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FRAMEWORK/BENCHMARKING/PETROCHEMICAL
JIRAWAN SRISAWATSAKUL: PERFORMANCE MEASUREMENT IN SUPPLY
CHAIN MANAGEMENT IN PETROCHEMICAL. ADVISOR: PROF.
KAMONCHANOK SUTHIWARTNARUEPUT. Ph.D., 90 pp.

The main objectives of this thesis are to evaluate the performance in supply
chain management in petrochemical industry and then benchmark with world
Petrochemical industry. The result of the study will help the companies to define supply
chain activities to improve operational excellence. This thesis will be useful for whoever
interested in using it as a tool for performance measurement besides of SCOR Model
and Balance Scorecard.

This thesis uses Process Classification Framework (PCF) of American
Productivity and Quality Center as methods to measure performance in supply chain
management. The performance result of Thai Petrochemical industry then is compared
with world benchmarking and is used to define activities to improve operational
excellence for Thai Petrochemical industry. The example of other world companies
which already had activities conformed with PCF can be found from best practice.

The result shows that performance of Thai Petrochemical industry is 9% higher in
score than world benchmark. It could be because the companies studied in this
research are large manufacturers in Thailand with 10,000 million Baht registered capital
and they have many activities to continuously improve their performance such as I1SO,
Kaizen, Innovation, KM, KPI, etc. It is recommended this studied company to improve
some more activities, such as service level agreement, according to PCF to increase

company competitiveness advantages.
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NN 2.1 wupAnniaasn nsaNgpatnssatlinsiad lulssmalne 1 2552

2009 Thailand Petrochemical Complex Flow

Capacity unit: ‘000 tonsfyear

Feedstock Upstream

TPI Polene 158
sP Gas Cracker 7y @ LOPE/EVA {we 100
PTTPE 300(2010
T EG

A PTTCH 1,376 LLDPE ore:
Ethane 1,076+ PTTPE {2009)* ROC. 800 TPE 120
1,250(2010)" _.m_ IRPC 360 TOC Glycol 316 PTTPE 400(2009)*
PropanefLPG PTTPE 1.000(2008) DPE TPE 580+400(2010)%
e AT e swsgmgnier
NGL 670 HMC (2009)* | | BPE 250+250(2009)
zo0or 7T I\ a, b (Other IRPC 152
Chemicals) TPC 540 +. 9)*
PVC Vinythai 2%
955 Apex 100
MOC (2010)* TPC 520+30/2009 TPC Paste Resin 35
Refineryf Naphtha Propylene N Vinythai 400 PP IRPC 475
Import Cracker 1,331 7 1,250 HMC 455+300(2009)"
ROC! TPP 320+400{2010)°
TOP/IRPCIPTTARY e 5
MOC(2010)% PTTCH 487 Thai Mitsui Specialty
?/.SE{RRC'E)‘“" IRPCIPTTCH ROC 400 ChemicaliCytec/
Naphtha 6,465 IRPC 312 lysetsT hai
+2,700{2610)* SPRC 132 ical/Si
MOC 30020107
HMC  310(2010}* < > .
z< Epoxy Resin Aditaya Birla
PTTPE 25 * 46 Chemical 46

Thai Acrylic Fibre 107

BST Elastomer 50
’_;gai Synthetic Rubber

BST Elastomer 72

ROC 180 o (Othes i
Thai MMA Chemicals Synthetic Latex 35
PTTCH 104 88 2010}
IRPC 100 = .
Pygas| | Naphthas / e ABS/SAN INEOS 95
Bz Raffinate i sehicats = 211 Thal ABS 116
hits > o Eternalf Siam
h) PS/EPS Polystyrene /Mingh
PTTAR 670 - = 474 DhifThai Styre
= . — TPX 477 SSMC, 320 - Thai ABS
g ﬂmﬂt@. | 4 A(:::x‘"c ROC 160 e LUCOEIE BTl Siam Chemical
- IRPC 110 3 Industry 3
PTTAR

Bayer 250
TPCC 140+10(2010)*

Asia Fibref Thai
Polymerf Ubef Thai

PTT Phenol
270 . Bayer 225
PTT Phenol
150(2010]*

i Polycarbonate
ExxonMobil 290

Total 2008 Capacity: 22,025

- Upstream: 8,309
- Intermediate: 5,896

Taffetal Thai Barodal
Siam Tire CordfToray

* PTT Phenol 124

_ Nylon ThaifThai Indo
- Downstream: 7,820 Caprﬂ?am Kordsa
Thai Capr“o'adﬂm 10 Teijin/ Thai Polyester/
+20(2012) Thai Shinkong/
Bangkok Polyester/
» PX ¥
- By Company Group Siam M# angalsuntlag
PTTAR 1,156 Taray/ Chiempattanaf
= Indarama 700 P
PTT Group Blue letters ExxonMobil 540 ‘FPTG 52: Polyplex! Inderama

SCG Group = Red letters

Other Groups = Black letters.
- By Product

Ethylene & derivatives -

Propylene & derivatives

Mixed C4 & derivatives

Benzene & derivatives

TPX 488
Eternal Resin/Sand
and Soil Industry!

Alkyd Resin Siam ChemicalfThai
69 Polyset/Thai
Urethanef TOA

PTTAR 66 Continental
Petrochemical 50

—_

—_—

Toluene & derivatives L Chemical

Para-xylene & derl\{atwes ot Continental PC 36/

Oflho—xylene & deriv: _ves . Ly Plasticizer Thai Chemical36/
Mixed-xylene & deri IRPC 120 137 South City 35/

- New plant or expansion = ftafic TPX 20 AO Chemical 30

- “** means supply to market PTTAR 76 POM
Imported Methanol
TPAC 80
product plant 60

As of July 2010 a (from EQ) = ﬁ Thai Ethanolamine 50 (2009)* -»ﬁ BST 55
Source: Petroleum Institute of Thalland

(PTIT)'s Industry Survey b (from EQ) —» ﬁ Thai Ethoxylate 50 e (from MMA) — ﬁ Thal MMA 13
# Some projects may be delayed from the

original start-up plans dua the court's ﬁ Pacific Plasticf IRPC Polyolf
5o Siam Chemicalf Thai Urethane

Injunction on Map Ta Phut projects ¢ (from
Copyright ©® PTIT 2009

Chemical/lUR

(PN ADNTUANNANARWAITF 2009)
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Lambert, et. al (1998) #&uA191 Supply Chain visaldginiu d1funisdnizes
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AUAN UINN? N3N uardayasTudnaiy
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s2AuUR 3 : Ultimate Supply Chain
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doavinliifaaudnlauariuiivanunisalszudneann@nluldgniu ugnanitgegagiin
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Beamon (1999) %’Lm\‘mzg'umiﬂ‘;‘zLﬁuﬂixam%mwmiﬂﬁﬁﬁmu@@ﬂLﬂu2 LU
iun n13dnLEeAnININ (Qualitative) wAaTN19IAITNLTNNNL (Quantitative) WANANBEIER
aian1sdsifiudss@nsnineenidu 3 Uszinn Ae nfnanns(Resources)  fladatinaan
(Output) uazANEALLU (Flexibility)

Larry(2000) LszaLLuzLmeﬂuﬂ"nmizLﬁuﬂiz’ﬁm%mwmmisﬁaﬂmuﬁ 5 ain
iun 1.n9tssiiuesdnsuunanna(Balance Scorecard) 2.uuuAanaasldginii (SCOR
Model) 3.The Logistics Scoreboard 4.§Tunuﬁﬂﬂﬁu (Activity-Based Costing ; ABC) 5.
mﬁLm’]:ﬁuu@mLﬁ'umqmmgmmm‘(Economic Value Analysis ; EVA) aanpdesriui
J.P.CKleijnen, et.al. (2003) 6 Balance Scorecard az BSC and simulation Lﬂumﬁlmﬁ@
lunstlsuidivilsv@nsninaealdginiu

Gunasekaran (2001) WauInsauuLuAalunTslsziuLlsz@nsninaasldaniuing
Auunn19sziiudsr@nsaineanidu 3 sveu Leua FLAUNAENE (strategic) TTALILITUIT
(tactical) uazszAULURN15(operational) AN TR R s AvEawluusiaz sy
panlu 2 @91 ﬁ‘ﬂﬂ’]ﬁ‘ﬂ/mma‘ﬁlLﬂuﬁQLT‘]u(Financial) Lmzma‘f‘?maﬁimﬂuﬁqL’3u(Non-

financial)  wazldWmuinseuuuaAnlunislsziiulss@ninmidguniudsnanalieg
nalgnsauresianssunannialuldginiuniuuwadn SCOR Model 4 1ilsznis A ng
119N U(Plan) N19AA1 (Source) N196a6 (Make) Larn17a3ual (Deliver)
(Gunasekaran,2004)

ANal AN (2009)N139AANIIIUE R TR LN ABAN139ALLIRUINNNI9ANNT
Mqﬂmu%sﬁqmmﬁunuﬂ@Lﬁlu@mﬁﬂﬁﬁumﬁmiﬁﬂﬂwii %qﬁ@@qﬁu@mmuﬂﬁumu
TugjasfFunuiifaafunisdanisldguniuis 75% m@aé’?unumiﬁnﬁumu%\mm
(Palevich, 1999) mﬁmua‘a‘mu:m@qimﬂmuimﬂ%iﬂ aziiaantlu 3 A1 (Lankford,

2004)
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Tsﬁ@‘ﬂVI”luM%‘ﬂ SCOR Model (Supply Chain Operation Reference-Model)

2.3.1 Anuiilinsdiwneaiugouunldeilvniu (SCOR Model)

SCOR-Model (Supply Chain Operations Reference) nwmunlagianiuagld

a

91n11(Supply Chain Council) lun1sdnanssauzansiagldginiuiascun SCORW

o

mvmumiwﬁlfﬂumi@N@\ﬂumﬁ?mmmqqh@ﬂmu psauAg 1l fananavesddnane
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[ [ o

LAY QNAITBIGNAN Fesaalufeanssauzluntsauds wazmafniuddeta,  pow
WaNUAIeIAuA1,  nisdsziunniniw uazAnldanelunisiuaeshu (FuAnlule
ADANN) , TARAIARILATRUNHUINLY, LLmﬁfﬁﬂﬁluﬂumﬁm@mmwimmqmm?zuuma
Tiguniu Tnsutiaianssudu 5 Aanssu e N13919uNL(Plan) N19darITan(Source) N9

Nam(Make) NN3amaa(Delivery) hazn1sALARAN(Return)


http://th.wikipedia.org/w/index.php?title=SCOR-Model&action=edit&redlink=1
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AN 2.2 LULANAR981989 SCOR Model

SCOR is Based on Five Distinct Management Processes

Plan

=)

( Deliver DSource m‘w’ Source ( Make Source( Make

1
Customer | Customer’s
Customer

Suppliers' Supplier

Supplier

Internal or External Internal or External

111 : SCOR Version 7.0 overview by Supply Chain Council

Tnaludunautean1saAsLingzuaunisiiu SCOR  lduthnszuaunisaanidy 4

1%

A3.3NEN gUNANT, fedns Aadayna(2550)lunnsimun ldgLn1uLeeedns fed

De

A o a

ﬁmmﬂumzmumiﬁzﬁﬁﬁm 4 @dUl AR N1TINLKU(Plan), mﬁmmmeqmqmu(Souroe),

NNIWAR(Make)  Lazn19angds(Deliver) Lﬁﬂlﬁﬁmmmmmﬂé’mﬁu‘lum@ﬂ@ﬁamu %9
WULAa89 SCOR Tannuuadunaun1simuiy 4 3581 n13A N HUANTWRLIAINGTS WA
AzBNAUITNAUALYNANMUANIZLAUNNTWATNNIAANIT N1 119U fiRIuIe9098Ns
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NNA 2.3 NautieszAunT9Lrifeuaes SCOR Model

i § - g o E .
JTIEWEIJU']THQIJH'IUEDH SCOR Model: Fl"llllllﬂ"lETl.[ 4 guaaunan

msJnsEn
g )
oDImsHdiu SCOR s=0un 1
P —
msrinuningo nm]muiminl:m'mmm SCOR s:=duii 2
Snfigumu f E} .
msrinuns:nuaants . ELNITE, BNIKL
Ufj G0, nuunGUms msUnUn na=s-u, | msunun a-s-0, SCOR s=0ufl 3
o — DuAUS:naUASISION - auAUs:nouAsISR S
U gumumEluagins - aumus:ndaaaAng
SCOR s:-0ui 4
msthludioniu

NS:UIUMSHE:S:UL — nmllml‘dmlmuénmllml‘ﬂmlmu -
uauligumu melupdaiing  ~ S:nIN0FNS

o 1%

(NN :A9.3MEN qUanane, Aednn Naduuna,2550)

2.3.2 Ao uFiiiassiuieniy Balance Scorecard(BSC)

Kaplan waz Norton (1992) Miaauunngaes BSC ufluprasiasunisannisi

a

dogliinnagnllgnisfoin(Strategy  Implementation) InaenAunisdnvisanisysviiiu

(Measurement) #daeliasdAnaiinanaenndeuiludunieduneniu wavdaiulugedns

1 3
KX o Ao

ANNNANATYFDAINATATRIBNANT(Alignment and  focus) TNFANTIATEY BSC AL
aaniilu 4 yunes THun

1) Huumé’mmiﬁu(ﬁnancial Perspective) Nt uNnen1ennstun
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FandszasAddnyloun  niaisauaesald  nnsanasuesuLNIg

o

] % o a QI 49{ 5% ac dl
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2) HHNBIAUGNAT(Customer Perspective) 1un1saiapuianalaaeg
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1 ' 2
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ﬂ’]‘Wﬁ 2.4 LLNuﬂWWHm\I@WT\‘I 4 #1114 984 Balance Scorecard
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ROF Resource -Total cost Beamon(1999)
-Distribution costs
-Manufacturing costs
-Inventory
-Return on investment
Output -Sales
-Profit
-Fill rate
-On-time deliveries
-Backorder / Stockout
-Customer response time
-Manufacturing lead time
-Shipping errors
Flexibility -Customer complaints
-Volume flexibility
-Delivery flexibility
-Mix flexibility
-New product flexibility
F-NF Financial and Non-financial Gunasekaran(2001)
Hierarchy Strategic, Tactical , Operation Gunasekaran(2001)
SCOR Model Plan Source Make Deliver Larry(2000)
Gunasekaran(2004)
Balance Financial perspective Larry(2000)
Scorecard Customer perspective J.P.C.Kleijnen(2003)
Internal business perspective
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Innovative and learning

perspective
Logistics Logistic financial performance Larry(2000)
Scoreboard measures

Logistic productivity measures
Logistics quality measures

Logistics cycle time measures

Activity-Based Larry(2000)
Costing
Economic Value Larry(2000)
Analysis
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Acquire, Construct, and Manage Property
10. Manage Environmental Health and Safety(EHS)
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12. Manage Knowledge, Improvement, and Change
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AW 3.1 ANEBLNESEALNITULNNTZLIUNTNNNY

CONTENT ORGANIZATION

Root - Process Classification Framework: The Process Classification Framework (PCF)
is an Open Standard and is administered by APQC.

Level 1 - Process Category: Represents the highest level of process in the enterprise,
such as Manage Customer Service, Supply Chain, Financial Organization or Human
Resources.

Level 2 - Process Group: Indicates the next level of processes and represents a
“group of processes.” Perform After Sales Repairs, Procurement, Accounts Payable,
Recruit/Source, or Develop Sales Strategy are each examples of a process group.
Level 3 - Process: A series of interrelated activities which convert inputs into results
(outputs); processes consume resources and require standards for repeatable
performance; and processes respond to control systems which direct the quality, rate
and cost of performance.

Level 4 - Activity: Indicates key events performed when executing a process.
Examples of activities include Receive Customer Requests, Resolve Customer
Complaints, Negotiate Purchasing Contracts, etc.
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PETROLEUM DOWNSTREAM BACK—OFFICE
"PROCESS CLASSIFICATION FRAMEWORK?"

THE PETROLEUM DOWNSTREAM BACK-OFFICE
PROCESS CLASSIFICATION FRAMEWORK

Based on the renowned Process Classification Framework™ (PCF),

a taxonomy of cross-functional busingss processes intended to allow
objective comparison of performance within and among organizations,
and the support of IBM, this industry PCF enables more industry
applicable content by outlining and defining processes and activities
specific to the Petroleum Downstream Back-Office industry. This allows

* organizations to choose the framework most relevant to the specific

process improvement need, whether it be benchmarking within or
across industries, business process management/re-engineering, or

" content management. The cross-industry PCF and industry PCFs are

available on the APQC website at no charge. IBM provided the subject

- matter expertise and intallectual property to craate the industry specific

business process classification framewaorks, as part of the IBM's
continuing leadership in the promotion of open standards to

}Jelp organizations evaluate and measure business processes at an
industry level. *

THE FRAMEWORK FOR PROCESS IMPROVEMENT
Experience shows that the potential of benchmarking to drive dramatic
improvement lies squarely in making out-of-the-box comparisons

and searching for insights not typically found within intra-industry
paradigms. To enable this beneficial benchmarking, the APQC Process
Classification Framework™ (PCF) serves as a high-level, industry-neutral
enterprise process model that allows organizations to see their
business processes from a cross-industry viewpoint.

The cross-industry framework has experienced more than 15 years

of creative use by thousands of organizations worldwide. The PCF
provides the foundation for APQC's Open Standards Benchmarking®™
database of performance metrics, the largest of its kind in the world,
The PCF will continue to be enhanced as the database further develops
definitions, processes, and measures. The PCF, associated measures,
éind definitions are available for download at no charge at
www.apqc.org/osh. An online benchmarking portal for individual
assessments i also available,

i
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Verslon 6,0.3-en-DOWNSTREAM e October 2008

i \‘<
OPERATING PROCESSES T
: 1.0 . 2.0 ! 3.0 ; 4.0 | 5.0
J Develop Develop | Market . " Deflvar -+ Manage
! Viston and Manage §#!  and Sell P)( Products £  Customer
! and . Productsand 1y Productsand ¢ | and | Service
i ,«j i Services ',' 1\ Services ! L .

Strategy Services
| R

MANAGEMENT AND SUPPORT PROCESSES

T AR A7 e 8248 kb e e e 8 T e e

i 6.0 Develop and Manage Human Capital :I
( 7.0 Manage Information Technology . J
f‘ 8.0 Manage Financlal Resources i

Acquire, Construct, and Manage Property )

Manage Environmental Health and Safety (EHS;

[Py e e TSR

Manage Excernal Ralationshlps ;

Manage Knowledge, Improvement, and Change

HISTORY

The cross-industry Process Classification Framework was originally
envisioned as a taxonomy of business processes and a common
language through which APQC member organizations could benchmark
their processes. The initial design involved APQC and more than 80
organizations with strong interest in advancing the use of benchmarking
in the United States and worldwide. Since its inception in 1992, the
PCF has seen updates to most of its content. These updates keep the
framework current with the ways that organizations do business around
the world. In 2008, APQC and IBM worked together to enhance the
cross-industry PCF and to develop a number of industry-specific process
classification frameworks.

APLZC,
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TABLE OF CONTENTS

Interpreting the PCF

Overview

PROCESS CLASSIFICATION FRAMEWORK

3

4

1.0 Develop Vision and Strategy 4
2.0 Develop and Manage Products and Services 4
3.0 Market and Sell Products and Services 5
4.0 Deliver Products and Services 7
5.0 Manage Customer Service 9
6.0 Develop and Manage Human Capital 10
7.0 Manage Information Technology 12
8.0 Manage Financial Resources |4
9.0 Acquire, Construct, and Manage Property 17
10.0 Manage Environmental Health and Safety (EHS) i8
18

I1.0 Manage External Relationships
12,0 Manage Knowledge, Improvement, and Change

LOOKING FORWARD

The cross industry and industry Process Classification Frameworks are
svolving models, which APQC will continue to enhance and improve
regularly. Thus, APQC encourages comments, suggestions, and more
importantly, the sharing of insights from having applied the PCF within
your organization. Share your suggestions and experiences with the
PCF by e-mailing pcf_feedback@apaqc.org.

ABOUT APQC

An internationally recognized resource for process and performance
improvement, APQC helps organizations adapt to rapidly changing
environments, build new and better ways to work, and succeed in a
competitive marketplace. With a focus on productivity, knowledge
management, benchmarking, and quality improvement initiatives,
APQC works with its member organizations to identify best practices;
discover effective methods of improvement; broadly disseminate
findings; and connect individuals with one another and the knowledge,
training, and tools they need to succeed. Founded in 1977, APQC

is a member-based nonprofit serving organizations around the world
in all sectors of business, education, and government. APQC is

also a proud winner of the 2003 and 2004 North Ameritan Most
Admired Knowledge Enterprises (MAKE) awards. This award is
based on a study by Teleos, a European based research firm, and

the KNOW network.

The PCF Is writtan in United States English languaga formet.

The 1BM logo 1s a registerod trademerk of IBM In the United States end other
countries and is used under license.

ABOUT IBM

IBM works with its clients to develop new business designs and
technical architectures that allow their businesses the flexibility
required to compete in a global business landscape. The business is
also adjusting its footprint toward emerging geographies, tapping into
IBM's double-digit growth, providing the technology infrastructure
they need, and taking advantage of the talent pools provided to better
sarvice IBM's clients. IBM's major operations comprise a Global
Technology Services segment; a Global Business Services segment; a
Systems and Technology segment; a Software segment; and a Global
Financing segment. For more information, visit; www.ibm.com/soa

THE PETROLEUM DOWNSTREAM BACK-OFFICE
PROCESS CLASSIFICATION FRAMEWORK

RIGHTS AND PERMISSIONS

©2008 APQC, ©2008 IBM. ALL RIGHTS RESERVED. APQC encourages
the wide distribution, discussion, and use of the PCF for classifying and
defining pracesses. APQC grants permission for use and adaptation

of the Petroleum Downstream Back-Office PCF for internal use. For
external use, APQC grants permission for publication, distribution, and
use, provided that proper copyright acknowledgment is made to APQC
and IBM. No modifications to the look or content should be made in
external venues.

UNDERSTANDING THE NUMBERING SCHEME
Beginning with Version 6.0.0, the PCF uses a numbering scheme that
differs from previous versions. The cross-industry framework and the
industry-specific frameworks collectively form a library of process

Parmission granted to photacopy for persone| use. @2008 APGC  ©2008 1BM
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elements used in APQC's Open Standards Benchmarking database, Each
process element is referred to by two numbers: a number used to locate
the content within that particular framework (in the format 1.2.3.4} and
a serfal number used to uniquely identify the process element across

all of the various Open Standards Benchmarking framewaorks (beginning
with 10000).

For example, the process element “1.2 Develop business strategy
(10015)" is uniquely identified by the serial number *10015" and the
hierarchical reference number “1.2." In industry-specific PCFs, any
process element identified as “10015" will have the same scope
and definition as a process slement of the same number elsewhere,
but may be labeled differently.

Version 5.0.3-en-DOWNSTREAM » October 2008

INTERPRETING THE PCF

Category: The highest level within the PCF is indicated by whole
numbers {e.g., 8.0 and 9.0)

Process Group: Items with one decimal numbering {e.g., 8.1 and 9 1)
arg considered a process group.

Process: ltems with two decimal numberings (e.q., 8.1.1 and 9.1.2)
are considered processes.

Activity: items with three decimal numbering {e.g. 8,3.1.1 and 8.1.1.1)
are considered activities within a process.

The Petroleum Downstream Back-Office PCF is based on the cross-
industry PCF Version 5.0.0 released in April 2008.
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1.0 Develop Vision and Strategy (10002)

1.1 Define the business concept and long-term vision

(10014)

1.1.1  Assessthe external environment {10017}
1.1.1.1  Analyze and evaluate competition (10021)
1.1.1.2  Identify economic trends {10022)

1.1.3
1114
1115 Analyze demographics (10025)
1.1.1.6  ldentify social and cultural changes {10026)
1.1.7  Identify ecological concerns {10027)

—_

1.1.2  Survey market and determine customer needs and

wants (10018)

1.1.2.1  Conduct qualitative/quantitative assessments
{10028}

1.1.2.2  Capture and assess customer needs {10029}
1.1.3  Perform internal analysis (10019}

1.1.3.1  Analyze organizational characteristics (10030

1.1.3.2  Create baselines for current processes (10031}

1.1.33  Analyze systems and technology (10032}

1.1.3.4  Analyze financial positions (10033)

1.1.3.5  Identify enterprise core competencies {10034)

1.1.4  Establish strategic vision {10020}

1.1.4.1  Align stakeholders around strategic vision
(10035)
1.1.42  Communicate strategic vision to stakeholders

{10036}

Develop business strategy (10015)

1.2.1  Develop overall mission statement {10037}
1.21.1  Define current business (10044)
1.2.1.2  Formulate mission (10045)
1.21.3  Communicate mission (10046)

Identify political and regulatory issues (10023)
Assess new technology innovations (10024}

1.2.2

1.2.3
124

1.2.6
127

Manage strategic initiatives (10016)

1.3.1
132

1.3.3
1.34

§ T

Evaluate strategic options to achieve the objectives -

{10038)
1.2.2.1  Define strategic options (10047}
1.2.2.2  Assess and analyze impact of each option

{10048)
Select long-term business stratagy (10039}
Coordinate and align functional and process
strategies {10040}
Create organizational design (structure,
governance, reporting, etc.} {10041)

1.25.1  Evaluate breadth and depth of organizational
structure (10048} o

1.2.6.2  Perform job spacific roles mapping and value-
add analyses {10050} :

1.2.58.3  Develop role activity diagrams to assess hand-
off activity {10051} )

1.25.4  Perform organization redesign workshops i
(10052)

1.25.5  Design the relationships between
organizational units (10053)

1.25.6  Develop role analysis and activity diagrams for
key processes (10054)

1.25.7  Assess organizational implication of feasible
alternatives {10055}

1.2.6.8 Migrate to new organization (10056}

Develop and set organizational goals (10042)
Formulate business unit strategies {10043)

Develop strategic initiatives {10057}
Evaluate strategic initiatives {10058)

Select strategic initiatives (10059)
Establish high-level measures {10060)

21

2.0 Develop and Manage Products and Services (10003)

Manage product and service portfolio {10061)

21.1  Evaluate performance of existing products/services

against market opportunities (10063)

2.1.2 Define product/service development requirements

(10064)

2.1.2.1  Identify potential improvements to existing
products and services {10068}

21.22  Identify potential new products and services

{10069)
2.1.3  Perform discovery research {10065)

2.1.3.1  Identify new technologies (10070}
2.1.3.2  Develop new technologies {10071)
2133  Assess feasibility of integrating new leading

technologies into product/service concepts
{10072)

214

Confirm alignment of product/service concepts witit
businass strategy {10066)

2.1.4.1  Plan and develop cost and quality targets
(10073)

2.1.4.2  Prioritize and select new product/service
concepts {10074)

2143  Specify development timing targets (10075)

2.1.4.4  Plan for product/service offering modifications

{10076)
Manage product and service life cycle {10067)

2151  Introduce new products/services (10077)
2152  Retire outdated products/services {10078)
2153 ldentify and refine performance indicators

{10079}

Parmission granted to photocopy for parsonal use. ©2008 APQC  ©2008 IBA]
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2.2 Develop products and services (10062) 2.2.2  Testmarket for new or revised products and
2.21 Design, build, and evaluate products and services services (10081)
{10080) : 2221 Prepare detailed market study (10093}
2211 Assign resources to product/servica project 222.2  Conduct customer tests and interviews {10094)
{10083) 2.22.3  Finalize product/service characteristics and
22.1.2  Prepare high-level business case and technical business cases (10095
assessment (10084} 2224  Finalize technical requirements {10096)
22,13 Develop product/service design specifications 2225  Identify requirements for changes to
{10085) manufacturing/delivery processes (10097)
2.2.1.4  Document design specifications (10086} 2,23 Prepare for production (10082) .
2215  Conduct mandatory and elective external 2231  Develop and test prototype production and/or
reviews (legal, regulatory, standards, internal) service delivery process (10098}
{10087) 22.3.2  Design and obtain necessary materials and
2216  Build prototypes {10088} equipment (10099}
22.1.7  Eliminate quality and reliability problems 2233  Install and validate production process or
(10089) methodology (10100}

22.1.8  Conduct in-house product/service testing and
evaluate feasibility (10090)

22.1.8  Ildentify design/development performance
indicators (10091)

2.2.1.10 Collaborate design with suppliers and contract
manufacturers (10092)

[ 3.0 Market and Sell Products and Services (10004)

Define pricing strategy to align to value proposition

3.1 Understand markets, customers and capabilities (10101)
{10123)

3.1.1  Perform customer and market intelligence analysis

(10106) 3.2.2.1 Establish guidelines for applying pricing of

3.1.1.1  Conduct customer and market research {10108} products/services {10124)

3.1.1.2  Identify market segments (10109) 3.2.2.2  Approve pricing strategies/policies (10125) .

3.1.1.3  Analyze market and industry trends {10110) 3.2.3 Define and manage channel strategy {10122)

3114 Analyze competing organizations, competitive/ 323.1  Fvaluate channel attributes and partners (10126)
substitute products (10111) 3232  Determine channel it with target segments

3.1.15 Evaluate existing products/brands (10112) (10127)

3118 Assess internal and external business 3233  Select channels for target segments {10128)
environment {10113) 3234 Define and manage retail strategy {12882)

3,1.2 Evaluate and prioritize market opportunities {10107} 3.235 Define and manage strategy for all other
31.21  Quantify market opportunities {10116) channels {12883}

3.1.2.2 Determine target segments (10117)

3123  Prioritize opportunities consistent with capabil- 33 Develop sales strategy (10103)

. ities and overal! business strategy (10118} 3.3.1 Develop sales forecast {10129)
3.1.24 Validate opportunities {10119) 3311 (Gather)current and historic order information
10134
3.2 Develop marketing strateqy (10102) 3.3.1.2  Analyze sales trends and patterns (10135}
3.2.1 Define offering and customer’s value proposition 33.1.3 Generate sales forecast{10136)

{11168) 3.3.1.4  Analyze historical and planned promotions and

3.2.1.1  Define offering and positioning (11169) events (10137)

32.1.2 Develop value proposition including brand 3.3.2 Develop sales partner/alliance relationships {10130)
positioning for target segments (11170) 3.3.21 Identify alliance opportunities {10138}

3213 Vallda_te‘valug proposition and shape offering 332.2 Design alliance programs and methods for
to optimize with target segments (11171) selecting and managing relationships (10139)

3.2.1.4  Develop new branding {11172) 3323 Select alliances (10140} .

3.3.24  Develop partner and alliance management
strategies (10141)
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333

3.34
335

344

342

343

344

345

34.6

Establish partner and alliance management
goals {10142)
Establish overall sales budgets (10131)

33.25

33.3.1 Calculate product revenue {10143)
3.3.3.2 Determine variable costs {10144}
3.3.3.3 Determine overhead and fixed costs {10145]

3.3.3.4  Calculate net profit {10146}
3335 Create budget (10147}
Establish sales goals and measures {10132}

Establish customer management measures {10133)

3.4 Develop and manage marketing plans (10104)

Establish goals, objectives and metrics for products

by channels/segments (10148)

Establish marketing budgets {10149)

3.4.2.1  Confirm marketing alignment to business
strategy {10155}

3.4.2.2  Determine costs of marketing (10156)

3.4.2.3 Create marksting budget (10157}

Develop and manage media (10150}

3.4.31  Define media objectives {10158)

3432 Develop marketing messages {10159)

3.4.3.3 Define target audience (10160}

3.4.34 Engage media provider (10161)

34,35 Develop and execute advertising (10162)

3.4.36 Develop and execute other marketing
campaigns/programs (11253

3.4.3.7  Assess brand/product marketing plan

performance {11254}
Develop and manage pricing (10151)

3.4.41 Determine pricing based on volume/unit
forecast (10163
3.4.42  Execute pricing plan {10164}

Develop and manage promotional activities {10152)

3.45.1  Define promotional concepts (10167)

3452 Planand test promotional activities (10168)

3453 Executs promotional activities (10169}

3.454 Evaluate promotional performance metrics
(10170)

3.45.5 Refine promational performance metrics
{10171)

3.458 Incorporate Iearning into future/planned

consumer promotions {10172}
Track customer management measures {10153)

3.4.6.1 Determine customer loyalty/lifetime value
{10173)

3.4.6.2 Analyze customer revenue trend (10174)

3.4.6.3  Analyze customer attrition and retention rates
{10175}

3.4.6.4 Analyze customer metrics {i.e., customer
attrition and retention rates) (10176)

34.6.5 Revise customer strategies, objectives and

plans based on metrics (10177)

3.5

347

Develop and manage packaging strategy (10154}
3.4.7.1  Plan packaging strategy (10178}

3.47.2  Test packaging options {10179)

3.4.7.3  Execute packaging strategy (10180)

3.4.7.4  Refine packaging (10181)

Develop and manage sales plans {10105)

35.1

352

353

3.54

355

356

357

Generate leads (10182}

3.5.1.1  Identify potential customers (10188)
35.1.2 ldentify leads {10189)

Manage customers and accounts (10183)
3521 Develop sales/key account plan {11173)
356.22  Manage customer relationships (11174)
3523 Adjudicate credit {12893}

Manage wholesale/rack accounts (12894)

3531  Establish lifting agreements {12895)
35.3.2  Qualify truck transportation {12896)
35.3.3 Establish rack clearances (12897}

35.3.4  Sell ancillary products and services (12898)
Manage customer sales (10184}

35.4.1  Perform sales calls (10190)

3.6.4.2  Perform pre-sales activities {10191}
3543 Close the sale (10192}

3.5.4.4  Record outcome of sales process (10193)

Manage sales orders {10185)

35.5.1  Acceptand validate sales orders {10194}

3.5.5.2 Collect and maintain customer account
information {10195}

3.55.3 Determine stock availability {10196)

3.5.5.4 Determine logistics and transportation (10197)

3.5.5.5  Enter orders into system and identify/perform
cross-sell/up-sell activity {10198}

3.5.5.6  Process back orders and updates (10199)

3.6.5.7  Handle order inquiries including post-order

fulfillment transactions {10200}

Manage sales force {10186)
3.5.6.1 Determine sales resource allocation {10209)
3.5.6.2 Establish sales force incentive plan (10210}

Manage sales partners and alliances (10187)

3.5.7.1 Provide sales and product training to sales
partners/aliiances {10211}

35.7.2  Develop sales forecast by partner/alliance
(10212)

3.5.7.3  Agree on partner and alliance commissions
(10213)

35.7.4  Evaluate partner/alliance results {10214)
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" 4.0 Deliver Products and Services (10005)

41 Plan for and acquire necessary resources 41.7.8  Manage dispatch plan attainment {10253}
(Supply Chain Planning) {10215) 4.1.7.10 Calculate destination load plans {10260

411 Develop production and materials strategies {10221) 4.1.7.11 Manage partner load plan (10261)
41,11 Define manufacturing goals (10229 41.712 Manage the cost of's'upp'ly (10262)
4112  Define labor and materials policies {10230} 41.7.13  Manage capacity utilization (10263]

41.1.3  Define outsourcing policies (10231) 4,1.8 Establish distribution planning constraints (10226)
41.1.4  Define manufacturing capital expense policies 418.1  Establish distribution center layout constraints
{10232) (10267)
41.1.5  Define capacities (10233) 4182  Establish inventory management constraints
41.1.6  Define production network and supply (10268)
constraints {10234} 4183  Estabfish transportation management
412 Manage demand for products and services (10222) constraints (10269)
41.21  Develop bassline forecasts (10235) 4.1.9 Review distribution planning policies (10227)
41.2.2  Collaborate with customers (10236} 4181  Review distribution network (10264)
41.2.3 Develop consensus forecast(10237) 419.2  Establish sourcing relationships [10265)
41.24  Allocate available to promise (10238) 4183  Establish dynamic deployment policies {10266)
4125  Manage rack allocations (13930] 4,110 Assess distribution planning performance (10228}
4126 Monitor activity against forecast and revise 4.1.10.1 Establish appropriate performance indicators
forecast (10239) {metrics) (10270)
4127  Evaluate and revise forecasting approach {10240} 41102 Establish monitoring frequency {10271)
4128 Measure forecast accuracy (10241) 41.10.3 Calculate performance measures (10272)
413 Evaluate supply network {12899) 41.10.4 Identify performance trends {10273)
4131 Determine inventory targets {12300) 41105 Analyze performance benchmark gaps (10274}
4132  Forecast equity crude production {12801} 4.1.10.8 Prepare appropriate reports (10275)
4.1.3.3 Identify long and short positions {12802 4.1.10.7  Develop performance improvement plan {10276}
414 Create materials plan {10223) 41.11 Develop quality standards and procedures (10368)
41.4.1  Create unconstrained plan (10242) 41111 Establish quality targets {10371)
4.1.4.2  Collaborate with supplier and contract 41.11.2  Develop standard testing procedures {10372}
manufacturers {10243} 4.1.11.3 Communicate quality specifications (10373}
41,43 Identify critical materials and supplier capacity .
(10244) 42 Trade Commodity Products {12308)
41.44  Monitor material specifications (102485 421 Develop overall trading strategy and measurement
4.1.45  Generate constrained plan (10246} approach (12909)
415  Create and manage master production schedule [10224) 4.22 Develop trading strategies to take advantage of
4151  Generate site level plan (10247) particular market conditions (12910}
4.15.2 Manage work-in-progress inventory (10248) 4,23 Monitor environment for trading opportunities {12911)
4153  Collaborate with suppliers (10249) 424 Evaluate trading opportunities {12912)
4154 Generateland execute site schedule {10250) 425 Execute spot purchases, sales and buy/sells (12913)
41,6 Evaluate commadity valugs (12903) 426 Sell by-products (12914)
41.6.1  Gather market prices (12304} 427 Exeoute paper deals (12915)

4.1.6.2  Forecast commodity prices (12305)
4183  Develop and calculate forward curves (12908) 43 Procure materials and services {10216)

4164  Develop and maintain benchmark prices {12307} 431 Develop sourcing strategies (10277)
41.7 Plan distribution reqqirements (1q225) 4311 Develop procurement plan {10281)
4171 Allocate available to promise (10251) 431.2  Clarify purchasing requirements (10262)
4.17.2 Maintain master data (10252) 4313  Develop inventory strategy (10283)
4173 Determine finished goods inventory 434 Match needs to supply capabilities (10284)
requirements at destination (10253) 4315  Analyze company's spend profile (10285)
41.7.4 Calculate requirements at destination (10254) 4316  Seek opportunities to improve efficiency and
4,175 Calculate consolidation at source (10255) value (10286)
4176  Manage collaborative replenishment planning 43.1.7  Collaborate with suppliers to identify sourcing
41.7.7 &Ziig)e requirements for partners (10257) opportunities [10287)
,J A7, p : ot
j 4178  Calculate destination dispatch plan (10258) 432 {S;c[a]lze;g)slmphers and develop/maintain contracts
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44

433

4321  Select suppliers (10288)

4322 Certify and validate suppliers (10289)

4323 Negotiate contracts (10290}

43.2.4  Manage contracts {10291)

Order materials and services {10279}

4331  Process/Review requisitions {10292)

4332  Approve requisitions {10293)

4333  Solicit/Track vendor quotes (10294}

4334  Create/Distribute purchase orders (10295)

4335  Expedite orders and satisfy inquiries (10296)

43385 Record receipt of goods (10297)

4337 Research/Resolve exceptions (10298)

Appraise and develop suppliers (10280)

43.4.1  Monitor/Manage supplier information (10299)

4342  Prepars/Analyze procurement and vendor
performance {10300)

434.3  Support inventory and production processes
(10301)

4344  Monitor quality of product delivered {10302)

Produce/Manufacture/Deliver product (10217)

4.4.1

44,2

443

44.4

4.4.5

4.4.6

Schedule production {10303}

44.1.1  Generate line leve! plan (10306)

44.1.2 Generats detailed schedule (10307)

4413  Schedule production orders and create lots
{10308)

4414  Release production orders and release create
lots {10309}

Produce product (10304)

4421  Manage raw material inventory {10310}

4422  Execute detailed line schedule (10311)

4423 Rerun defective items {10313}

4.4.2.4  Assess production performance (10314)

4425  Review detailed production schedule (12916}

4426 Monitor plant inventories (12917)

4427  Perform yield accounting (12918)

Schedule and perform maintenance {10306}

4431  Determine process for preventive {planned)
maintenance (Preventive Maintenance Orders)
{10315)

4432  Determine process for requested (unplanned)
maintenance (Wark Order Cycle) {10316)

4433 Execute maintenance (10317)

4434  Calibrate test equipment {10318}

4435  Report maintenance issues (10318)

Perform quality testing (10369)

4441  Perform testing using the standard testing
procedure (10374)

4.4.4.2 Record test results (10375)

Maintain production records and manage lot

traceability {10370)

4451 Determine lot numbering system (10376)

4452  Determing lot usage (10377)

Perform quality assurance (12919}

4.46.1  Monitor production quality {12920)

4462  Monitor quality of delivered or received
materials (12921}

4.4.6.3 Operate laboratory (12922)

45 Deliver service to customer (10218}
451 Confirm specific service requirements for individual
customer (10320)
4511 Process customer request (10324)
4512  Create customer profile {10325)
45.1.3 Generate service order {10326}
45.2 Identify and schedule resources to meet service
requirements {10321}
4521  Create resourcing plan and schedule {10327)
4522  Create service order fulfillment schedule {10328}
4523  Develop service order [10329)
453 Provide the service to specific customers (10322)
4531  Organize daily service order fulfillment
schedule (10330)
453.2 Dispatch resources (10331)
4533 Manags order fulfillment progress (1 0332)
4534  Validate order fulfiliment biock completion (10333)
454 Ensure quality of service {10323)
4541  Identify completed orders for feedback (10334)
4542  ldentify incomplete orders and service failures
{10335)
4543  Solicit customer feedback on services
delivered {10336)
454.4  Process customer feedback on services
delivered {10337)

46 Manage Ingistics and warehousing {16219)
4.6, Define logistics strategy {10338}
46.1.1  Translate customer service requirements into
logistics requirements {10343}
4.8.1.2 Design logistics network {10344)
4613 Communicate outsourcing needs {10345)
46.1.4  Oevelop and maintain dslivery service policy
{10346)
4615  Optimize transportation schedules and costs {10347]
4846 Define key performance measures (10348
462 Manage bulk transportation {12923}
4621  Arrange spot logistics contracts {12824)
4622  Schedule and nominate pipeling shipments {12925)
4623 Manage pipeline shipments (12926)
46.2.4  Qualify vessels (12927}
4625  Schedule vessels {12928)
4626  Scheduls wharves/berths (12928)
4627 Manage vessel shipments (12930)
46,28 Schedule rail {12931)
4629 Manage rail shipments [12332)
4,6.2.10 Schedule bulk truck shipments (12933)
4.6.2.11 Managse bulk truck shipments (12934}
46212 Manage book transfers [12335)
46.2.13 Manage net outs (12936}
46.2.14 Manage claims {12937}
4.6.2.15 Process and audit carrier invoices and
documents {12938}
463 Planinbound material flow (10339)
463.4  Plan inbound material receipts (10349)
46.3.2 Manage inbound material flow {10350}
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46.5

4.6.6

46.3.3  Monitor inbound delivery performance {10351)
46.3.4 Manage flow of returned products (10352)
4,635  Plan inbound crude production receipts (12939)

Operate warshousing {10340}

46.4.1  Track inventory deployment (10353}

45.4.2  Raceive, inspect, and store inbound deliveries
{10354}

46.4.3  Track product availability (10355)

4.6.4.4  Pick, pack, and ship product for delivery (10356)

45.45  Track inventory accuracy (10357}

46.46  Track third-party logistics storage and shipping
performance {10358)

46.4.7  Manage physical finished goods inventory {10359)

4548 Reconcile inventories {12940)

Manage bulk inventories {12941)

46,5.1  Manage bulk inventory (12942)
46.5.2 Manage leased space {throughputs) {12943)
46,53 Manage third party bulk storage (12944}

4654 Manage bulk in-transit inventories {12945}

4655  Reconcile book to physical {12346)

Manage commercial and retail inventories {12947)

46.6.1  Forecast end user demand {12948)

4.66.2  Monitor current and forward physical positions
(12948)

467

468

4.7 Manage commodity positions {12953)

4.7.1

472

466.3 Reconcile book to physical (12950}
46.6.4 Monitor customer inventories {12951}

Operate outbound transportation (10341)

46.7.1  Plan, transport, and deliver outbound product
{10360)

46.7.2  Track carrier delivery performance (10361}

46.7.3  Manage transportation fleet {10362)

48.7.4  Process and audit carrier invoices and

documents {10363)
Manage returns; manage reverse logistics (10342)

46.8.1  Authorize and process returns [10364)
4,6.8.2  Perform reverse logistics (10365)

4683 Perform salvage activities [10366)

4684 Manage and process warranty claims [10367)
46.8.5 Manage redirects/rerouting {12962)

Manage volumetric position {12954)

47.1.1  Monitor current and forward physical positions
{12955)

471.2  Monitor strategic supply agreements (12956)

4,71.3  Manage exchange paybacks (12957)

Monitor against supply plan (12958}
4721  Manage strategy and trader performance {12959}

4.7.2.2  Revise supply plan {12960)

5.1

5.2

. 5.0 Manage Customer Service (10006)

Develop customer care/customer service strategy (10378}

511

51.2

5.1.3

Develop customer service segmentation/
prioritization {e.g., tiers) (10381)

51.1.1  Analyze existing customers {10384)

5.1.1.2  Analyze feedhack of customer's needs {10385)
Define customer service policies and procedures
{10382)

Establish service levels for customers {10383}

Plan and manage customer service operations (10379)

521

5,23

Plan and manage customer service work force {(10387)

5.2.1.1  Forecastvolume of customer service contacts
{10390

5.2.1.2  Schedule customer service work force {10391)

52.1.3  Track work force utilization {10392)

5.2.1.4  Monitor and evaluate quality of customer
interactions with customer service
representatives (10393}

Manage customer service requests/inquiries {10388)

5221 Receive customer requests/inquiries (10394}
5222  Route customer requests/inquiries (10395}
5.22.3  Respond to customer requests/inquiries (10396)

Manage customer complaints {10389}

5.23.1  Recelve customer complaints {10397)
5232  Route customer complaints (10398)
5.2.3.3  Resolve customer complaints {10339}
5234  Respond to customer complaints (10400}

53 Measure and evaluate customer service operations {10380)

531

5.3.2

533

Measure customer satisfaction with customer
requestsfinquiries handiing {10401}

5.3.1.1  Gather and solicit post-sale customer feedback
on products and services {10404)

5.3.1.2  Solicit post-sale customer feedback on ad
effectiveness (10405)

5.3.1.3  Analyze product and service satisfaction data
and identify improvement opportunities {10406)

53.1.4  Provide customer feedback to product

management on products and services [10407)

Measure customer satisfaction with customer-
complaint handling and resolution {10402)

53.2.1  Solicit customer feedback on complaint
handling and resolution {11236)
53.2.2  Analyze customer complaint data and identify

improvement opportunities (11237)
Measure customer satisfaction with products and
services (10403)

53.3.1  Gather and solicit post-sale customer feedback
on products and services {11238)

5.33.2  Solicit post-sale customer feedback on ad
effectiveness (11239)

53.3.3  Analyze product and service satisfaction
data and identify improvement opportunities
(11240}

53.3.4  Provide customer feedback to product

rmanagement on products and services {11241)
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