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Executive Summary

Most large organizations need look no further than their own doorstep to locate best practices,
and the pressure to start exploiting them is intensifying. E-enabled technologies and a spate of
corporate mergers are redefining the competitive landscape in most industries, making inefficien-
cies and performance lags all the more visible. The discipline and focus of a best practices transfer
process make it an ideal vehicle for companies looking to leverage the lessons of e-business and
accelerate their continuous improvement efforts.

A well-deployed best practices transfer program can help a company accomplish two critical
strategic objectives: 1) drive step-change improvements in performance, and 2) accelerate its
development into a learning organization.

By focusing on not only sharing knowledge but also applying it, best practices transfer
unleashes the tremendous energy and substantial value locked in by current structures, processes,
and systems. Moreover, it enhances organizational alignment and adaptability, two attributes
deemed critical to sustaining competitive advantage in a global, technology-driven economy.

Working with a broad range of clients over the years, Booz-Allen has developed an approach
to transferring best practices that quickly unleashes value along three critical dimensions:

* Ensuring operational excellence to deliver superior performance;
* Building world-class capabilities to create competitive advantage; and
* Redefining the role of the corporation to create a learning organization.

Opportunities to leverage best practices span the value chain and exist in every industry.
That said, there are “ideal” candidates for a best practices transfer initiative. These tend to be
companies with multiple business units or multiple programs. Companies that are integrating
operations after a merger are also prime candidates.

An effective best practices program is an iterative, rigorous, and highly analytical process
that becomes institutionalized over time. It involves identifying superior capabilities; transferring
them across business units; and then systematically monitoring and realizing results. In its
simplest form, this can mean knowledge sharing among peer groups. At its most powerful, it
means using performance improvements to drive strategic transformation. Whatever the circum-
stances under which a best practices transfer program is launched, its ultimate goal will be to
deliver consistent and elevated performance levels in critical business processes across the entire
organization. This Viewpoint outlines Booz-Allen’s unique approach to best practices transfer.
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y now, it is widely understood that transferring best practices

can be a powerful way to drive dramatic improvements in pro-

ductivity and performance. The big surprise is where to look
for them. While it may seem counterintuitive, it has been our experience
that best practices most often reside within large organizations. Major
companies need look no further than their own business units to find
winning capabilities, processes, or execution strategies that can be shared
internally with great ease and effect. While external benchmarking still
plays an important role in bringing critical business functions up to
world-class standards, the simple truth is you can get most of the way
there without cracking codes and buying up databases. What you do
need, however, is a process to identify best practices, the means to
transfer them effectively, and business systems that allow you to

institutionalize a best practices program.



Working with a broad range
of clients over the years,
Booz-Allen has developed an
approach to transferring best prac-
tices that quickly unleashes value.

Ultimately, this innovative
approach to best practices creates
a more adaptable and aligned
enterprise — one that can fully
mine and leverage its internal
assets to respond more readily
and successfully to change.

Best Practices Transfer:
The Case for Action

best practice is any out-

standing capability or

process that differenti-
ates performance and offers sig-
nificant cost/benefit impact. Best
practices define and drive the
“what,” “how,” and “where”
things are done in successful
organizations.

The case for identifying
and transferring these winning
methods boils down to two
central arguments. First, best
practices can and do drive
step-change improvements in
performance, both in terms of
costs and revenues. And second,
their transfer accelerates a
company’s development into a
learning organization.

By promoting the exchange
and application of knowledge
within the organization, best
practices transfer unleashes the
tremendous energy and substan-
tial value locked in by current
structures, processes, and sys-
tems, helping business leaders
deliver on their “stretch” goals
and commitments. Moreover, it
enhances organizational align-
ment and adaptability, two attrib-
utes deemed critical to sustaining
competitive advantage in a glob-
al, technology-driven economy.'

Best practices is not about
incremental improvement — it
is about strategic transformation.
A successful best practices initia-
tive is not a one-off exercise. It’s
an ongoing, enterprise-wide, iter-
ative process that becomes insti-
tutionalized over time as part of
an organization’s internal learn-
ing network.

Best practices unleash the
value within an organization by:

1) Ensuring operational
excellence to drive superior
performance;

2) Building world-class
capabilities to create competitive
advantage; and

3) Redefining the role
of the corporation to create a
learning organization.

While tackling each in turn,
successful best practices efforts
manage to encompass and
accomplish all three objectives.

Operational Excellence

t is rare to find a single busi-

ness unit that performs at

best practice levels against
all metrics. In our experience,
there is often a 4:1 performance
differential among business units
performing similar functions
within a given company. In other
words, one group has identified a
way to be four times more effec-
tive at the same task than anoth-
er. Much of this variation lies in
the processes, tools, work meth-
ods, and capabilities employed.

Eliminating that variation
and bringing every unit up to
best-in-class standards is the first
objective of any best practices
program. The larger the perform-
ance gap in a particular area, the
bigger the payoff, financial and
otherwise. By analyzing the
capabilities of your “star” play-
ers in any given area and sharing
their techniques, you can bring
underperformers up to that “star”
level. The result is increased
process discipline, higher levels
of performance, and far greater
consistency and predictability in
overall results.

One automaker we recently
worked with has generated
improvements in cost perform-
ance in critical functions
approaching 30 percent, all
directly attributable to best prac-
tices transfer. Bell Labs (now

! “Creating the Organizational Capacity for Renewal,” a project of the World Economic Forum
in partnership with Booz-Allen & Hamilton, Inc., 2000.



Lucent) has reported a 25 per-
cent increase in productivity
based on its identification and
application of nine “star” work
strategies of how individual
researchers perform work. Banc
One increased its return on assets
by 40 to 70 percent by transfer-
ring best practices to banks it has
acquired. And Lockheed Martin
is on target to achieve over $2.6
billion in cost savings as a result
of its “Operating Excellence”
program.

Companies have realized
substantial benefits not only in
terms of the lower costs and
improved cycle times, but also
increased revenues. At Xerox, a
best-practice program imple-
mented in its core businesses and
focused on revenue generation
achieved $65 million in
increased sales in its first year
and a $200 million increase by
the end of the second.

The aim here is not simply
to encourage the best performing
business units, the “lead dog,” to
run faster. Rather, it is to boost
the performance of the trailing
pack. That is where the immedi-
ate and easier gains lie. By
focusing on bringing underper-
forming units up to par, you can
generate rapid improvements in
total performance and output,
while laying a foundation for
breakthroughs to the next level.

Lockheed Martin: Operating Excellence in
Post-Merger Integration

By the mid-"90s, Lockheed Martin had completed multiple mergers and
acquisitions and comprised more than 50 operating units with at least ten
distinct business models and sets of competencies inherited from its
acquisitions. The core of this merger activity was the coupling of Lockheed
and Martin Marietta followed shortly by the purchase of General Dynamic’s
defense aerospace business. Upon completion of these mergers, Lockheed
Martin's business encompassed aeronautics, space launch, satellites,
naval systems, electronics, I/T systems, I/T outsourcing, and some
commercial systems.

As military spending slowed and the Northrup Grumman acquisition
was discouraged, Lockheed Martin suffered slower growth and lower
performance, losing more than 50 percent of its market capitalization in
two years.

One of the responses that Lockheed Martin initiated was to optimize its
post-merger integration efforts and launch its “Operating Excellence”
initiative. Through this program, Lockheed Martin has focused on
identifying best practices and driving lean thinking across its diverse
range of businesses. It has institutionalized the ability to transfer
advantaged capabilities across the organization.

By capturing these best practices and building an ongoing program through
which to share and tailor them across its business base in a lean environ-
ment, Lockheed Martin has unleashed substantial value not only in terms
of financial operating performance, but also in cultural change. Both legacy
and newly acquired business units systematically share knowledge, working
together to establish a common and optimal way of doing things, and creat-
ing an environment suited to change and innovation.

STRUCTURED BEST PRACTICE TRANSFER
IDENTIFIED SAVINGS

IDENTIFIED SAVINGS

Indirect Cost

Procurement/
Sourcing Management

Engineering Manufacturing Program

Sources: Lockheed Martin Corporation; Booz-Allen & Hamilton




World-Class Capabilities

nce a foundation of

operational excellence

has been established, a
company can use best practices
to build world-class capabilities
in critical business functions.
Once the rhythm and discipline
of sharing and implementing best
practices has been established,
the ability to drive more
advanced, market-shaping capa-
bilities is enormously easier.

Using best practices to

push critical capabilities to the
next level helps companies real-
ize substantial gains not only in
terms of operational efficiency
but also market position and rev-
enue generation. It is here that
companies move beyond closing
performance gaps to creating
sustainable competitive advan-
tage, whether in price realization,

customer service and retention,
new business development, or
another arena. Chase Manhattan
Bank, for example, identified
customer relationship manage-
ment as one of its key functions
and invested in the rapid deploy-
ment of a Relationship Manage-
ment System based on best
practices. Chase claims this pro-
gram has resulted in portfolio
profitability gains of up to
27 percent, and a return on
investment of nearly 35 percent.
In working with clients,
we have developed tools and
methodologies for evaluating
strategic requirements, and iden-
tifying and prioritizing what
capabilities to focus on first. For
instance, existing capabilities
should be classified according to
their relative maturity to provide
a structured approach from
which to build (see Exhibit 1):

 “Foundational” capabili-
ties are the basic building blocks
of a business, including core
processes and work systems.

¢ In the middle category are
activities which, when superbly
executed, enhance “Operational
Effectiveness.”

* At the top of the pyramid
are “Integration” best practices
— those that fuel the most pro-
ductive and efficient cross-fertil-
ization of resources and ideas
among business units, programs,
and the extended enterprise.

Companies looking to build
world-class capabilities need in
general to focus on closing per-
formance gaps at the foundational
level before they tackle problems
at the operational effectiveness
level. And both foundational
and operational challenges
should be fully addressed before
attempting the demanding work
of integration.

Exhibit 1. Capability Maturity Hierarchy
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Learning Organization

he push toward best prac-

tices reflects a profound

cultural shift among large
companies as they focus on how
to foster change and enhance
agility in a knowledge-based
and e-enabled economy. The
development of a learning organi-
zation has become mission
critical, and many leading corpo-
rations are overhauling their
organizational structures to facili-
tate that goal, refocusing around
three “spheres of influence”:
natural business units; a shared
services operation, and; a stream-
lined corporate core.

One of the key strategic
functions the corporate core
performs in this revamped struc-
ture is facilitating knowledge

transfer across business units and
encouraging collaboration. Best
practices transfer is a powerful
mechanism for fulfilling this
function and thus typically
resides in the corporate core.
However, while corporate gener-
ally drives the best practices
process, it no longer controls it
as in years past (see Exhibit 2).
Ultimately, the business units
will decide which best practices
to embrace to achieve their
strategic imperatives.

“A Learning Organization is
an organization skilled at
creating, acquiring, interpreting,
retaining, and transferring
knowledge; and at purposefully
modifying its behavior based on
new knowledge and insights.”
— Professor David A. Garvin
Harvard Business School

Peer groups can play a crit-
ical role in this process. BP
Amoco, for example, has created
“learning communities” of indi-
viduals from around the compa-
ny, who gather to share best
practices, reuse knowledge, and
accelerate learning in a fully
“democratic” setting. It is BP
Amoco’s view that hierarchy
and the accompanying politics
impede knowledge exchange,
and their results bear out the
wisdom of such a view. Their
Knowledge Management pro-
gram, of which best practices is
a part, saved the company $700
million in 1998 alone!

The notion of “best prac-
tices” is hardly a new idea, but it
has gained tremendous currency
given recent competitive trends.
The discipline and focus of the
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Exhibit 2. Evolution of Best Practices Thinking
DIMENSION FROM . . .
CHANGE Corporate led and owned,
LEADERSHIP top-down driven
SOURCE OF Paper best practices —
VALUE ‘one-size-fits-all”
E)[(:I?[?UNT?SN Corporate staff drives
U?\H‘? I;IQE(?SS Internal performance only
Focus on knowledge transfer with
C‘A”;%HEE marginal emphasis on implementation
planning and follow-up
Minimal quantification of benefits,
AN?)CF(’:FIKJE[%IYON weak understanding of impact on
processes and capabilities
Source: Booz-Allen & Hamilton

Business unit ownership, with
corporate facilitation

Tailored practices that match a
business unit’s strategic needs

Business unit peer groups decide what,
how, and where

Broader responsibility to support
the transfer of knowledge

“Closed-loop” systems in place to
ensure financial benefits are driven
to bottom line

Well-developed economic understanding
with validation and analysis to confirm
and quantify potential benefits




best practices transfer process
make it an ideal vehicle for
companies looking to leverage
the lessons of e-business and
accelerate their continuous
improvement efforts. By equip-
ping everyone in the company
with a common vocabulary and
approach to doing things, a best
practices program channels
energy toward a focused set of
key capabilities, and accelerates
process improvement and innova-
tion. The resultant reduction in
complexity produces dramatic
results, both in terms of financial
performance and overall agility.
These benefits are no longer
a luxury in an environment
transformed by the Internet and
e-enabled technologies. As

e-business knocks down tradi-
tional competitive barriers and
“ups the ante” on market-driving
capabilities, the need for an
effective best practices transfer
mechanism becomes all the more
critical. Any impediment to
greater efficiency or effectiveness
in this streamlined and transpar-
ent environment is an unneces-
sary and costly burden that can
no longer be offloaded onto
someone else. As companies
“launch and learn” with new
e-business initiatives, the ability
to propagate learnings in a struc-
tured manner based on demon-
strable performance — and not
just on comparing experiences
— will be a key competitive
advantage.

Unleashing the Value

pportunities to leverage

best practices span the

value chain and exist
in every industry. Whether a
service organization or a manu-
facturing/engineering-intensive
operation (see Exhibit 3), there
are myriad processes and skills
that can benefit from the applica-
tion of superior learnings and
insight.

That said, there are “ideal”
candidates for a best practices
transfer initiative. These tend
to be companies with multiple
business units or multiple pro-
grams that are independently run.
Companies that are integrating
operations after a merger are also

Exhibit 3. Best Practices Opportunities Arise Across the Entire Business
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prime targets for a best practices
initiative. Brought together in a
non-threatening environment to
exchange success stories, acquirer
and acquiree can realize power-
ful synergies and quickly dispel
mutual misunderstandings and
mistrust. In fact, identifying and
transferring best practices should
be a key step of integration plan-
ning processes when two compa-
nies agree to combine.

Whatever the circum-
stances under which a best
practices transfer program is
launched, its ultimate goal is to
deliver consistent and elevated
performance levels in critical
business functions across
the entire organization (see
Exhibit 4).

Best Practices Transfer Is
Most Effecive When:

e Clearly defined need for step
change performance improvement

* |ntegrating operations after a merger

e Multiple, broadly comparable entities
- Processes
- Projects/programs
- Divisions/departments/factories
- Individuals

o Differential performance between
comparable entities
- Variation in results measured
- Variation in the practices or routines

using external benchmarking to
propel their best practices pro-
grams, investing heavily in iden-
tifying and importing ideas from
other companies. These efforts
have often reaped more disap-
pointment than hard dollars. For
example, an automotive client
benchmarked its programs
against Toyota’s for years, with-
out fully decoding why Toyota
enjoyed such success. Eventually,
the engineers started to focus

In our experience, compa-
nies often undermine their own
best practices efforts by looking
outside for what already exists
within. Since the mid 1980s,
companies have focused on

on the performance of their own
vehicle centers internally and
recognized quickly that not only
was there tremendous variability
from program to program, but
that some were already operating
at world-class levels.

Exhibit 4. Minimizing Performance Variation Through Best Practices Transfer
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Exhibit 5. Booz-Allen Approach to Best Practices Transfer

Identify the
Best Practices

-

Transfer &
Implement
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Monitor & Realize
the Benefits

Source: Booz-Allen & Hamilton

COMPONENTS OF THE BEST PRACTICES TRANSFER PROGRAM

e Develop a process/methodology to identify, evaluate,
and select best practices within and across businesses
to create a learning organization

e Transfer best practices and demonstrate/measure
impact through the implementation of operational
change to processes, tools, and work methods

 Develop a business system that institutionalizes the
use of best practices across operating units to elevate
overall performance and drive continuous improvement

Searching for best practices
within an organization is orders of
magnitude easier and less expen-
sive than trying to pull them in
from outside. The practice has
already been proven to work
within the culture. Confidential
data can be shared and processes
decomposed to understand their
root drivers. So, while external
benchmarking can play a role in
establishing leading performance
levels and identifying critical
capability gaps, it is not generally
a primary transfer mechanism in
our recommended methodology
(see Exhibit 5).

The Booz-Allen Approach to
Best Practices Transfer

best practices program

involves identifying

superior capabilities;
transferring them from function
to function across business units;
and then systematically monitor-
ing and realizing results. In its
simplest form, this can mean
knowledge sharing among peer
groups. At its most advanced, it
means using performance
improvements to drive strategic
transformation.

Working with leading
companies in a wide range of
industries, we’ve developed a
disciplined approach to best
practices that is outlined on the
following pages.

IDENTIFY

The corporate core typically des-
ignates a steering team or group
of process leaders comprising
peers from the various business
units to oversee a best practices
effort. This team will start by
defining the program structure
and performs the following tasks:

* Structure — Define the
critical areas to include in the
best practices program and
understand the interdependencies
between them. Define the scope
of which business units should
be included. Set a stake in the
ground for what the performance
improvement targets should be
by best practice area (but not
by business unit at this stage).
These targets can cover revenue
growth; cost; quality; warranty;
cycle time, etc.

* Baseline — Establish
where each business unit is today
in terms of existing processes,
resources, and performance met-
rics. This enables effective mod-
eling of the economic impact
of implementing particular best
practices in the different business
units.



¢ Detail the Best Practices — benchmark performance against definitions of a practice can

Dissect high-performance busi- internal (and sometimes, exter- prove to be restrictive, limiting
ness units for each best practice nal) standards. The result (see deployment, while definitions
to determine the root cause of Exhibit 6) guides the team in that are too general create room
what differentiates its perform- prioritizing which best practices for confusion.
ance (e.g., management, process/ to pursue. By rigorously capturing
people, enablers, etc.) and how It is critical to develop and analyzing this data, the
it can be applied across other relevant descriptions of business steering team can quantify
business systems. processes and capabilities and with a reasonable degree of

By running this data an overall taxonomy that is precision the performance
through a rigorous set of com- meaningful to the business units improvements that will result
parative analytics, the team will that will be implementing from implementing best practices

this program. Overly detailed

Exhibit 6. Capability Benchmarking
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Exhibit 7. Quantification of Performance Improvement Potential
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on a business-unit-by-business-
unit or capability-by-capability
basis (see Exhibit 7).

Based on this analysis and
an assessment of each business
unit’s strategic imperatives, the
steering team will build a busi-
ness case and blueprint for
adopting each best practice,
including robust cost/benefit and
lifecycle impact metrics. The
team will create an overall best
practices architecture, secure the

10

endorsement of top management,
and cascade these targets to a
level in the organization where
they are actionable.

Top priority will be given to
those cross-functional or func-
tional capabilities and processes
that have the greatest relevance
across business units and the most
strategic impact on performance
(e.g., new sales closure, price
realization, customer service satis-
faction, e-business need, cost,
quality, and cycle-time).

An important element of
the assessment phase is provid-
ing the business units with feed-
back on how they are perform-
ing, thus creating an internal
“pull” for change. Once they
understand the concrete implica-
tions of achieving best-in-class
levels, business units can step in
and apply these best practices
through the transfer process.




Exhibit 8. Mapping Strategic Imperatives to Best Practice Enablers

Business Unit Strategic Imperatives

Best Practice Capabilities

L
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e Program Management
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 Risk Assessment
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Filter, Assess, Select

r

o Assess Gaps
e Prioritize Impacts and Difficulty
e Cost/Benefit

Source: Booz-Allen & Hamilton

TRANSFER

An effective best practices pro-
gram identifies a core set of
advantaged capabilities and then
translates the benefits of leverag-
ing these capabilities into a
deployment plan that is aligned
with each business unit’s strategic
needs. By making performance
gaps clear and quantifying the
potential improvements that
result from implementing best
practices, the identification phase
provides business unit leaders

with a compelling rationale for
incorporating best practice tar-
gets into their strategic plans.
Business unit “transfer
teams” are, in effect, handed a
base menu of best practices from
which they can select those best
able to meet their strategic
imperatives and achieve maxi-
mum economic impact. Transfer
teams prioritize best practice
candidates by engaging in a
process that links their strategic
imperatives to key enablers, and
then maps the result against the

set of best practices that are
being proposed as transfer candi-
dates (see Exhibit 8).

Business units will priori-
tize the transfer of best practices
based on their most critical
capability gaps. As part of this
process, each business unit will
determine what level they want
to achieve in each capability
area:

e It is rarely advisable to
attempt to attain the highest
performance in all areas.

11



e Trade-offs need to be
established based on the relative
size and importance of each gap.

Best practices transfer is
not an exercise in standardiza-
tion. Implementation will quite
often vary from business unit to
business unit depending on legacy
systems and other factors. In gen-
eral, however, effective execution
focuses on lifting the best prac-
tice from a “source” unit and
applying it to a “receiver” unit
with minimal tailoring. Best
practices transfer should not

involve substantial reengineering.
It is an effective, two-way dialog
and exploration that results in a
streamlined transfer of knowl-
edge, implemented in a lean
work flow.

As Exhibit 9 demonstrates,
the actual transfer of best prac-
tices from a source unit to a
receiver unit can take multiple
forms depending on the business
unit structure:

* The broader the impact,
the greater the organizational and
program complexity.

* Simple peer-to-peer trans-
fers are straightforward and easily
executed, but significant results
usually can be achieved only
through a composite grouping
of sources and receivers.

e It is important to note that
the same business unit can act as
both a source and a receiver in a
best practices program, even
within the same practice area.

Exhibit 9. Best Practice Transfer Models
Simple Pair Simple w/Network Simple Clusters Composite
A —
A B ¢ Transfer
TRANSFER <’§ c
Transfer
MODEL — 3 88 g lransfer E E
ransfer c
)| =3 e==81 | 17
Source RECENer| Source  Receivars | Source Receivers S%L#]Irdces Colf%%%lsite
Receivers  Best Practices
e Point-to-point transfer | @ One source point e Both source and e Composite practice built
o Specific roles defined transfer to multiple receiver share best from the best elements
DESCRIPTION | o Mentor relationship recipients practices of each source
o Process leader teams o All sources contribute
and transfer learnings
e |ncremental point-to- | @ Incremental benefits e |ncremental benefits e Major change
FINANCIAL point improvements up to the level of the leveraging multiple improvements
IMPLICATIONS | Upto4to source S0urces e Ashighas 10to 1
e Typically 4 to 1 e Often 6 0r8to 1
® Acquisition/post- e Multi-plant/site o Multi-plant/site * Requirements to close
merger integration locations locations significant performance
POTENTIAL e Specific practice or e Acquisition/post- o Acquisition/post- gap
APPLICABILITY process merger integration merger integration o Oppoytunity to drjve
e Specific practice or e Specific practice or massive changein
process process business performance in
industry
Source: Booz-Allen & Hamilton
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MONITOR AND REALIZE

An effective best practices pro-
gram never ends. It constantly
renews itself as new lessons are
learned and innovations are
developed. As businesses contin-
ue to seek higher levels of profit
performance, the best practice
transfer capability becomes valu-
able on an ongoing basis. The
process itself becomes institu-
tionalized and a source of sus-
tained competitive advantage.

Delivering on the full
promise of a best practices
initiative requires a very robust
mechanism to “close the loop”
on projected benefits and track
their actual bottom-line impact.
Booz-Allen’s highly analytical
approach to identifying best
practices and benchmarking
performance allows our clients
to quantify what a best practice
opportunity is worth going in,
and how much of that has been

captured at each step along the
way (i.e., identified, approved,
implemented, realized). We help
companies pinpoint which prac-
tices are effective and measure
exactly how effective they are
(see Exhibit 10). Without the
ability to rigorously monitor and
assess performance against
expectations, a best practices
program can lose a lot of its
power and momentum.

Exhibit 10. “Rolling Up” the Results
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In our experience, many
well-intentioned best practices
initiatives get mired in “soft”
measures of performance. We
recommend rigorously applying
three different sets of metrics to
maintain a hard edge. The first
should measure the bottom-line
impact. The second should record
how effective the steering team
and business unit leaders have
been in achieving their mile-
stones and what sort of gap
remains. Finally, companies need
behavioral metrics to determine
whether targeted capabilities have
improved as promised.

Lessons Learned

he key challenge in any

best practices exercise is

to get the benefits to
“stick.” Some receiving units do
not have the cultural capacity to
truly absorb the new process or
capability. Others do not have the
requisite technical or managerial
knowledge. Others are not prop-
erly incented. One of the biggest
impediments to the effective
transfer of best practices is sim-
ple “star envy.” The receiving
unit resents being compared
unfavorably to the star performer.
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A best practices program
cannot exist in a vacuum. It must
be part of a company’s commit-
ment to building a larger learning
organization. Its financial impact
can be staggering, but only if the
appropriate cultural foundation
has been laid. Top management
needs to set the tone by openly
endorsing and actively encourag-
ing teaming, learning, and peer-
ing behaviors.

A well-deployed best prac-
tices transfer program can help
most large companies accomplish
two critical strategic objectives.
They can realize immediate step-
change improvements in their
bottom-line performance, while
accelerating their transition to
learning organizations.

As we’ve explained, most
major companies need look no
further than their own doorstep
to locate best practices, and the
pressure to start exploiting them
is intensifying. E-enabled tech-
nologies are redefining the com-
petitive landscape in most indus-
tries, making inefficiencies and
performance lags all the more
visible.

In our experience, best prac-
tices transfer can and should be an
integral part of the business unit
planning process and should be

viewed as a key mechanism for
achieving strategic imperatives.

Still, there are a few
conditions that should be present
before a best practices program
is undertaken:

* There must be a “burning
platform” for change that creates
significant push-pull momentum
around best practices.

e There has to be signifi-
cant variation in performance in
areas that are important to the
business.

* Corporate must drive the
best practice transfer process,
not by controlling it, but by
enabling it.

* Finally, there should be
a clear, company-wide process
established for identifying best
practices, transferring them
across business units, and moni-
toring their bottom-line and
behavioral impact.

The ultimate objective of
a best practices program is to
leverage the best-in-class capabil-
ities currently deployed some-
where in your organization to
quickly and effectively unleash
value. The ability of a company
to institutionalize change and
effectively exploit its own skills
and knowledge is the key to
achieving ambitious business
plan objectives and creating sus-
tained competitive advantage.



What Booz-Allen Brings

00z-Allen & Hamilton is

a global management and

technology consulting
firm, privately owned by its part-
ners, all of whom are officers in
the firm and actively engaged in
client service. As world markets
mature, and competition on an
international scale quickens, our
global perspective on business
issues grows increasingly criti-
cal. In more than 100 countries,
our team of over 10,000 profes-
sionals serves the world’s lead-
ing industrial, service, and gov-
ernmental organizations. Each
member of our multinational
team has a single common goal
— to help every client we serve
achieve and maintain success.

Our broad experience in
the world’s major business and
industrial sectors includes aero-
space, agriculture, automotive,
banking, basic metals, chemicals,
construction, consumer goods,
defense, electronics, energy,
engineering, entertainment,
food service, health care,
heavy industry, high technology,
insurance, media, oil and gas,
pharmaceuticals, publishing,
railways, retailing, steel,
telecommunications, textiles,
tourism, transportation, and
utilities.

With our in-depth under-
standing of industry issues and
our expertise in strategy, sys-
tems, operations, organization,
and technology, we assist our
clients in developing the capabil-
ities they need to compete and
thrive in the global marketplace.

We judge the quality of our
work just as our clients do — by
the results. Their confidence in
our abilities is reflected in the
fact that more than 85 percent of
the work we do is for clients we
have served before. Since our
founding in 1914, we have
always considered client satisfac-
tion our most important measure
of success.

Consistent with our
position as a business thought
leader, Booz-Allen sponsors
strategy+business, a quarterly
journal containing the best ideas
in business. Visit the Booz-Allen
Web site at www.boozallen.com
or the strategy+business Web site
at www.strategy-business.com.
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If you would like more informa-
tion about best practices transfer,
please contact any member of the

Booz-Allen team:

Amsterdam

Steven Veldhoen

Vice President
31-20-504-1967
veldhoen_steven@bah.com

Buenos Aires

Jorge Forteza

Senior Vice President
54-1-14-326-3261
forteza_jorge @bah.com

Boston

John Harris

Senior Vice President
617-428-4424
harris_john@bah.com

Dermot Shorten

Vice President
617-428-4426
shorten_dermot@bah.com

Chicago

Gary Neilson

Senior Vice President
312-578-4727
neilson_gary @bah.com

Jim Weinberg

Senior Vice President
312-578-4767
weinberg_jim@bah.com
Tom Park

Principal

312-578-4639
park_thomas@bah.com

London

R. Keith Oliver

Senior Vice President
44-20-7393-3227
oliver_keith@bah.com
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Milan

Luca D’ Angelo
Principal

390-2-72-50-91
d’angelo_luca@bah.com

Munich

Steven Wheeler

Senior Vice President
49-89-54525-000
wheeler_steven @bah.com

Richard Hauser

Vice President
49-89-54525-538
hauser_richard @bah.com

Tom Williams

Vice President
49-89-89949-541
williams_tom @bah.com

New York

Gerry Adolph

Senior Vice President
212-551-6464
adolph_gerald@bah.com

Paul Kocourek

Senior Vice President
212-551-6627
kocourek_paul @bah.com

Kevin Dehoff
Vice President
212-551-6528
dehoff kevin@bah.com

Frank Jones

Vice President
212-551-6545
jones_frank @bah.com

Mike Jones

Vice President
212-551-6787
jones_michael @bah.com

Lauren Jones

Principal
212-551-6554
jones_lauren @bah.com

Paris

Eric Pelletier

Vice President
33-1-44-34-3020
pelletier_eric@bah.com

San Francisco

Bruce Pasternack

Senior Vice President
415-627-4215
pasternack_bruce @bah.com

Ed Frey

Vice President
415-627-4275
frey_ed@bah.com

Sdo Paulo

Maurizio Mauro

Senior Vice President
55-11-551-6201
mauro_maurizio@bah.com

Leticia Costa

Vice President
55-11-3846-1290
costa_leticia@bah.com

Stockholm

Torbjorn Kihlstedt

Vice President
46-8-506-190-00
kihlstedt_torbjorn@bah.com

Sydney

Marty Bollinger

Senior Vice President
61-2-9321-1930
bollinger_marty @bah.com

Tokyo

Eric Spiegel

Senior Vice President
81-3-3436-8601
spiegel_eric@bah.com

Mamoru Watanabe

Vice President
81-3-3436-8600
watanabe_mamoru@bah.com
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