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SpeakerSpeaker

n Lynn C. Wright Methodology / System

F Architecture For Excellence, Inc. - President

• 20 years of proven application of the AFE methodology and 

system for sustainable higher levels of excellence driven by 

customer satisfaction.

F What We Do

• Identify Problem Areas

• Analyze Approach for Improvement

• Provide Tailored Seminars to Enable Effective Implementation of 

Organizational Excellence
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A G E N D AA G E N D A

n Intro

n Customer  Focused System

n Customer Dr iven Excel lence

n Leadership

n Organizat ional  Teamwork

n Outcome

n Quest ions
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RESULTS

Business Business 
PerformancePerformance

Customer Customer 

SatisfactionSatisfaction

Quality Quality 
ImprovementImprovement

Special Special 
Project Project 
TeamsTeams

Business Business 
AreaArea

TeamsTeams

I M P L E M E N T A T I O N

StrategicStrategic
AllianceAlliance
TeamsTeams

LeadershipLeadership
TeamsTeams

Architecture For Excellence™
S T R A T E G Y

CustomerCustomer
FocusedFocused
SystemSystem

StrategyStrategy

Team BasedTeam Based
ManagementManagement

SystemSystem ™

BusinessBusiness
MeasuresMeasures

StrategyStrategy
DeploymentDeployment

BUSINESS
P H I L O S O P H Y

VISIONVISION

MISSIONMISSION

CORECORE
VALUESVALUES

ExecutiveExecutive
LeadershipLeadership

TeamTeam

R e g .  N o .   V A   7 4 4 -7 4 8 7   

The leading edge methodology that The leading edge methodology that 
enables business to achieve the best enables business to achieve the best 

possible results.possible results.
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When The Architecture Was BornWhen The Architecture Was Born
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II WW
INDUSTRY  WEEK

THE MANAGEMENT RESOURCE

Finalist in the 
search for

America’s Best 
PlantsCLEMSONCLEMSON

U N I V E R S I T YU N I V E R S I T Y
21st Century Organizational Excellence21st Century Organizational Excellence

N A T I O N A LN A T I O N A L

Association  For  Quality 
and  P a r t i c i p a t i o n

Organizational Excellence

Architecture For Excellence™ Enabled Client Awards 
and Recognition

TEXAS
BUSINESS

YEARO F

T H E  

STATESTATE

Customer Satisfaction                 Stakeholder Customer Satisfaction                 Stakeholder 
Total Quality                              New ProductsTotal Quality                              New Products

T O P  C O R P O R A T ET O P  C O R P O R A T E

The AFE implementation has enabled clients to 
win many organizational excellence awards 

f o r  E X C E L L E N C E  i n  

M A N U F A C T U R I N G

NORTH AMERICANNORTH AMERICAN
HEMISPHEREHEMISPHERE
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ResearchResearch

UNOLS

Institutions

NSF

=  Mission



A r c h i t e c t u r e  F o r  E x c e l l e n c e, Inc.

B u i l d i n g  H i g h  P e r f o r m a n c e  

O r g a n i z a t i o n sCopyright © 1995
Partners In Excellence

UNOLS
RVTEC

Customer Focused Customer Focused 
SystemSystem
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SUPPLIER

Local Ownership

CUSTOMER
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World-Class ?
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Integrated Ownership

CUSTOMER
Your 
TeamSUPPLIER

Pro-active
CUSTOMER

FOCUS

Y O U  O W N
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THE ORGANIZATION

PRODUCTS & SERVICES  

Effects
ProcessesProcesses

Effects
Products or ServicesProducts or Services

Effects
MaterialsMaterials

Customer Focused System

Optimize the system throughout the company.Optimize the system throughout the company.Optimize the system throughout the company.

Redesign Redesign 

Products and ServicesProducts and Services

Customer ResearchCustomer Research
What will entice the customer?

CustomersCustomersSuppl iersSuppl iers
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Customer Driven Customer Driven 
ExcellenceExcellence

“Customers have all the knowledge and all the money”
Sam Walton
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Key Macro ElementsKey Macro Elements

Customers

Organizational
Teamwork

Leadership

= Excellence
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Customer Driven ImprovementCustomer Driven Improvement

n Survey Customers

F Collect Statistical Data Focused on Services

n Analyze Data

n Develop New Direct ion

n Customer Survey Result  Feedback and Plan

n Improvement

n Measurement
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Customer SurveyCustomer Survey

n Collect Two Kinds of Statist ical  Data

F Satisfaction

F Importance

n Focus on Products,  Services and People

n Survey Customers

> Measure the Gap

PRODUCTS & SERVICES
•Training
• Computer Services

Networking
Computers
Equipment
Applications

• Water Analysis
• Technical Services
• Data
• Presentations
• Proposals
• Science & Crew Liaison
• Instrumentation
• Calibration

Troubleshooting
Maintenance

• Safety Assurance
• Teamwork
• Cooperation

- Example -

Gap Analysis or Level of Service
Allows customers to set the baseline 
by which satisfaction is measured
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Analyze The DataAnalyze The Data

n Satisfact ion and Importance Data Col lected

n Define the Gap (between Sat isfact ion & Importance)

n Apply Algor i thm

n Measure Gap

n Chart  Outcome
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Service ImportanceService Importance

Importance of “Conducting city business 
over the internet” = 6.50

High Level of Importance

ServiceService

Expectation BaselineExpectation Baseline
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Service SatisfactionService Satisfaction

ServiceService

Customer Satisfaction Index (CSI)Customer Satisfaction Index (CSI)
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NOTE:NOTE:
>9.0 - 10.0 CSI = high level of satisfaction
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Level of Service (Gap)Level of Service (Gap)
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Greater Gap = Lower Level of Service
Smaller Gap = Higher Level of Service

Greater Gaps = greater sense of urgency for improvement

GapGap

ServiceService

Level of ServiceLevel of Service
Overall 1.13Overall 1.13
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Develop New Customer Focused DirectionDevelop New Customer Focused Direction

n Present  Customer Sat isfact ion Outcome

n Team Selects Top Sat isfact ion Issues (Gap)

n Develops Implementat ion Strategy /  Plan

n Provides Customer  Feedback

n Develop Teams /  Implementat ion Approach

n Measure  Outcome

n Communicate  Wi th  Customers
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LeadershipLeadership
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Commi tment

Satisfact ion Motivat ion

Business Performance

Qual i ty

People

Leadership - Ownership - CommitmentLeadership - Ownership - Commitment

Leadership

Responsibi l i ty

&

Accountabi l i ty

Authori ty Ownership  =+
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LeadershipLeadership

n Communicate  The Strategy

n Clear Lines of Reportabil i ty

F One supervisor

n Clear Responsibi l i ty & Accountabil i ty 

n Clear Direction

F Task / job clearly defined

• What?

• When?

• Why?

• NOT HOW!

n Monitor  Progress (Day to Day Operations)
F Be a resource when issues arise

F Provide direction only when needed

F Reward success
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Organizational Organizational 
TeamworkTeamwork
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Organizational TeamworkOrganizational Teamwork

n Understanding People

F Understand Self

F Understand Each Other

F Appreciate Diversity

n Support  Structure

F Team Based Management

n Teamwork  

F Teams
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Understand PeopleUnderstand People

Appreciate
Self

Understand
Others

Value
Differences
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Extraversion

Sensing

Thinking

Judging

Introversion

iNtuition

Feeling

Perceiving

(Exclusion, Private)

(Future, Big Picture)

(Humanistic Values)

(Discovering, Contemplating)

(Inclusion, Open)

(Present, Detailed)

(Logical Values)

(Deciding, Doing)

People & PersonalityPeople & Personality
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IT Business Area TeamIT Business Area Team

Decision Profile

17%
33%

18%
32% Sensing

Thinking
iNtuition
Feeling

The 

C o n s e q u e n c e s

The 

C o n s e q u e n c e s

T h e

Possibil i t ies

T h e

Possibil i t ies
T h e

People

T h e

People

T h e

Prob lem

T h e

Prob lem

n THE PROBLEM

F They were intel l igent  

F They were  technica l ly  competent  

F They were  f rustra ted because they had no 

abi l i ty  to del iver services on t ime

n THE DISCOVERY

F No one had an appreciat ion for  p lanning or  

tact ical  patters

F They  needed the  focus  and  process  o f  an  ISTJ

NAME TYPE Communication Preference Profile

THINKING FIntuit ionS E N S I N GE S T JTeam Member 

I N T P Sens ing INTUIT ION THINKING FTeam Member 

S INTUIT IONE N F P Think ing FEELINGTeam Member 
Sens ing INTUIT IONE N F J T FEELINGTeam Member 

I N T P Sens ing INTUIT ION THINKING FTeam Leader 

Copyright © 1995  Lynn C. Wright
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PURSHASING Leadership TeamPURSHASING Leadership Team

Decision Profile

29%
25%

25%21% Sensing
Thinking
iNtuition
Feeling

The 

C o n s e q u e n c e s

The 

C o n s e q u e n c e s

T h e

Possibil i t ies

T h e

Possibil i t ies
T h e

People

T h e

People

T h e

Prob lem

T h e

Prob lem

n THE PROBLEM

F They had di f f icul ty  reaching agreement       

and agree on direct ion & focus

n THE DISCOVERY

F The cost  and del ight  of  d iversi ty

F Once synergy  was  reached,  h igh  per formance  

was achieved.

NAME TYPE Communication Preference Profile

Team Member ISTJ S E N S I N G N THINKING Feel ing

THINKING FIntuit ionS E N S I N GE S T JTeam Member 

E N T P S INTUIT ION THINKING Feel ingMarketing  

FEELINGS E N S I N G N Think ingE S F P

Copyright © 1995  Lynn C. Wright

THINKING FIntuit ionS E N S I N G

E S T P S E N S I N G N THINKING Feel ing

I S T P

Team Member 
Team Member 

Team Member 
S E N S I N G T FEELINGI S F P Intuit ion

E S F J S E N S I N G T FEELINGIntuit ion

Team Member 
Team Member 

E S F J S E N S I N G T FEELINGIntuit ionTeam Member 
Sens ing INTUIT IONE N F J T FEELINGTeam Leader 

E N T J Sens ing INTUIT ION THINKING FTeam Member 
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ASSEMBLY Leadership Team in Group ThinkASSEMBLY Leadership Team in Group Think

Decision Profile

34%

39% 12%
15% Sensing

Thinking
iNtuition
Feeling

The 

C o n s e q u e n c e s

The 

C o n s e q u e n c e s

T h e

Possibil i t ies

T h e

Possibil i t ies
T h e

People

T h e

People

T h e

Prob lem

T h e

Prob lem

n THE PROBLEM

F Group Think

F They were cr i t ic ized for  being too control l ing

F After  three long meet ings they decided the 

feedback  was  wrong

n THE DISCOVERY

F NONE.

NAME TYPE Communication Preference Profile

Team Member ISTJ S E N S I N G N THINKING Feel ing

THINKING FIntuit ionS E N S I N GE S T J

Copyright © 1995  Lynn C. Wright

Team Leader 

E N T J Sens ing INTUIT ION THINKING FTeam Member 

Team Member ISTJ S E N S I N G N THINKING Feel ing

THINKING FIntuit ionS E N S I N GE S T JTeam Member 
THINKING FIntuit ionS E N S I N GE S T JTeam Member 
THINKING FIntuit ionS E N S I N GE S T JTeam Member 
THINKING FIntuit ionS E N S I N GE S T JTeam Member 
THINKING FIntuit ionS E N S I N GE S T JTeam Member 
THINKING FIntuit ionS E N S I N GE S T JTeam Member 

S E N S I N G T FEELINGI S F P Intuit ionTeam Member 
FEELINGS E N S I N G N Think ingISFJTeam Member 
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Team Based Team Based 
ManagementManagement



A r c h i t e c t u r e  F o r  E x c e l l e n c e, Inc.

B u i l d i n g  H i g h  P e r f o r m a n c e  

O r g a n i z a t i o n sCopyright © 1995
Partners In Excellence

UNOLS
RVTEC

Team Based Management System™

Project 
Teams

Business 
Area Teams

Leadership Teams

Products & Services

Suppliers Customers

R e g .  N o .   V A  7 8 3 -4 9 5  
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I M P L E M E N T A T I O NI M P L E M E N T A T I O N

F O U N D A T I O NF O U N D A T I O N

L E A D E R S H I P  &  S U P P O R T  S T R U C T U R EL E A D E R S H I P  &  S U P P O R T  S T R U C T U R E

Team Based Management System™

Leadership  Teams
Mission - Objectives

Execut ive  Leadership Team
Vision - Mission - Core Values - Strategy

Business Area Teams
(Functional Areas)

Mission - Objectives - Execution

Manage The Business

Provide  The
Leadership

R e g .  N o .   V A  7 8 3 -4 9 5  

Project Teams
Mission - Objectives

Meet The Objectives

Roles & Responsibil ity
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OutcomeOutcome
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Organizational ExcellenceOrganizational Excellence

n Better  Organizat ional  Performance As Measured by 

Your  Customers

F Quality

F Safety

F Operat ions

F On Time Delivery

n Higher Levels of  Employee Sat isfact ion

n Cooperat ion and Teamwork Across Boundar ies

n Lower Stress

n WORK SMARTER not  Harder


