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CSI’s BackgroundCSI s Background
• Founded in 1991, Competitive Solutions, Inc. is an international 

consulting firm serving clients in North America Europe and beyondconsulting firm serving clients in North America, Europe, and beyond.  
• Authors of several books:  Empowering Business Teams:  Been There, 

Done That, It Works in 1996 and Confessions of an UnManager in 1997, 
Buried Alive – Digging Out of the Management Dumpster in 2004Buried Alive Digging Out of the Management Dumpster in 2004

• New book, out NOW!  “Leaving Your Leadership Legacy”

• Offices in Raleigh North Carolina and Atlanta Georgia
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Offices in Raleigh, North Carolina and Atlanta, Georgia



A Few of Our ClientsA Few of Our Clients
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Performance TodayPerformance Today
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Performance TodayPerformance Today
The CURRENT State of Leadership:
• Reliance on the 3P’s: Leaders influencing through their defined 

Position, Proximity, and powers of Persuasion
• Many leaders “Managing by Personality”

Good intentions driving cultures of dependency not accountabilityGood intentions driving cultures of dependency, not accountability
• True high performance teams rarely exist as most teams are driven 

by selective engagement, not collective accountability
• No shortage of continuous improvement programs, but the operating 

system to drive sustainment is non-existent
• Metrics today represent Thermometers, not Thermostats
• No Leadership Legacy – Organizational changes create vacuums 

and voidsand voids
• Employees at all levels looking to leaders to provide an operating 

environment where there is Clarity, Connectivity, and Consistency
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NON-NEGOTIABLE O GO
PROCESSES
Returning to Core Business 
Systems
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Systems



Non-Negotiable ProcessesNon Negotiable Processes
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Non-Negotiable ProcessesNon Negotiable Processes
ConnectivityConnectivity 
Process
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Business Focus ProcessBusiness Focus Process
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Business Focus Process
Create and maintain a scorecard
• Leadership team creates key business focus areas and

Business Focus Process

• Leadership team creates key business focus areas and 
a standard format 
– No more than 15 goals per scorecard 
– Performance is color coded, Red/GreenPerformance is color coded, Red/Green
– Visually projected in meeting room so that it sets the tone

• All lower teams develop tactical scorecards to support 
the key business focus areasy

• Business scorecards are reviewed in every team 
meeting as a standard agenda item

• Team members utilize an action register to address g
scorecard performance issues

• Scorecards and action registers are distributed monthly 
to senior leadership for review 
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Non-Negotiable ProcessesNon Negotiable Processes
ConsistencyConsistency 
Process
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Accountability ProcessAccountability Process

ACTION REGISTER:ACTION REGISTER:
An accountability tool
designed to documentdesigned to document
critical tasks, 
ownership responsibilities,

ACTION OWNER TARGET
DATE

COMPLETION 
DATE COMMENTS

p p
and target dates.
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Accountability ProcessAccountability Process
• Designed to be used in the following manner:

B k th d t P l A tiBreak the dumpster – Personal Action 
Register – Tactical representation of 
empowermentempowerment
Meeting Effectiveness – Drives elevated 
expectations of engagement within p g g
meetings
Scorecard Effectiveness – Transforms 

i f “Th imetrics from a “Thermometer” view to a 
“Thermostat” view
Performance management – Provides data
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Performance management – Provides data 
as a measurement of engagement



Accountability ProcessAccountability Process
NAME #of

Actions
# of 

Actions
Value of

Actions to
Accountability Analysis

Actions
Taken

Actions
Completed

Actions to
the 

Business 

Shane 7 7 3.0
• What does this data tell 

the team leader?
Anna 0 0 0
Debra 2 0 0
Adam 4 4 1 0

• How should this data 
be used?

• Is this data conclusive?Adam 4 4 1.0
Patricia 0 0 0
Gwen 5 3 3.0
John 0 0 0
Seth 1 0 0
Linda 8 3 2 8
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Linda 8 3 2.8
Value Key: 1 - Low; 2 - Medium; 3 - High



Non-Negotiable Processes
Communication

Non Negotiable Processes
Communication 
Process
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Communication ProcessCommunication Process
Creation of a scorecard driven, business focused communication process 
that consistently drives urgency and accountability in the organizationy g y y g

The scorecard needs to be visible to all team members and used as the 
t l t f h kl ti E h ld b bl t if th
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catalyst of each weekly meeting.  Everyone should be able to see if the 
team is “winning or losing.”



Non-Negotiable Processes
Behavioral

Non Negotiable Processes
Behavioral 
Transformational
ProcessProcess
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Behavioral ProcessBehavioral Process
• Creates a migration path from mechanical 

application to an application of transformationapplication to an application of transformation
• Gives the organization a “From this day 

forward…” perspective
• Legitimizes one’s historical perspectives, while at 

the same time drives those perspectives to a 
future state deliverablefuture state deliverable

• Provides a translation from strategic values to 
tactical behaviors – “What does Professionalism 
mean?”mean?

• Creates dialog within the team regarding the 
commitments everyone must make and support 
t t l b hi h f i ti
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to truly become a high performance organization



NON-NEGOTIABLE 
PROCESSES 
DEPLOYMENT
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DEPLOYMENT



• An Organizational Operating System 
designed to:designed to:

Drive focus, urgency, and accountability throughout 
an organization through Non-negotiable Operating 
Systems
Create and sustain a culture of Connectivity, Clarity, 
and Consistencyy
Create an operating system that allows new 
employees to assimilate themselves quickly and 
seamlessly into the overall mission of theseamlessly into the overall mission of the 
installation
Serve as an operating platform for sustainment 
activities such as LEAN Operational Excellence
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activities such as LEAN, Operational Excellence, 
ISO, High Performance Teams, etc…


