275, 350-351

key access mechanisms, 267-269

knowledge sharing/transfer,
348-349

leadership system levels, 186-187

leadership system model, 95

learning and innovation practices,
274-275

measurement, analysis, and
knowledge management,
186-187

meeting managemernt, 188

organization leadership, 51-52

performance management process
(PMr.;187

pracess_aevelopment groups, 274

proc2ss management and core
competencies, 270

rewards/recognition, 189-191

risk integration in strategic
planning and management,
102

root cause analysis process, 275

strategic context, 94-95

strategic planning/formulation,
95-102

strategy review (SR) process,
95-96

vision of, 94

266-267, 268 Carlson, Cherie, 74

customer satisfaction/loyalty, Change acceleration process, 338
268-270 Change gap, 67

development plan process (DPP), City of Coral Springs, 9
187 awards and honors, 12-14

executive views on CPM, 51 benchmarking, 197-198, 283
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best practice case, 53-55, 104-112,
193-201, 277-287, 352-353

best practices, Principle 1, 41, 55,
353

best practices, Principle 2, 111-112

best practices, Principle 3, 200-201

best practices, Principle 4, 45,
286-287

best practices, Principle 5, 46, 353

business plan funding and
initiatives and department
budgets, 109-110

communication strategy, 110-111

comparative analytics, 197-198

composite index, 193

core processes, 54

corporate balanced scorecard,
194-196

culture of process improvement,
285-286

customer complaint process, 281

customer input and strategic
planning, 108-109

customer listening methods,
277-280

customer relationship building,
280-281

customer segmerntation, 277

executive team, 54-55

executive views on CPM, 54

financial trend monitoring system,
193

highlights, notable performance
results, 14-16

knowledge sharing/transfer,
352-353

meeting management and business
analytics, 194

new process development, 285
performance improvement system,
106
performance management data
types and integration, 196-197
performance management model,
194-196
performance reviews, 198-199
process improvement system,
281-283
process innovation and best
practices, 284-285
purpose, vision, and core values,
104-105
rewards/recogniticn ~199-200
seven strategic priorities, 194,
195-19¢
strategic planining process, 105-107
time-priased strategy development,
107-108
visioning summit, 105
work system design, 283-284
Communication strategy, 102—-103,
110-111
Comparative analytics, 197-198
Comparative data selection, 187-188
Competency development, 367-369
Competitive advantage, 118-119,
124
Competitive intelligence, 269-270,
315
Composite index, 193
Core and adjacency analysis, 131
Core Best Practices Blueprint
(Diagnostic 2), 397-398
Core competencies, 270, 349-350
Core Process Blueprint
(Diagnostic 1), 395-397
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Index

Core process key roles, 37, 48-49, 92,
184, 260, 347
Core process learning model, 38-46
CPM Core Best Practices Blueprint
(Diagnostic 2), 397-398
CPM Core Process Blueprint
(Diagnostic 1), 395-397
CPM Masters courses, 398—400
CPM office/officers. See Principle 1:
Establish and Deploy a CPM
Office and Officer
Crown Castle International, 2-3
Customer access mechanisms,
322-324
Customer and market knowledge,
262-266
Customer relationship building:
Cargill Corn Milling (CCM),
266-267, 268
City of Coral Springs, 280-281
Poudre Valley Health System,
320-322
Sharp HealthCare, 337-338
Customer sales management, 298-300
Customer satisfaction index, 513
Customer surveys, 308, 315-316,
330-331
Customer/constiticar.segmentation:
Cargill Corn Milling (CCM), 262
City of Coral Springs, 277
Delta Dental of Kansas, Inc.,
287-289
Lockheed Martin IS&GS, 293-294
Poudre Valley Health System,
319-320
Customers:
complaint process, 267-268, 281
follow-up, 269

listening methods, 262-266,
277-280, 319-320 (see also
Listening/learning methods)

satisfaction/loyalty, 268-270

Data reliability, 205, 245
Davenport, Bryan, 68
Delta Dental of Kansas, Inc., 9
awards and honors, 16
balanced scorecard (BSC) system,
112, 201-205
best practice case, 55-57, 112120,
201-208, 287-293, 354-361
best practice sharing {ferums,
354-355
best practices, Frirciple 1, 57
best practices, Principle 2, 41,
119-126
best practices, Principle 3, 208
best practices, Principle 4, 293
west practices, Principle 5, 46,
359-361
communication strategy, 119
competitive advantage, 118-119
constituent listening methods,
289-2901
constituent segmentation, 287-289
CPM organization, 56-57
data reliability, 205
executive views on CPM, 55-57
highlights, notable performance
results, 16-17
KMS article development process,
360
knowledge management system,
355-358
knowledge sharing/transfer, 354—355
leadership team, 113-114
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long-range planning (LRP) process,
115
meeting management and business
analytics, 205-206
people development and
intellectual property, 358-359
process improvement and
inititiative prioritization,
291-292
purpose, vision, and core values,
113
rewards/recognition, 206-207
strategic initiatives and budgeting,
118
strategic planning process, 114-118
strategy map, 119, 203-205
succession planning, 355, 356
target setting and benchmarking,
207
Departmental performance measures,
197
Direct sales contact, 265
DMAIC process, 338, 342

Early indicators of major shift:;- 28

Ellison, Amy, 56-57

Employee developmerit, Jee
Workforce deyverapment

Employee knowledge, 348

Environmental scans, 98

Ethics, 176-177

Event measures, 197

Expert panel process (EPP), 99

Financial trend monitoring system,
193

Five Forces analysis. See Porter Five
Forces analysis

Five Key Principles Model, 3—4

Five Key Principles of Corporate
Performance Management
(Palladino), 1-2

Full spectrum leadership (FSL),
122

Goals, strategic corporate, 146-147

Human resource planning, 176.
See also Succession planning

Ideas to innovation (i2i) process,
274-275, 350-351

Information and knowieage
management systems, 355-358,
362-303..372-373

Informaticri networks/portals,
379-580

Initiativz alignment, 142

Inidiative prioritization, 291-292;
295-296, 332-333

Innovation. See also Ideas to
innovation (i2i) process

historical highlights, 5

increases in, 3-5
learning and innovation practices,
274-275

Innovation encouragement, 199-200

In-process measures, 197

Intellectual property, 358-359

1zzo, Ralph, 242

J.D. Power survey, 315-316
Key community support, 177

Key intended outcomes (KIOs),
194-197
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Key principles (5) of CPM, core
processes, 36
Knowledge management (KM). See
also Principle 5: Manage and
Leverage Knowledge
core best practices, 45-46, 347
core process key roles, 346-347
innovative best practices examples,
46
Knowledge workers, 364-365
Knowledge management (KM)
process embedding, 45
Knowledge management (KM)
systems, 355-358, 362-363
Knowledge reinforcement, 385
Knowledge sharing/transfer:
Cargill Corn Milling (CCM),
348-349
City of Coral Springs, 352-353
Delta Dental of Kansas, Inc.,
354-355
Poudre Valley Health System,
380-381, 385
Knowledge workers, 364-365

Lack, Mark, 68
LaRossa, Ralph, 245
Leader developmerit \283-380,
391-393
Lean principles approach,
316-317. See also Six Sigma
process improvement program
Lean Six Sigma process improvement
program. See Six Sigma process
improvement program
Listening/learning methods:
Cargill Corn Milling (CCM),
262-265

City of Coral Springs, 277-280

Delta Dental of Kansas, Inc.,
289-291

Omaha Public Power District, 315

Sharp HealthCare, 335-337

Lockheed Martin IS&GS, 10

awards and honors, 17-18

benchmarking, 214, 296

best practice case, 57-62, 120-128,
209-216, 293-297, 361-366

best practice sharing forums,
362

best practices, Principle 1, 40,
61-62

best practices, Principle 2, 128

best practices, Frirciple 3, 215-216

best practices, Principle 4, 2906-297

best practices, Principle 5, 365-366

and Capapility Maturity Model
(CMM), 123-124

communication strategy, 126-128

competitive advantage, 124

CPM organization, 60-61

customer/constituent segmentation,
293-294

executive team, 61

executive views on CPM, 59-60

full spectrum leadership (FSL), 122

highlights, notable performance
results, 18

information and knowledge
management systems, 362-363

initiative prioritization and ongoing
management, 295-296

meeting management and business
analytics, 211-213

mentoring, 364

people development, 364-365
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performance advocate (PA) role,
120-121

process improvement, 295

purpose, vision, and core values,
121

rewards/recognition, 213-214

strategic initiatives and budgeting,
122-124

strategic planning process, 121-122

strategy map, 124-126

succession planning, 363

target setting, 214

M7 Aerospace, 10

awards and honors, 19

balanced scorecard (BSC) system,
216-218, 219

behavior zones, 367-368

benchmarking, 220-221

best practice case, 62-66, 129130,
216-222, 297-305, 366-370

best practices, Principle 1, 65-66

best practices, Principle 2, 42,
135-136

best practices, Principle 3, 221-222

best practices, Principle 4,.304-305

best practices, Principle 5, 369-370

budgeting, 133-124

communication strategy, 135

competency development, 367-369

core and adjacency analysis, 131

CPM organization, 64

customer sales management
process, 298-300

executive team, 64—65

executive views on CPM, 63

highlights, notable performance
results, 20-21

Lean Six Sigma process
improvement program,
301-304

meeting management and business
analytics, 218-220

planning and budgeting
integration, 134

priority action matrix, 300

purpose, vision, and core values,
129

quad chart, 300

rewards/recognition, 220

strategic initiatives and budgeting,
133-134

strategic planning {sracess, 129-132

strategy formulation and
deplovrent process, 217

strategy ‘Grmulation/evaluation,

155

strategy map, 134-135

succession planning,
367-309

SWOT analysis, 132

target setting, 220-221

Malcolm Baldridge Quality Award, 86

Market knowledge, 262-266

Martucci, Joe, 83

Medical Center of the Rockies (MCR),
327

Meeting management:

Cargill Corn Milling (CCM), 188

City of Coral Springs, 194

Delta Dental of Kansas, Inc.,
205-206

Lockheed Martin IS&GS, 211-213

M7 Aerospace, 218

Mueller, Inc., 225-226

NSTAR, 230
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Meeting management (Continued)
Omaha Public Power District, 232
Public Service Electric and Gas

(PSE&G), 245
Mentoring, 364, 375-376
Metrics. See balanced scorecard (BSC)
system; performance
management data types

Miller, Ted B., 62

Minks, Adrian, 74

Mueller, Inc., 10
awards and honors, 21
balanced scorecard (BSC) system,

223-224
benchmarking, 225, 305-306
best practice case, 66-69, 136-144,
223228, 305-308, 370-372
best practices, Principle 1, 68-69
best practices, Principle 2, 144
best practices, Principle 3, 227-228
best practices, Principle 4, 307-308
best practices, Principle 5,
372
branch target system, 224
budgeting, 143
communication strategy; 143—144
corporate strategy map, 141
CPM organizatioi, 4/—08
executive views on CPM, 66-67
highlights, notable performance
results, 21-22
initiative alignment, 142
integration of strategic planning
and budgeting, 142-143
meeting management and business
analytics, 225-226
performance analysis and review,
225-226

performance-driven culture (PDC)
maturity model, 137-140

rewards/recognition, 226

strategic initiatives and budgeting,
143

strategic innovations, 140-141

strategic links to ongoing process
improvement, 306-307

strategic objectives, 141-142

strategic scenario planning, 143

strategy development, 140

target setting, 225

workforce development, 370-371

NSTAR, 10

awards and hor.ors, 22

benchmarkii g, 510-312

best praciice case, 69-73, 145-170,
223--231, 308-314, 372-374

best practices, Principle 1, 72-73

2est practices, Principle 2, 147-148

best practices, Principle 3, 231

best practices, Principle 4, 314

best practices, Principle 5,
374

business model, 70

CPM organization, 71-72

CPM tools, software, and
monitoring, 229

customer surveys, 308

executive team, 72

executive views on CPM, 70-71

future focus, 70

highlights, notable performance
results, 22, 23

information and knowledge
management systems, 372—-373

key events, 69-70



Date: Sept 13, 2010 Time: 5:14 pm

Index

409

meeting management and business
analytics, 230

organizational planning and
prioritization, 312-313

priority initiatives, 309

process improvement, 309, 313-314

project management and process
improvement methodology,
313-314

rewards/recognition, 230-231

strategic corporate goals,
146-147

strategic initiatives and budgeting,
146-147

strategic planning process, 145-146

strategy communication, 147

succession planning, 373-374

target setting, 228-229

Omaha Public Power District, 10
awards and honors, 22-24
balanced scorecard (BSC) system,
231-232
benchmarking, 233
best practice case, 73-77, 145-156,
231-234, 314-319, 275-379
best practices, Principle 1, 76-77
best practices, Principle 2, 155, 156
best practices, Principle 3, 233-234
best practices, Principle 4, 318-319
best practices, Principle 5, 378-379
business analytics, 232-233
CPM organization and key
processes, 74-76
customer listening methods,
315
customer surveys, 315-316
executive team, 76

executive views on CPM, 73-74

highlights, notable performance
results, 24-26

meeting management, 232

mentoring, 375-376

people development, 376-378

process management and
improvement, 316-318

purpose, vision, and core values,
148-149

rewards/recognition, 233

strategic communications, 154,
155

strategic planning process, 149-152

strategy map, 152173

succession planaing, 376, 377

target setting, 233

Organizationai-knowledge standards,
380-5¢%1

PASPORT, 363
Patents, 4-5
People development, 358-359,
364-365, 376-378
Performance improvement, 43—45.
See also Principle 4: Improve
Performance
core best practices, 44, 261
core process key roles,
260-261
innovative best practices examples,
44-45
Performance management data types,
196-197
Performance management models,
194-196
Performance reviews, 198-199,
225-226
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Performance-driven culture (PDC)
maturity model:
chaos reigns stage, 137-138
departmental optimization stage,
138
performance-driven
culture-emerging stage,
138-139
performance-driven
culture-realization stage,
139-140
Personal leadership attributes,
385-386
PESTEL, 121-122
Planning and budget integration,
174-176
Porter Five Forces analysis, 121,
131-132
Poudre Valley Health System, 10
awards and honors, 26-29
balanced scorecard (BSC) system,
234-238, 240241
best practice case, 77-81, 157-167,
234-242, 319-330, 379-38¢
best practice governance, 32:i-383
best practices, Principle 1, 80-81
best practices, Princinle 2, 164165
best practices, Puniciple 3, 241-242
best practices, Principle 4, 45,
329-330
best practices, Principle 5, 46, 386
comparative data sets, 236-237
customer listening methods,
319-320
customer segments and voice of
the customer, 319-320
executive views on performance
improvement, 78-79

Global Path to Success, 158

highlights, notable performance
results, 29-31

individual goal setting, 238-240

information networks/portals,
379-380

innovative service excellence,
321-322

key access mechanisms and service
recovery, 322-325

knowledge sharing/transfer,
380-381

marketing and strategic planning
function, 79-80

organizational knov/iedge
standards, 380-381

patient/custcmer relationship
builting, 320-322

performanc excellence cycle,
526

cerformance improvement,
384

process management and
improvement, 325-329

rewards/recognition, 238-240

six steps for process design and
innovation, 325-327

strategic context, 157-158

strategic objectives, 162-163

strategic planning integration with
community objectives, 161,
164

strategy communication, 164

strategy development and
deployment (SDD) process,
158-161

workforce and leader
development, 383-380
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Principle 1: Establish and Deploy a Sharp HealthCare, 170-181

CPM Office and Officer, 38—40
Cargill Corn Milling (CCM), 50-53
City of Coral Springs, 5355
core best practices, 38—40, 49
core process key roles, 48-49
Delta Dental of Kansas, Inc., 55-57
innovative best practice examples,
40

Lockheed Martin IS&GS, 57-62

NSTAR, 69-73

Omaha Public Power District,
73-77

Poudre Valley Health System, 77-81

Public Service Electric and Gas
(PSE&G), 81-84

Sharp HealthCare, 85-89

Principle 2: Refresh and
Communicate Strategy, 40—42
best practices, 103-104, 111-112
Cargill Corn Milling (CCM), 93-104
City of Coral Springs, 104-112
core best practices, 41, 93
core process key roles, 92-93
Delta Dental of Kansas, Inc
112-120

innovative best praciicc examples,
41-42

Lockheed Martin iS&GS, 120-128

M7 Aerospace, 129-136

Mueller, Inc., 136-144

NSTAR, 145-170

Omaha Public Power District,
148-156

Poudre Valley Health System,
157-165

Public Service Electric and Gas
(PSE&G), 165-170

Principle 3: Cascade and Manage
Strategy, 42—43

Cargill Corn Milling (CCM),
185-193

City of Coral Springs, 193-201

core best practices, 42—43, 185

core process key roles, 184-185

Delta Dental of Kansas, Inc.,
201-208

innovative best practice examples,
43

Lockheed Martin IS&GS,
209-216

M7 Aerospace, 216222

Mueller, Inc., 223228

NSTAR, 228-23"

Omaha F'utlic Power District,
251-234

Pcudte Valley Health System,
234-242

Public Service Electric and Gas
(PSE&G), 242-249

Principle 4: Improve Performance,
43-45

City of Coral Springs, 277-287

core best practices, 44, 261

core process key roles, 260-261

Delta Dental of Kansas, Inc.,
287-293

innovative best practices examples,
44-45

Lockheed Martin IS&GS, 293-297

M7 Aerospace, 297-305

Mueller, Inc., 305-308

NSTAR, 308-314

Omaha Public Power District,

314-319



Date: Sept 13, 2010 Time: 5:14 pm

412

Index

Principle 4: Improve (Continued)
Poudre Valley Health System,
319-330
Public Service Electric and Gas
(PSE&G), 330-334
Sharp HealthCare, 335-344
Principle 5: Manage and Leverage
Knowledge, 45-46
Cargill Corn Milling (CCM),
348-352
City of Coral Springs, 352-353
core best practices, 45-46, 347
core process key roles, 346-347
Delta Dental of Kansas, Inc.,
354-3061
innovative best practices examples,
46
Lockheed Martin IS&GS, 361-366
M7 Aerospace, 366-370
Mueller, Inc., 370-372
Omaha Public Power District,
375-379
Poudre Valley Health System,
379-386
Sharp HealthCare, 389-294
Process design and management
SIPOC, 342
Process development.groups, 274
Process facilitator, 37, 48-49, 92, 184,
260
Process improvement:
Cargill Corn Milling (CCM),
270-275
City of Coral Springs, 281-283
city of Coral Springs, 285-286
Delta Dental of Kansas, Inc.,
291-292
Lockheed Martin IS&GS, 294

Mueller, Inc., 306-307
NSTAR, 309, 313-314
Omaha Public Power District,
316-318
Public Service Electric and Gas
(PSE&G), 331-332
Sharp HealthCare, 339
Process innovation, 284285, 325-327
Process management, 270, 316,
325-329
Process measures, 197
Process owner, 37, 48, 92, 184, 260
Process participant, 37, 49, 92-93,
184-185, 261
Process sponsor, 3543, 92, 184, 260
Project management: 313-314
Public Service Jlectric and Gas
(PSE&G 710
awards and honors, 31
bzlanced scorecard (BSC) system,
242-246
benchmarking, 247-248, 333-334
best practice case, 81-84, 165-170,
242-249, 330-334, 387-389
best practice sharing forums,
387-388
best practices, Principle 1, 40, 84
best practices, Principle 2, 42,
169-170
best practices, Principle 3, 248-249
best practices, Principle 4, 45,
334
best practices, Principle 5, 46,
388—-389
budgeting, 166-167
CPM organization, 83
customer surveys, 330-331
data reliability, 245
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executive team, 83-84 Risk, integrating into strategic

executive views on CPM, 82 planning, 176-177
highlights, notable performance Root cause analysis process, 275
results, 31

S-curve analysis, 117

Sharp HealthCare, 10

initiative prioritization and ongoing
management, 332-333

meeting management and business
analytics, 245-246

metric recovery plan, 332

process improvement, 331-332

purpose, vision, and core values,
165-166

rewards/recognition, 247

strategic initiatives and budgeting,
166-167

strategic planning process,
166

strategy communication, 169

strategy map, 167-169

target setting, 247-248

Research and development contact,
266
Rewards/recognition:
Cargill Corn Milling (CCM),
189-191
City of Coral Springs,; 199-200
Delta Dental of Kansas, Inc.,
206-207
Lockheed Martin IS&GS, 213-214
M7 Aerospace, 220
Mueller, Inc., 226
NSTAR, 230-231
Omaha Public Power District, 233
Poudre Valley Health System,
238-240
Public Service Electric and Gas
(PSE&G), 247

awards and honors, 32

best practice case, 85-89, 170-181,
249-258, 335-344, 389-394

best practices, Principle 1, 40,
88-89

best practices, Principle 2, 180-181

best practices, Principle 3, 257-258

best practices, Principie 4, 344

best practices, Prinetple 5, 393-394

clinical effectiveness organization,
86-87

ethics and sk integration in
strategic planning, 176-177

exzcdve leadership, 87-88

<xecutive views on performance
improvement, 86

highlights, notable performance
results, 32-33

human resource planning, 176

key business and support practices,
339-343

key community support, 177

listening/learning methods, 335-337

Malcolm Baldridge Quality Award
criteria, 86

mission/vision statements, 171-172

organizational knowledge
management, 389—391

patient and customer satisfaction,
337-338

patient and market knowledge,

335-337
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Sharp HealthCare (Continued)
planning and budgeting
integration, 174-176
process quality improvement
methods, 338-343
seven critical success factors, 171
Sharp University, 393
Six Pillars of Excellence, 172, 174
Six Sigma process improvement
program, 338-343
strategic communication plan,
178-179
strategic objectives, 177
strategic planning process, 171-174
strategy communication, 177-180
workforce and leader
development, 391-393
Shifts, early indicators of major, 98-99
Six Sigma process improvement
program, 301-304, 338-339
Strategic challenges, 349
Strategic communications, 154, 155
Strategic corporate goals, 146-147
Strategic initiatives and budgeting:
Delta Dental of Kansas, In¢:; 118
Lockheed Martin IS&GS;, 122-124
M7 Aerospace, 133134
Mueller, Inc., 145
NSTAR, 146-147
Public Service Electric and Gas
(PSE&G), 166-167
Strategic innovations, 140-141
Strategic input documents (SIDs), 129
Strategic objectives, 141-142, 177
Strategic plan SWOT
analysis/environmental scans, 98
Strategic planning/formulation,

145-146

annual business planning (ABP)
process, 96-102
budgeting integration, 142-143
city of Coral Springs, 105-108
customer input and, 108-109
Delta Dental of Kansas, Inc.,
114-118
ethics and risk integration, 176-177
external analysis, 149-151
gaps and external threats, 151
goals, measures, targets and
strategic initiatives, 151-152
integration with community
objectives, 161, 164
internal analysis, 142
M7 Aerospace, 20-132
Omaha Pubiic Power District,
149-132
Public 5ervice Electric and Gas
(PSE&G), 166
sisg integration, 102
Sharp HealthCare, 171-174
strategy review (SR) process, 95-96
time-phased strategy development,
107-108
Strategic scenario planning, 143
Strategy communication, 40-42.
See also Principle 2: Refresh and
Communicate Strategy
best practices, 103-104, 111-112
core best practices, 41, 93
core process key roles, 92-93
Delta Dental of Kansas, Inc., 119
innovative best practice examples,
41-42
Lockheed Martin IS&GS, 126-128
M7 Aerospace, 135
Mueller, Inc., 143-144
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Index 415
NSTAR, 147 Delta Dental of Kansas, Inc., 355,
Poudre Valley Health System, 356

164
Public Service Electric and Gas
(PSE&G), 169
Sharp HealthCare, 177-180
Strategy development:
Mueller, Inc., 140
Poudre Valley Health System,
158-161
Strategy formulation/evaluation, 133,
217
Strategy management:
core best practices, 42—43, 185
core process key roles, 184-185
innovative best practice examples,
43
(see also Principle 3: Cascade and
Manage Strategy)
Strategy maps, 124-126
Delta Dental of Kansas, Inc., 119,
203-205
M7 Aerospace, 134-135
Mueller, Inc., 141
Omaha Public Power Distrizt 152,
153
Public Service Electric end Gas
(PSE&G), 167-169
Strategy review (SR) process, 95-96
Succession planning:

Lockheed Martin IS&GS, 363
M7 Aerospace, 367-369
NSTAR, 373-374
Omaha Public Power District, 376,
377
SWOT analysis, 98, 121, 132

Target setting:

Delta Dental of Kansas, Inc., 207

Lockheed Martin IS&GS, 214

M7 Aerospace, 220-221

Mueller, Inc., 225

NSTAR, 228-229

Omaha Public Fovrer District, 233

Public Servic = Flectric and Gas

(PEEC-C), 247-248

Technicai service contact, 266
Transaction measures, 197

Unity, 363
Voice of the customer, 319-320

Work system design, 283-284
Workforce development, 367-369,

370-371, 383-380, 391-393
See also Succession planning
Work-Out method, 338
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