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Customer’s Perceived Value

(Quality/High Cost Ratio)

High Value
(Quality/Low Cost Ratio)
>

Perceived Quality

Low Value ] 4 0\03

Perceived Price
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Figure 3.2-3 - Customer Satisfaction Determination
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SEPA FOR LEADERS
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Drivers of Employee Engagement

* Training, development
and career

« Management

» Performance and
appraisal

« Communication

Feeling
valued
and
involved

Engagement

« Equal opportunity and
fair treatment

» Pay and benefits

* Health and safety

» Cooperation

* Family friendliness

 Job satisfaction

IMPORTANCE

Source: Institute for Employment Studies
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Drivers of Employee Engagement

Top 10 Drivers of Employee Engagement Globally

. Senior management sincerely interested in employee well-being

Improved my skills and capabilities over the last year

Organization’s reputation for social responsihility

Input into decision making in my department

. Organization quickly resolves customer concerns

set high personal standards

Have excellent career advancement opportunities

Enjoy challenging work assignments that broaden skills

e I L e e

Good relationship with supervisor

—
=

Systems gfocus

. Organization encourages innovative thinking

2008 Global Survey of 88,000 Employees in 16 countries by
Towers Perrin Consulting
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- - R ol—
- NESA -+ NN #1 —+ HENCA2 - VENDA3 mimVENDA Total HESA Contractor
vy £ 1] - U s i R 56|61
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. L . _ . Figure 7.1-0 Product/service quality results from third-party
Figure 7.1-1 ON-Time shipments improving to world-class  Customer Satisfaction Survey
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Figure 7.1-2 User Satisfaction by Key Core Process
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Performance Attribute 1999 2002 2003 Avgof 2004 Avgof 2005 Av of 2006
Survey  Survey  QtrSurveys  QtrSurveys  QtrSurveys 1 Quarter

Order Turnaround +176 | +0.89 +1.29 +1.87 +1.95 +1.23
Error-Free Delivery +1.34 ] +L16 1117 +1.10 +1.3] +1.11
Proactive, Regular +1.39 | +1.33 +1.62 +2.33 +1.64 +2.04
Communication

(Question/Problem +1.36 | +1.04 +1.52 +1.32 +1.43 +2. 28
Resolution

Voicemail, E-mail +177 | +0.93 +1.31 +2.00 +1.76 +1.68
Response

Fair, Competitive Pricmg | +0.90 | +0.26 .40 +1.13 +0.74 .70
Competitive Credit Terms | 075 [ +0.27 +).40 +0.60 +0.30 +1.90
Competitive Shipping 89 | +0.74 +).08 +0.70 +.93 +0.93
Figure 7.2-2 Eaght value-creating attributes from third-party (Positive values indicate relative advantage over best
Customer Satistaction Survey. competitor)
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—a— NESA —e— Comp #1 —— Comm #2 - WVBERDAE

Figure 7.3-1 MESA’s Return on Equity outperforms

industry competitors Figure 7.3a1-5 - Total Revenue ($)
per Associate (Long-Term VYWiability)

Industry and Benchmark
Leadership!

Millions

2002 2003 2004 2005 2006 BP "0O7

|——PRO-TEC @ IW 90% BM |
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Figure 7.3a1-4 - Aged Inventory (=180
days) as a % of Finished Inventory
(Long-Term Viability)

/mme of Joint Project with USS to
‘\Ering Aged INventory into Control

12%06
8%
4%
0% T . T T T

2002
2003
2004
2005
2006

_—Sged Inventory =Target

2002 2003 2004 | 2005

Lexus share of Luxury | 19.6% | 20.3% | 20.7% | 30.7%
i Plano
Lexus share of Luxury | 19.7% | 19.3% | 18.5% | 21.2%
in Grapevine
DFW Market Share of | 50% | 50% | 50% | 51.2%

Lexus

Figure 7.3 Lexus Market Share
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f.4-2: Workforce Engagement Indicators .-\ru
100%6
=5 H
J0%% -
552
4026 - T
RMaks Duggesiicons S=lf-hMotvated Iz v
[ et ] [ e e O =200 O 200
W 2008 B 2007 O MM 75th Soile 3§ MR S0th S%ila
Figure 7.4a1-3 - Employee Engagement Index (derived from Associate Survey)
KSF Question 2002 | 2003 | 2004 | 2005 | 2006 | Trend ':ENQ%‘
- urvey
The people | work with
_ _ _ cooperate and work as a | 3.00 | 3.10 | 2.90 | 3.18 | 3.17 + 3.20
Associate Quality of Life team
| know what is expected 340l 340|340 3330324 0 315
of me at work.
| am supported when
Customer Service responding to customers'} 320 | 320 | 290 | 3.27 1 2.29 + 3.28
guestions or problems.
I am satisfied with my job.
S.17 | 3.07 - 3.21
Long-Term Yiability
Mgr. asks for my opinion
™ Similar Questions from
the MBNQA "Are We Overalll 3.05| 3.05 | 3.00 | 3.13 | 310 0 3.12
Making Progress"” Survey
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Figure 7.4-7 Productivity increases demonstrating
effectiveness of training

7.4-5: Partner Survey - Overall Satisfaction .t
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Facility Footprint Reduction

Figure 7.5a2-2 - Operating Time Ratio
Benchmark=[Actual Hrs./Scheduled Hrs.] M5 Long Term Good

R . Target: .
System Reliabilit _ o0 4 || ~ = - 300

{ } Good FY10-1625F. | |
Sustained Industry and = 80% - per employee 1250
Benchmark Leadership! = - 1200

il By
100% 1150
99% 1 2 4% L 100
98% + = 20%- 1 50
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B-455
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Figure 7.5-0 Facility Footprint Reduction
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—— MNEGA ~B— Compatitor b, 1

—&— Competitor Mo, 2 Cormpetitor Mo. 3

—— 7Eth percantile- MY ceneLe
400,000 . . - . '

. \ s / Sampling of Completed LSS Projects by Product Line or
$350,000 S — Process
(=2 _...--"'-‘---"'-.__t .-‘
$00.000 TR ~ F |F |F |F |FY |# |&#
S u . r r , - —

250,000 - — '/-\1__ Y |Y |Y [} ] LSS | LSS
4200,000 _ 03 |04 |05 |06 [YID| GB | BB
1000 EEEE——T — ByProductLine | 10| 8| 11| 13| 6| 57| 0
$100,000 : : — : : Life Cycle

198 1988 E00 ol = S0 mos Es e Engineering 6| 6| 1| 17 3| 33| 10
Figure 7.5-5 Productivity (Revenue/femployee) comparing : ) - -
tavorably to competition Business Smﬂf?’ 1 1 1 J 1 ! 2

Tech
o0 | —+—MESA —m— Gonpstitar No. 1] Advancement 0 0 1] 2| 0] 3] 4
=
il = -\"\__ HumanCapil | 2] o] 2] 2| 1| 7] 3
s - 3
60 Support O 1] 4] 7 1] 13 3
50 —— ; - - , : . .
ol ———a — Figure 7.5-4c Sampling of Completed LSS Projects by
E Process
1957 1968 19Ee 2000 2000 2002 2002 2004 2005 2005
|

Figure 7.5-10 Days Account Receivables Outstanding
results outperform competition
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IRAC Audis
~ FY | FY | FY | FY | FY07
Year Strategic  Achieved In Not o Lo o s | v
Initiatives Prﬂgrﬁﬂ Achieved Total Completed Internal | 31 | 30 [ 12 [ 25 [ O
Audits
fTH]'gEtS Audits w/o Findmngs 20 (28 [ 12 ] 20 5
- — "
1998 il 1] | ] Audits w/Findings 5 2 0 5 4
1999 10 2 ] . Findings oW 03 4
0000 M i ] ] Corrected Findings (%) 100 | 100 | 100 | 100 |pending
001 i) 1 () 0 Material Weakaesses oo o[ 1| 1
002 1 10 ] ] Total Completed External 3 1 l 5 1
. — — : Audits
2003 ) il ] ) Audits w/o Findings 3 1 l 5 1
200 4 14 f i Findings o fofo]o] o
2005 i |7 , ) Corrected Findings NA|NA[NA|NA| NA
. - I . Material Weakn o foJofo] o
Fiaure 7.6-2 Strategic Initiative/Target Completion bl

Figure 7.6-4 IRAC Audits
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Leadership & Planning
1o —p— | Ferve corfidence
59/ m %&THEHD of
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859 pPlarring of
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e Parming of
= departmental
s = objectives
g | am proud to vaork
65% 2 for MESA
BOR:
—t= | agree withthe
55% directian the
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CEFC Domatiomn s
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Figure 7.6-13 Management Conation of Hour
60000 Toward Community Programs
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SEPA AWARENESS

HEN15USZLHUAIANIATINLLUINTG SEPA

PROCESS  Approach  Deployment  Learning Integration
(Category 1-6)

APED (A) (D) (L) (1)

RESULTS i :
(Category 7) Levels Trends Comparisons  |piegration

CETED (Le)  (T) (C) (1)
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SEPA AWARENESS
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Approach / Deployment / Learning / Integration
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SEPA AWARENESS

[ ]
o

1. fasaniezlsiduiededidsn (4-6 Uszihv) definase
nmseiuniseasiidafiazdszdiu wadsznaunisliazuu
2. RUISUNEIN %UIAZUUY  MHNIZANVBIWARZHA
(A,D, L I, Le, T, C, 1) 31AATIS18  LUINIINS5 LHAZUUY
3. W15 %“zi'aaﬂzu,uufmlsm (30%-45%, ®58 50%-65%,..)
4. \Han %ATLUY TIRNIZANDIN 2I9ASLUY (30%, 35% %39....)

ATUIU AZLLUY 31 numunﬂuuummaumﬂaw NTNUR

Systems gfocus 62



0-5% 10-25% 30-45% 50-65% 70-85% 90-100%
Taisiuuame Sadiuuame fuwaneadiandu | fuwameadradu | fuwaneediadussuy | fuuaneadiaduszuy
agnalluszuy | agrafuszuu spuU H{Ussandua | szuvu fiusedndua | dUszindua Anauauas | dUszdnduafinavduas
farsaunmiios | Ainsuauassa Nnauduadsa fnausuassa AaaNIRUAG 9 RPN IMUARTS ) 2a9
wazlaidoan | daiuuniugiu | fadmuaiugiu | daruunlaesas Waidaadreanysal
Laigimsduua duamaly duunely Wnuamely Wnuame iU R ﬁmmmﬂﬂﬂﬁﬁ'ﬁaeha
neduszuu ‘U{]‘Uﬁl Tudwsun | UGuR NNl Uﬁﬂ'ﬁﬁ]uashaﬁ \uadsslaglaid suysal Lifigpdaunse
Tudhenamia | Auiiaunniud meawum"lwu faualitansineny AINLANGTINAIAEY mwumnmwmﬂm‘lu
irluufitnsae mslﬁyluussamu LSNAY Tuunefiudi NNNUNnIanUIBU
fisaanias | FamvuaNugIy
lifiwwaAnly | Sudfewnn | Sufiuuanieetis Tddayaasoluns | Tddanasselunisusaidiv Tddayasselunisuszidin
nsUsulge nmsaesullagn [ Huszuulums ‘IJ‘SuLN‘HLLau‘iJ'i‘Uﬂiﬂ wazUsuUssagaiu Ltawﬂiuﬂseamamui“uu
Nﬂﬁﬂ‘é‘U‘U‘N anduuwifn Ussiiunazdiulse aghaifluszuu 58 | ssuv oL wazuianssy oL smmmmnssmﬂu
mamm{]mm nsusudse nszuaumsianAn | 19 oL uaz uinnssu Wuasasdasanly \n3aefladAneasAns &

M 9 W dsudgenssuruns nsaANs dnsUsudse | msusudgeuazuinnssa
NsALY go8u 2INN15IATIER tﬂﬁlﬂ'li‘]l,ﬂi'h‘ﬁttau
SEAUBIANS &Sharing Sharing FALAUNIBIANS

Tainamel#ifiudn| wuanefisan Sufiuuanefisen | fuuamefisenndas ﬁummaﬁysmm’li LLquqaﬁysmﬂnﬂsﬁu
JANdanAaDY | AAaINURUIY AFBIAUAINADY | AUAINABINITYEY | NUAINABINISVEY AINFBINISYDIBIANS
T luwuams | ermdudauann mswusmﬂaaam— amnsmwﬁ‘lu opP aaﬁnsﬁszqvl'ﬂuIOP ‘nsv‘uvl'ﬂu OP WaZLAMN
iganuluszau |fimainnnssan nimuuh Tu op WATINATHAZaaY 9 | WaE INaTHITEEY 9 Wadadu 9 1luateh
24mANs Au wAdsunl WATNETTHITaEY 9

Systems gfocus

63




SEPA AWARENESS
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SEPA AWARENESS
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FANIFT19ITUNAANG SEPA AWARENESS

Level, Trend, Comparison, Integration
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LUINIINTS IAASLUY : AANAANS (KHIA 7)

SEPA AWARENESS

0-5% 10-25% 30-45% 50-65% 70-85% 90-100%
Taisinaansnsa fiwasndunis | duanniunsi | duasiiunies fiman1saniiuns fwanisaniluns
uaanslaialy | wowiSas uazisu | luunsiSasiidnday | TwAaunniZasdi f/arlwiauynisas Tusidrluiaunnizas

Le| \3a0fisnmau | & Hamiun1si | sedaimunves | drAnsedanivun Nd1AgYsaZanInum fdAysazanIrua
Haal5ag %178 R RLD) 2DINIGD 289HITa
dildaya figayauualiin | fsreauuwlin | SesdfidAnysie SasfidAysanndse Léaaﬁﬁﬂﬁ%dﬂ31uéﬂtga
T uualiin wia YDINAANSUIIA| UNAILAZHIN AMNELSaYaNNsAa | BasasiadIunin YBINISNINIHNAN
wwaldaduau | viemafuwualdn | s1eewmdusind | duwwaldsnduuan wwrlisduuanmsag wualdauduuinmsag
\uau uwalifanduuan L ULIAIUIY WWuaIUIU
Taigisnaenu Taigisnaenu wana lwL#ud seAuNaaLiiung waldauaz/wianants | dudinluamainnssa
A1saunAds | d1saund aglurwsuduly [Tudegduunesada | Andumsdiusnnidudin | uasiluszauiisuiaes
c wWSautneu wadSauiey | aswasdaund | iesunusaidSeuliiau u,adzﬁmdmﬁm;ﬁﬂu@ﬁ’a Tunanzisas
#Wsads199 UleY | 1 BaUSauLiiau ®395TAULNYULAYS isguneu wIassau
inauLAgg
Taiaﬁ'iwmul | #ismeu q318974 Hs1891UNAaNSHA Hs1891UnaaNS Hs1891UNAaNS
|| waawsluiSasii | nasansnarAusa| naawsnanAm ANHUNT Auanal HARTHUNTAIUANAT HaRILHUNIAUANAT
sAmFanisia | AlNanSaas siamwé'n%qzlaa AATA WASZATIUIUNTS | AATA NTTUIUMST AATA NTSUIUNTST HUAS
A1snavag MsnananeLsas | NEALNaUNIRHA wazgnuulfuanisnang | weudficnnen
WBUNIHNA ANAYNINNA
67

Systems gfocus




SEPA AWARENESS
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SEPA AWARENESS
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SEPA AWARENESS
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