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Introduction

\— .

This manual

Performance management is a powerful, flexible, and systematic
approach to managing your organization. Combining ideas from
sources such as the Balanced Scorecard, the EFQM Excellence
Model, and Business Process Management, it’s a blueprint for
translating your organization’s goals into the objectives and
initiatives that will drive your performance forward.

Ten Performance Manager provides the tools you need to collect
performance information on your organization, to structure and
analyze the data, and to communicate the results.

This manual provides everything you need to get started with Ten
Performance Manager. It gives an introduction to the software,
and a tutorial taking you through its major features. Finally, it
gives some details on where you can find further information on
performance management.

This manual is designed to get you started with Ten Performance
Manager, and as such doesn’t contain a comprehensive
reference; refer to the online help for instructions on using each
feature of the software.
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What is Ten Performance Manager?

Ten Performance Manager is an application specifically designed
to help you build a systematic and practical performance
management system. It includes integrated functions that enable
you to define and focus the strategies, objectives and initiatives
that drive organizational improvements, and combines them with
the tools you need to gather, monitor and communicate the
information that measures your progress.

Why use Ten Performance Manager?

Ten Performance Manager is friendly enough to be used at all
levels within the organization, yet flexible enough to support
existing performance management systems, such as the Balanced

Scorecard, the EFQM Excellence Model and the Baldrige Award.

Ten Performance Manager brings all of your performance
management data under one roof, allowing you to use its
integrated features to gather, analyze, and communicate the
information.

By studying your performance data, you have the information at
your fingertips to decide the best course of action for your
organization, and to make sure that your current objectives are on
track.



Getting help

You can also press SHIFT+F1
then click an area of the
screen, or use the ? button on
dialogs.
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Ten Performance Manager provides information to help you use
the software in the form of context-sensitive help, “how-to” help,
and this manual. All of these are available while you’re working
with the software.

To get help on a screen or part of a dialog
1  Click the area you want to find out about.

For example, click the Name box in the Strategy Editor.
2 Press the F1 key.

A short description of the field appears.

To get information on tasks
e Inthe Help menu, click ten Help.

The Help file appears. This contains information on the
common tasks you may need to carry out with Ten
Performance Manager.

To view this manual
e In the Help menu, click Online Manuals.

The manual appears in Acrobat format.
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Document conventions

Menus

Dialogs

Keyboard commands

The Getting Started with Ten manual assumes you understand
how to use the Windows operating system. If you are new to
Windows, you can use the Windows Help files to become
familiar with the operating system. Click the Start button, then
click Help for an overview of using Windows features.

This manual uses the following conventions:

Menu names are displayed in bold. Cascaded menus are
displayed using the > character. For example:

Diagiam [
Zoom r
v EdittMode  Chl+E

Bring Towards Front  Ctr+PaUp

Send Towards Back  Cti+PgDin
Master.

Bring To Front  Shift+Ct+Pallp
Send ToBack  Shift+Ct+PgDn

In the Diagram menu, click Order>Bring To Front.

Names of buttons and other controls on dialogs are displayed in
bold. For example:

Lookin: [ 3 Ten =l =

2001 - 2002 data
Tutarial data
market share.csv
sales leads cov

Fils name: [sales leads.csv

| s

Files of type:  [CSY Files
A

In the Files of type list, select CSV Files.
Click Open.

Text that you should type is displayed in the Courier font. Keys
that you should press are displayed in SMALL CAPITALS. Keys you
should press at the same time are joined by the + symbol. For
example:

Type Value Statement inthe Name box.

Select the process box, then press CTRL+C.
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Mouse commands This manual assumes that you have a standard mouse. If you have
remapped your mouse buttons for left-handed use, adjust your
actions accordingly.

this instruction means

Click Click the primary mouse button. For
most, this is the left mouse button.

Right-click Click the secondary mouse button. For
most, this is the right mouse button.

Double-click Click the primary mouse button twice
quickly.

Drag Move the mouse pointer while you

hold down the primary mouse button.

SHIFT+click Hold down the sHIFT key and click the
primary mouse button.




10 | Chapter 1
Introduction

Installation

Before you install Ten Performance Manager, check that your PC

meets the system requirements.

System requirements

Ten Performance Manager has the following system

requirements:

minimum

Pentium-compatible 400MHz
processor

Microsoft Windows 98 or later
64MB of RAM

10MB of hard disk space
SVGA color monitor

Video card capable of
displaying 256 colors in
800x600 resolution
CD-ROM drive

Microsoft Mouse or
compatible pointing device

recommended

750MHz processor

Windows 2000 or XP
128MB of RAM

High color in 1024x768

-



//
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Installing Ten Performance Manager

These instructions assume that D: is your CD-ROM drive;
substitute the correct letter for your computer if necessary.

To install Ten Performance Manager

1

Insert the Ten Performance Manager CD in drive D:.

The setup program should start automatically. If it doesn’t,
click the Windows Start button, then Run. Type:

d:\setup.exe
in the box then click OK.
Follow the onscreen instructions.

Once the installation has completed, you can run Ten
Performance Manager.
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The Ten Performance Manager interface

The main window has the following components:

% Ten Performance Manager Enterprise Edition - TSCC [TSCC demo model ten]

Toolbar —p DR G o | & Bl

Shortcut bar —

Tree

fle Edt Wew Diagram Tools

wiindow  Help

4 &[0

odel ies

Dimensions

Model Navigator - User Scies

B[ L% =

IE Market Share UK Graph

T | o 1

Presentation Tools

Ly ] =

-] Main Screen

=[] Business Areas
-] Customer
[ Cers Sold

[ Sales Growth
B+ Financial

[ Financial Disshboard
[ Profit- 75100

[ Profit - T5200

[ Profit Margin

[ Tumaver

-] Marketing

[ Customer Satistaction

UK Graph
[] Market Share UK. Table

[7] Press Coverage UK - Histe

----- [ Production

-] Sales

B Manufactuing

R

=] E3

]

WEIERE] T

£ 42

This user screen shows hows ten can combine a chart
with 3 target surmmary which is i a familiar traffic ight!

farm,

Data Tools

File: T ool

Time Dimensions

[o

=

v

w/td

w0/Ed

Main Screen

) suirem e

Processer

Below Target On Target Above Targe!

1] |

B

ol

Toolbar

Shortcut bar

VA

The toolbar contains icons for the most commonly used tasks. For

example, click Open = to open an existing file.

The shortcut bar contains groups of icons for the essential features
of Ten Performance Manager.

Click the gray divider bar to open the appropriate group, then

click the icon to view all the available items in the tree.

e  Model Views

The various parts of your performance management system,

such as Strategy, Objectives and Indicators.

\



Tree

Main screen
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° Dimensions

The dimensions that identify the locations and sources of
services and goods within your organization. Dimensions
are used to organize your performance data.

e  Presentation Tools

The tools that enable you to communicate and display
performance management data.
e Data Tools
The tools that identify the imports, exports and filters for the
data you want to use in your performance management
model.
e File Tools
The tools that identify the links to external files and models.
e Time Dimensions (Enterprise Edition only)
The dimensions that identify the time periods used in your
organization.

Contains a hierarchical list for the feature currently selected in the
shortcut bar. You can create, edit, copy and delete items from the
tree using its toolbar or the right-click menu. You can also click
and drag to re-order items in the tree.

The main screen contains whatever you’re working on. It can
contain user screens, process maps, object forms, or diagrams,
and displays the appropriate toolbars for each.

If you need more space to work in, you can expand the main
screen to cover the shortcut bar and tree. Click the maximize
button B on the window’s title bar. To return to the normal

layout, click Arrange O on the toolbar.
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Building your first Ten model

This chapter contains a tutorial that guides you through using the
basic features of the software to build your first Ten performance
management model.

Before you start

Before you start the tutorial, make sure that you have the
following files. You can find them all in the Tutorial\ subfolder of
the Ten Performance Manager program folder; this is usually the
C:\Program Files\Ten\Tutorial\ folder.

e tscc_logo.bmp
e arrow.bmp

*  PressCoverage.csv

Market Share collection history.txt

Make sure you read the manual Introduction before continuing,
particularly the section on Document conventions on page 8.
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How the tutorial works

»

»

Taking a break

You'll start by creating a Ten model as a new file. Follow the
instructions in the tutorial, and you'll build up a working
performance management model.

All of the instructions you have to carry out are laid out in lists,
and are clearly marked with a pointer, as follows:

To edit the description of the Grow and be Profitable objective
1  Click Objectives in the shortcut bar.

2 Double-click the Grow and be Profitable objective.

3 In the Objective Properties dialog...

Procedures with a single step don’t have numbers, but have a
single bullet point instead:

Save your work
e  From the File menu, click Save.
Make sure you follow the instructions carefully.

This tutorial is broken into sections. It’s designed so you can work
at your own pace; you can save your work at the end of each
section, and carry on when you want to.
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The Ten Sports Car Company

e

TS100s sports car,
manufactured by the Ten
Sports Car Company.

TSCC is committed to
achieving its objectives.

The tutorial model is based around the fictitious Ten Sports Car
Company (TSCC), a small British specialist car manufacturer.

The company sells its sports cars in the UK, the US, Australia and
Japan, and has ambitions to be the leading manufacturer of sports
cars in the UK, producing high performance, high quality,
affordable machines that delight its customers and excite the
general public.

As a small company with a limited number of products — the
TS100, the TS100s, the TS200, and the forthcoming TS300 — the
company gives a gentle introduction to using Ten Performance
Manager. Bear in mind as you work through the tutorial that the
same principles can be applied to any company on a much larger
scale.

What does the company hope to get out of Ten Performance
Manager?

The Managing Director of TSCC wants to use the Ten model to
guide the company in achieving its objectives. If the company is
to become the number one manufacturer of sports cars in the UK,
it needs to set tough targets, and then make sure it meets them.
What’s more, it needs to identify all the people and processes
needed to reach these targets, and to reorganize and reengineer
where necessary.

As well as using Ten Performance Manager for strategic planning,
the Managing Director wants to be able to use the model for
board meetings, general company meetings, and shareholder
meetings, so that he can communicate exactly what's happening
in the company to the directors, the employees, and the
shareholders.

As the MD says, “We need to know we're all singing from the
same sheet — and Ten makes sure of that.”
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Section 1: Getting started

The first thing to do is to create a new model — Ten Performance
Manager files are known as models.

You are given the opportunity to create a new model every time
you start the software.

To create a new model

1  Click the Windows Start button, then Programs>Ten>Ten
Performance Manager.

ﬁ Ten Performance Manager |

The application starts, and the Welcome dialog appears.

Welcome to ten performance manager HE

D " Create a new model
Bv {+ Open an existing model

More Files... -
rog '\ C Demo.ten

C:\Program FileshTenhExampleshSolar Panels 2001 - 2002 ten

C:\Program Files\Ten Enterprizeh\Enterprise Tutorial ken

C:\Program FileshTen EnterprizehMIE Demo model W7 ten

Coiwiork A\ TENWOR ™14 TENTRA™T\Files'M aster extended model.ten LI

2  Click Create a new model, then click OK.

3 Inthe Create New Model dialog, type a name for your file,
then click Create.

For example, type the name Ten Sports Car Company.

You can be as descriptive as you like with the names — you
can use any name that Windows allows as a filename, so
you can have a long name including spaces.

Thefile is created, and its name appears in the title bar of the
software. You can see that Ten model files have .ten as an
extension.
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What do we do? Where are we going?

So, you've started the application and created the Ten model file.
You're now faced with the following screen:

& Ten Performance Manager Enterprise Edition - Untitled (Ten Sports Car Company.ten)
File Edt bYew Diagram Tooks Window Help

EEE o o & B2l G«
[Fevision Stratey @]

E— |

= ‘ Isert Pioperty W ‘

A

=
Vision

Mo Vision Statement has been entered

Dimensions

Presertation Todks
Data Took |—
File Took = -

Time Dimensions H g _>|_I

[ [ 4

What should you do first? In a performance management model,
everything is derived from the organization’s core values and
direction — these determine the objectives, which in turn point
you towards the information you need to track, which processes
to analyze, which initiatives to implement, which people need to
be involved, and so on.

This means it’s important to get these strategic values right.
Fortunately, the Managing Director of TSCC has worked with the
board to formulate the company’s mission and vision statements;
they’re simple, but they encapsulate what the company stands
for, and everyone in the company has bought into the company’s
direction and future.
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TSCC mission
statement

TSCC vision statement

»

To provide the highest level of excitement and satisfaction from
owning a sports car.

To be the UK’s number one sports car manufacturer.

Together, these two statements tell employees, shareholders and
customers alike what TSCC stands for, and what it hopes to
achieve. As Ten Performance Manager will be used for
presentations, it's a good idea to put these strategy statements into
your model.

Each new model comes with blank mission and vision statements,
so all you have to do is fill in the details.

To add the mission statement
1  Click Strategies in the shortcut bar.
2  Inthe tree, double-click Mission.

3 Inthe Strategy Properties dialog, type the mission statement
in the Description field:

To provide the highest level of excitement and
satisfaction from owning a sports car.

You’'ll have to delete the “No Mission Statement has been
entered” text.

I

4  Click the Check Spelling button ¥ in the bottom left of the
dialog to make sure you’ve typed everything correctly.

5 Click OK.

The mission statement appears in the form:

|k Mission: Strateqy [_[O[x]
Al | - | T 1= 2 S P T A T

| =l ‘ Insert Property w ‘

I 2
@ Mission

C:l To provide the highest level of excitement and satisfaction fram owning a sports car,

=

The form displays information about the selected item in the
tree.
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To add the vision statement
1 In the tree, double-click Vision.

2 Inthe Strategy Properties dialog, type the vision statement in
the Description field:
To be the UK's number one sports car
manufacturer.

You’'ll have to delete the “No Vision Statement has been
entered” text.

3 Again, you can click the Check Spelling button ¥ to make
sure you've typed everything correctly.

4 Click OK.

Now you’ve added the mission and vision statements, you can
see that they’re displayed in the form whenever you click the
names in the strategy tree.
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Building your first Ten model

Making things look more attractive

TSCC’s company colors are dark blue and white, so it would be a
good idea if the mission and vision statements matched this
scheme. Also, the Managing Director has a bitmap of the
company logo which he wants to see on all official reports,
presentations and documents, and the company standard font is
Verdana.

»

You can implement all of these design issues using customizable
forms.

To change the font and color of the strategy statements

1

In the tree, click Mission.

The mission statement appears in the form.

In the form toolbar, click Edit Mode ¢ .

Forms, user screens, and process maps all have this Edit
Mode button; it allows you to switch between using the
screen (navigate mode) and designing the screen (edit
mode).

When the form is in edit mode, all of the editable elements
on screen are displayed with dotted borders, and can be
moved, resized, and have their format and content changed.
Some text boxes display codes instead of text; these are
replaced with information from the Ten database when the
form is displayed in navigate mode.

Click the title text box; it currently displays &(Object: Name)
as its content.

From the Font Name @ =] list, select Verdana.

From the Font Size [ list, select 12.

Click the arrow next to the Font Fil| " button, then click
the dark blue square.

Now, click the description box, which currently displays
&(Object: Description), and change the font to Verdana and
the color to dark blue in the same way.



You may have to resize the
graphic so it doesn’t overlap
the description; to do so, click

ahandle B anddragitinthe
appropriate direction.

Getting Started with Ten | 23

To add a logo to the strategy statement

1
2

Make sure you are still in edit mode, and click Picture .
In the Picture Properties dialog, click the Library button.

The Picture Library appears. This contains all of the bitmaps,
metafiles, JPEGs and GIFs available in the model; for now,
it's empty, as you haven’t imported any graphics yet.

Click Import, then find the file tscc_logo.bmp in the Tutorial
subfolder; this depends on where you installed Ten
Performance Manager, but is usually C:\Program
Files\Ten\Tutorial.

Click Open, and the graphic file is imported into your
Picture Library.

Click the logo to highlight it, then click Select.
Check Stretch Image.

When you add a picture to a diagram, you have two options
—display some or all of the picture at its original size, or
stretch the image to fit. In this case, the logo bitmap is too
big, so it’s better to stretch the image so that it fits in a smaller
area.

Click OK. An outline is displayed on the diagram.

Position the outline in the top right of the form using the
mouse, then click to display the graphic on the diagram.

Click Edit Mode again to display the form in navigate mode.

The form should now look like this:

Jb¢ Mission: Stiategy [_ O] <]
2AM-rme F[ EIB r UA sl T

= | [risert Froperty w. |

=
Mission %

To provide the highest level of excitement and satisfaction from owning a sports car.

Fop-iler

=)
S

=X ye
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What’s next?

OK, the mission statement has been adjusted; what about the
vision statement? If you click Vision in the tree, you see the
following:

Peviiom Statesr—————eIm|
A e— e -
= ‘ Isert Pioperty W ‘
=
Vision %

To be the UK's number one sports car manufacturer,

The vision statement has the same fonts, colors and logo as the
mission statement. How did this happen? Well, when you edit the
form for an item in the tree, you’re actually editing a template that
will be used for all items of the same type. So when you create a
design for the mission statement, it's automatically applied to the
vision statement.

This works for all areas of the software. When you customize a
form for one objective, the design is used for all objectives.

You've learned how to create a new Ten performance
management model, and how to enter your mission and vision
statements. You've also learned how to customize the
appearance of these statements, so that the forms have the correct
colors and fonts, and the logo is in the right place.

The mission and vision statements can now be presented at
company, board, and shareholder meetings, and don’t look out of
place next to the Managing Director’s presentation.

What you need to do now is add some more content to the model.
Once the strategy statements — the mission and vision — have been
identified, written, and approved, it’s time to start thinking about
the company’s objectives.

Save your work

e  From the File menu, click Save.

//
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Section 2: Objectives and their owners

A company defines its objectives by making its strategy concrete;
your objectives should consolidate your mission and take you
closer to your vision.

Together, the directors of TSCC have come up with a specific list
of objectives they want to achieve. The Managing Director, along
with the Finance Director, Marketing and Sales Director, and
Product Director, have categorized their objectives into four
areas:

e financial
° customer
*  process
and
*  organization.

Who is responsible? Each area has two or three specific objectives; this is enough to
give the directors concrete areas to work on, without getting
bogged down in the detail. Each of the directors has ownership of
specific objectives; a director can have more than one objective,
but an objective would normally have only a single director as an
owner.

More importantly, each objective musthave an owner — someone
who takes responsibility for making sure that the objective is met.
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Adding people to the model

»

Because the Managing Director wants to keep track of who owns
each objective, the first thing to do is add a list of people to the
model.

To add the Managing Director to the model

1 Inthe shortcut bar, click People.

The People tree appears; of course, it's empty to begin with.

2  Click New Item in the tree toolbar.

3 Inthe Person Properties dialog, type a Name and
Description for the person you want to create. While you
can use either actual names or job roles, in this case you’ll
use roles:

e Name: Managing Director

e Description: The managing director of the Ten Sports
Car Company.

Don’t worry about the other tabs at the moment; you'll cover
those later.

4 Click OK.

The Managing Director is now in the model. What you need to
do now is add the rest of the directors. You could simply add them
in a list, but Ten Performance Manager gives you the ability to
structure the people in the company according to the org chart:

You’re now going to add the three directors to the list, placing
them under the Managing Director in the tree structure.



If you made any mistakes, you
can click and drag to reorder
the items in the tree.
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To add the directors to the tree

1 Make sure you're still looking at the People tree, and click
Managing Director.

2 Click New Item in the tree toolbar.

3 Type the Name of the position:
Finance Director

4  Check Repeat create.

Repeat create makes it easy to create more than one item; as
you're adding three directors at once, it's quicker to do it this
way.

5 Click OK.

The Finance Director is added to the tree under the
Managing Director, and a new Person Properties dialog
appears (because you checked Repeat create), ready to add
the next person.

6  Type the Name of the next director:
Marketing and Sales Director
7  Click OK.
Type the Name of the last director:
Product Director

9  Uncheck Repeat create (as you don’t want to add any more
directors) then click OK.

Because you selected the Managing Director first, all the new
roles you added appear underneath. If you’d selected nothing in
the tree, the new items would have appeared at the top level.

Your tree should now look like this:

2R = [ [F] -

M anaging Director

; Finance Director
; Marketing and Sales Director

Product Director
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Now to add the objectives

Organizing the
objectives

OK, you've added the list of directors to the model — now you can
add the objectives, and keep track of which director is
responsible for each one.

The first thing the directors did in their meeting was define four
areas they wanted to think about:

e financial
e customer
*  process
and
e  organization.

So that you can keep the objectives organized in the same way,
you're going to create folders for your objectives. Folders appear
as entries in the tree, but serve only to organize the entries that do
the real work.

To create the objective folders
1 Inthe shortcut bar, click Objectives.

The empty Objectives tree appears.

2 Click New Folder ' in the tree toolbar.

3 Inthe Objective Folder Properties dialog, type the Name for
the folder:

Financial Objectives
Check Repeat create, then click OK.
Type the Name Customer Objectives then click OK

Type the next Name Process Objectives then click OK.

N & s

Finally, type the Name Organization Objectives,
uncheck Repeat create, then click OK.

You have now added the folders that the directors want to use to
categorize their objectives.



Adding the objectives
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The objective list should now look like this:

2R = [ [F] -

27 Customer Objectives
7 Financial Objectives
--[Zr Organization Objectives
.7 Process Objectives

Now you can add some objectives. The Managing Director has
decided to take personal responsibility for the objective covering
growth and profit; while the Finance Director will certainly have
some input into this objective, and will work with the Managing
Director in achieving it, the TSCC company philosophy requires
those at the very top to take a hands-on approach to the most
important issues.

Adding the first objective
1 Inthe Objectives tree, click Financial Objectives.

You want this objective to be part of the Financial Objectives
folder.

2 Click New Item in the tree toolbar.

3 Inthe Objective Properties dialog, type the Name:
Grow and be profitable

4  Click the Links tab.

The Links tab displays how the objective is linked to the
various parts of the model. Objectives can be linked to
indicators, initiatives, an owner, processes, reference criteria
and strategies. Currently, you’re interested only in the
owner.

5  Click Owner in the list on the left.
6  From the People drop-down list, select Managing Director.
7  Click OK.

You've created the first objective; now it’s time to add some
more.
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»

To add more objectives

1 In the Objectives tree, click Financial Objectives.

2 Click New ltem in the tree toolbar.
3 Inthe Objective Properties dialog, type the Name The UK's

market leader for sports car manufacture.

4  Inthe Links tab, click Owner, then select Managing Director
from the list.

5 Click OK.

The new objective is added to the list, next to Grow and be
profitable.

6  Click Process Objectives, then click New Item in the tree
toolbar.

7  Inthe Objective Properties dialog, type the Name world

class marketing process.

8 Inthe Links tab, click Owner, then select Marketing and
Sales Director from the list.

9 Click OK.

You now have three objectives in the model, each linked to one
of the directors. The objective list should now look like this:

2R = [ [F] -

2 Customer Objectives

= Financial Objectives

{8) Grow and be profitable.

(8) The UK's market leader for sports «
[ Organization Objectives

B Process Objectives

------ @ Wworld clazz marketing process
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Looking at things from another angle

You can see how you can find out which owner is linked to a
particular objective; simply double-click the objective in the tree,
and look in the Links tab to find out who the owner is.

But because Ten Performance Manager is an integrated model,
when you assign an owner to an objective, you also assign the
objective to the owner. This means you can find out, for example,
which objectives the Managing Director is responsible for.

To see the Managing Director’s objectives
D 1 Inthe shortcut bar, click People.
The list of directors appears.
2 Double-click Managing Director
In the Person Properties dialog, click the Links tab.

Click Owned Obijective in the list.

The list of objectives the Managing Director is responsible
for appears:
You may have to resize the

Objective heading to be able
to read the long names.

¥ Person Properties

¥ Managing Director

General Links | Documents | Auditing |

o o
G

row and be profitable]

The UK's market leader for sports car manufacture

va Cancel

5  Click Cancel when you have finished.
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An easier wa

What’s next?

Y

»

»

If there is some information you often need to know from the
model, such as which objectives each director is responsible for,
there is an easy way to display this in the customizable form. This
means you don’t have to open the Person Properties dialog and
find the information for yourself every time.

To add a list of objectives to the Managing Director’s form
1 Inthe shortcut bar, click People.

2 Inthe tree, click Managing Director.

In the form toolbar, click Edit Mode A}

4  From the Insert Property list on the toolbar, click Owned
Objective>Object Table.

5  The object table appears as an outline. Click the mouse to
place it below the Description box, then resize it so it takes
up the full width of the form.

6  Click Edit Mode again, and the list of objectives the
Managing Director is responsible for appears on the form.

Owned Objectives |4
Grow and be profitable
The UK's market leader for sports car manufacture.

7]

You've learned how to add items to the model, and how to link

them together. You’ve learned that links work both ways; when

you assign an owner to an objective, you also assign the objective
to the owner.

What you need to do now is get to the core of a performance
management model — the performance data. You're going to learn
how to work with indicators.

Save your work

e  From the File menu, click Save.
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Section 3: Indicators

How well are we doing
compared to our
competitors?

How well do we plan
to do?

You wouldn’t drive a car without a speedometer, and you
wouldn’t fly a plane without an altimeter. Why steer your
company without the measurements that tell you when you’re
heading in the right direction?

Indicators are the cornerstone of a performance management
model. They contain the actual data that you use to determine
whether your performance is on target, and are integrated with
the rest of the model so you always know what a good or bad
result actually means for your organization.

Choosing the right indicators is crucial, but beyond the scope of
this tutorial. Chapter 3, Further information, has ideas on websites
and publications that can help.

The directors of TSCC have chosen a wide range of indicators to
provide a good overall picture of the company, and, more
importantly, provide the information they need to monitor
progress towards their objectives.

One indicator the Managing Director is keen on tracking is
TSCC’s market share. No matter how quickly sales are growing, if
market share is falling because all of your competitors are
outperforming you, you need to do something to catch up.

The market share is tracked quarterly on a country by country
basis — TSCC tracks its market share in the UK, Australia, Japan
and the USA, all the countries where it sells its cars. They have
data going back to the beginning of 2000 through to the end of
Q2 2001.

The data is expressed as a percentage of the total market. A lot of
research and analysis has gone into producing this simple set of
figures, including analyzing the market and the financial reports
of TSCC’s competitors in the sports car market.

Let’s consider the market share TSCC wants to have in the UK. In
2000, the plan was to achieve a market share between 5% and
7%, rising to a share of between 7% and 9% in 2001.
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Turning the information into an indicator

The first thing to do when presented with the raw information for
an indicator is to consider its dimensions.

The dimensions of an indicator describe how the information is
broken down. In this case, the information is broken down by the
country the information comes from. Also, the market share is
tracked quarterly.

Together, these two facts define the dimensions of the indicator —
the country, and the quarter.

You now need to look at whether the model supports these
dimensions. Quarter is easy — Ten Performance Manager supports
a Time dimension of days, weeks, months, quarters, half-years or
years automatically, so you don’t have to do anything special.

What about the country? There is a standard dimension called
Region which is close enough. Unfortunately, there are no
members for this dimension — as you want to break down the
market share information into values for the UK, Australia, Japan,
and the USA, you need to create these members now.

To add countries to the Region dimension
D 1 In the shortcut bar, click the Dimensions divider.
The list of dimensions appears. Standard models always

have a Product dimension and a Region dimension.

2 Click Regions.

Click New Item in the tree toolbar.

In the Region Properties dialog, type the Name UK.
Check Repeat create and click OK.

Type the Name australia and click OK.

Type the Name Japan and click OK.

R N & B W

Type the Name usa, uncheck Repeat create, and click OK.

You have now entered all the countries you're going to need.
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Now to create the
indicator itself
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Now that you've added the countries to the model, you can start
creating the indicator.

To create the Market Share indicator

1 In the shortcut bar, click the Model Views divider, then click
Indicators.

2 Click New Item in the tree toolbar.
3 Inthe Indicator Definition dialog, type the Name Market
Share.

4  Type the Description Measures the market share of
our models as a proportion of the market for
sports cars in each of our sales regions.

5 Inthe Format list, select #.##%.

This format means the data will be a percentage with up to
two places after the decimal point.

% Indicator Definition

@ Market Share

General | Dimensions | Targets | Caleulation s | Documents | Audiing |

Marme:
[Market Share

Description
Measures the market share of out modsls &5 a proportion of the market for sports cars in each of our sales 1egions. _+ |

Fomat [CE KA -
Value Label [valus
% [ Repestcreats Cancel

In the Dimensions tab, check Region and Time.
In the Time Period list, select Quarter.

Click OK.

The indicator is added to the tree.
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Setting the targets

»

Now that the indicator has been created, you can start setting
targets.

You can set targets in advance using the indicator definition; as
data is added to the indicator, it automatically picks up these
targets. In this case, you're going to set a target for market share
in the UK for the whole of 2000, then another target for 2001.

To set the targets for market share in 2000

1

7

8

In the Indicators tree, click Market Share.

Click Configure % in the tree toolbar.

In the Indicator Definition dialog, click the Targets tab.

In the top left cell (the Region column) select UK.

Click in the cell to the right, then click the browse ! button
to open the time dialog.

In the Time Dimension Entry dialog, use the arrows << to
move to the year 2000, then click the first quarter and click
OK.

&4 Time Dimension Entry

4 2000 »
anua July
August
September
Dctober

Mowember

December

a1

] caneel

In the Below Target cell, type 5.00%, then type 7.00% in the

Above Target cell.

Press ENTER.

You’ve now entered an upper and lower target for the first quarter
2000 in the UK. The target remains the same throughout 2000,
and only changes in 2001; however, you don’t have to enter
targets for the next three quarters. Ten Performance Manager
automatically fills in targets from the set date until you enter more
figures.



Color highlights
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To set the targets for market share in 2001
1  Click in the Region cell in the second row, and select UK.
2 Select the first quarter in 2001 in the Quarter cell.

3 Inthe Below Target cell, type 7.00%, then type 9.00% in the
Above Target cell.

4 Press ENTER.

You’ve now set the targets that will be used for all eight quarters
in 2000 and 2001 using just two entries.

You want to highlight any occasions where the market share
drops below your target; red is a good color to use, as it often
means danger or warning. You can, of course, use any color you
want. In this case, you’ll use red for below target, dark green for
on target, and bright green for above target. The default colors are
red, yellow, and green, so you have to change the On Target
color.

You can also change the titles for the target bands, but in this case
the default is fine.

To set colors for the target bands
1  Click the button in the top right of the On Target header.

2 In the Target Properties Editor, select the Color dark green,
then click OK.

% Indicator Definition

@ Market Share

General | Dimensions  Targets | Caleulation s | Documents | Audiing |
Froah — Below | | On | [0S
Sy alley Target |Target [
UK 012000 500% <-- -> 7.00%
UK. 012001 7.00% < - 9.00%

[ |

=

3 Inthe Indicator Definition dialog, click OK.

You’ve now set the targets, and picked the colors you want to use
to highlight them. Now it’s time to enter some data.
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Show me the numbers

»

You may have to resize the
columns to see all the
information.

A marketing assistant at TSCC has been working to compile the

figures for the market share:

Region
UK
UK
UK
UK
UK
UK

These are the figures for the UK from the beginning of 2000

Quarter

Q12000
Q 22000
Q 32000
Q 4 2000
Q12001
Q 22001

4.80%
5.50%
4.50%
4.70%
6.50%
7.30%

Market Share

through to the end of June 2001.

To add the figures to the indicator

G & W N =

The values for the Below Target and Above Target are
automatically filled in from the indicator definition.

Press ENTER.

Type a Value of 4.80%.

In the Value tab, select a Region of UK.

In the Indicator tree, double-click Market Share.

Select the first quarter of 2000 in the Quarter cell.

6  Fill in the rest of the data from the table above.

&' Indicator Properties

@ Market Share

General | Links | Documents Walue |

a

Region

o T

o Below On Above
Taiget |[Taiget |EICd

You’ve now populated the indicator with the market share data

for the UK.

312000
322000
332000
(42000
312001
a22001

4.80%
5.50%
4.50%
4.70%
6.50%
7.30%

5.00%

<

5.00% <-- -
5.00% <-- -

5.00%

7.00% < -
7.00% < -

<
<
P
<
<

Vv v v v v

7.00%
7.00%
7.00%
7.00%
9.00%
9.00%




Overriding targets
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Sometimes it’s important to re-evaluate your targets in the light of
events. If you look at the figures for the end of 2000, you can see
that TSCC’s market share was falling below target. Does it then
make sense to increase the target at the beginning of 2001?

If the company is to achieve its goals, the long-term targets must
stand, but perhaps it would make sense to reduce the target at the
beginning of 2001 to make it more achievable, in light of the poor
performance at the end of 2000.

There’s no need to go into the indicator definition to set a target
for a single instance; you can simply override a target value by
typing in the Value table.

To override a target

1 Inthe Value tab of the Indicator Properties dialog, click in
the Below Target cell for the Region UK and Quarter Q 1
2001.

2 Type 6.00%.
3 Inthe Above Target cell, type 8.00%.
4 Press ENTER.

You can see the color of the figures changes to indicate that there
is an override for the values.
@) Market Share

General | Links | Documents Valve | Audiing |

o Region 31 Quarter % Value ?‘;',“g‘;‘l Tg;el

UK 312000 4.80% 500% <-- --> 7.00%
|| UK Q22000 580%  B.O0% < > 7.00%
il UK 332000 4 50% 500% <-- -> 7.00%
|| UK Q42000 A470%  B.O0% < > 7.00%
| UK Q1200 BEI%  B.ODE < > 8.00%
|7 UK Q22001 7.30% F00% < > 9.00%
*

If you wanted to revert to the targets set up in the indicator
definition, you could do so by selecting the entire row, then
clicking Refresh Targets. However, you can leave the overridden
targets as they are now.
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Adding a note

To read a note, double-click
the marker in the information
column.

Now you’ve made an override to the targets, it might help the
comprehension of other users (and act as a reminder for yourself)
if you could add a note to that row, explaining why you’ve done
what you’ve done.

To add a note to the indicator

1

5

In the Value tab of the Indicator Properties dialog, find the
row for Region UK and Quarter Q1 2001.

This is the row you've just edited.

Double-click the note cell in the row.

The note cells have an information icon & in the header.

In the Row Information Properties dialog, type the following
note:
The targets have been lowered for the first

quarter in 2001 due to poor performance at the
end of 2000.

Click OK.
The note is added to the table. Rows that have notes have a

marker in the information column.

% Indicator Propertis HE

@ Market Share

General | Links | Documents Walue | Audiing |

a Region % Quarter —1 Value ?2!‘;‘:, TE";Q,
UK 012000 480%  5.00% < > 7.00%
|| UK 022000 550%  G.00% < > 7.00%
|| UK 032000 4502 5.00% < > 7.00%
|| UK 0 42000 470%  B.00% < > 7.00%
|| UK 012001 6502 6.00%Z < -> 8.00%
UK 022001 730% 7.00% < > 9.00%

»

Click OK to close the Indicator Properties dialog.
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Linking the indicator
into the rest of the
model
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Just as you linked the objectives to their owners, now you can link
the market share indicator to the objectives it relates to, and to the
people who work with it.

In the case of the people, there are two to consider: the Managing
Director, who is the owner of the indicator, and the marketing
assistant (reporting to the Marketing and Sales Director) who
collects the information.

The marketing assistant isn’t in the model yet, so the first thing to
do is add the role. You can link the marketing assistant to the
indicator at the same time.

To add the marketing assistant
1 Inthe shortcut bar, click People.
2 Inthe tree, click Marketing and Sales Director.

The marketing assistant reports to the Marketing and Sales
Director.

Click New ltem in the tree toolbar.

4 In the Person Properties dialog, type the Name Marketing
Assistant.

5  In the Links tab, click Collection Responsibility and select
Market Share from the Indicator list.

6  Click OK.

You've added the Marketing Assistant and linked the role to
the indicator. Now you can link the indicator to the director
who has taken responsibility for it.

To link the indicator to the Managing Director
1  In the people tree, double-click Managing Director.

2 Inthe Person Properties dialog Links tab, click Owned
Indicators and select Market Share from the Indicator list.

3 Click OK.

You’ve now linked both the people related to the indicator. Now
it’s time to link the objectives.
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Linking and weighting
objectives

The links between indicators and objectives are slightly different.
Each indicator can be related to more than one objective, but the
Managing Director might place more importance on some
relationships than others.

The market share is used to track progress towards three
objectives. Obviously, there is a very close link between the
indicator and the “UK’s market leader” objective. There is also a
link between a company’s market share and its growth and profit,
although this link isn’t quite so direct. Improving the marketing
process will eventually lead to an increased market share, but this
link is even more indirect.

If you were to link each objective to the indicator, there would be
no indication of the importance of each link. Fortunately, Ten
Performance Manager allows you to set a weighting for links like
this. You can use whatever numbers you want for weightings;
TSCC uses a simple scale of 1-3, where 1 indicates a weak link,
and 3 indicates a strong link.

To link and weight the objectives

1 In the shortcut bar, click Indicators.

2 Inthe tree, double-click Market Share.
3 Inthe Links tab, click Objectives.
4

Select Grow and be profitable from the Objective list, then
type a Weighting of 2.

5  Inthe next row, select The UK’s market leader for sports car
manufacture from the Objective list, then type a Weighting
of 3.

6  In the third row, select World class marketing process from
the Objective list, then type a Weighting of 1.

7  Click OK.

You’ve now added the weighted links to the objectives, so you'll
be able to tell which objectives are affected by results for the
market share, and also which indicators you should look at to
track each objective.

//



Looking at your data
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You've created the market share indicator, you’ve set the targets,
you’ve populated the data, and you’ve linked it to the rest of the
performance management model. Now you can look at the
information.

Ten Performance Manager provides several ways to look at your
information, most notably through user screens, which you’ll
learn about later in this tutorial. User screens can display your
performance management data in rich, graphical, analytical
formats; however, simply using the value table in the Indicator
Properties dialog can provide you with a lot of information.

To see which values are below target
1 Inthe tree, double-click Market Share.
2 Inthe Value tab, click the button in the Below Target header.

The list of values is restricted to the records which are below
the lower target limit.

£ Indicator Properties

@ Market Share

General | Links | Documerts Value | Audiing |
) ) = Below | | On [ [0
I3 - | 042000 5.00% ¢ -  7.00%

01 2000 B 500z - - 7.00%
UK. 32000 B .00 - o 7.00%

[E2 R

3 Click the Below Target button again to display all the
records.

You can also click the On Target and Above Target buttons.
Notice that there are no values which are above the upper
target limit.
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Sorting

There isn’t a lot of data in this indicator, so you don’t really need
to sort it, but it may be of interest to see the records in order of the
market share.

Ten Performance Manager also provides an advanced sorting
feature, where you can sort on more than one column at the same
time, but this indicator doesn’t have enough data, so you can use
the simple sort instead.

To sort the records by value
1  Click the button in the Value header.
The records are sorted by value in ascending order.

% Indicator Propertis HE

@ Market Share

General | Links | Documents Walue | Audiing |

a Region % Quarter —1 Value ?2!‘;‘:, TE";Q,
UK 0.3 2000 4502 5.00% <- >  7.00%
|| |ue 0 42000 4705 5.00% ¢ >  7.00%
e 01 2000 4802 5.00% <~ —>  7.00%
|| |ue 022000 550%  5.00% ¢ —>  7.00%
g e 071200 6502 600X <- —>  8.00%
» UK. |+ 22200 7% 7.00% < - 9.00%
[

2 Click the button in the Value header again to sort in
descending order.

3  Click Cancel.

If you want to keep the values sorted, click OK instead.
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If you have a lot of data in the indicator, going back several years,
there are times when you might want to restrict your view to the
last year’s data.

Ten Performance Manager provides a quick way to do this within
the Indicator Properties dialog.

To filter down to the data since 2001
1 In the tree, double-click Market Share.
2  Inthe Value tab, click Set Filter.

3 Inthe Time Dimension Entry dialog, select the first quarter in
2001.

K& Time Dimension Entry

4 200 »
July
August
September
Dctober

Mowember

December

a1

| cancel
4  Click OK.
The records are restricted to the values from the cutoff date
forwards.
&= Indicator Properties [ 2] x]

@ Market Share

General | Links | Documents Walue | Audiing |

a P - Below On Above
3 UK 01 20m 6.50% 6.00% <-- > 8.00%
I UK Q2200 7.30% 7.00% < > 9.00%
i

5  Click Clear Filter to display all the records again.
6  Click OK to close the Indicator Properties dialog.

Ten Performance Manager also provides more sophisticated
filtering, which you'll learn about later in this tutorial.
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What’s next?

You’ve learned how to decide on the dimensions of an indicator
and create regions; you've learned about the time dimension and
how it works with indicators. You've learned about targets and
how to set them, and about entering the data for the indicator.
You've also learned about using weightings to link indicators to
objectives according to their importance, and about looking at
the indicator data in various ways.

Now you’ve seen how powerful indicators are, it's time to learn
about quicker ways of getting data into them, and ways of getting
data out. Next, it's importing and exporting.

Save your work

e  From the File menu, click Save.
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Section 4: Importing and exporting data

You don’t want to have to type large amounts of data if you've
already got it in a spreadsheet or database somewhere; it's much
easier if you can simply import it from a convenient file format.

Similarly, you don’t want your performance management data to
be stuck in a dead end model — you want to be able to export the
information so you can use it for other purposes elsewhere.

In fact, sometimes you want to export your information, work
with it elsewhere, then bring it back into your performance
management model in a round trip.

Ten Performance Manager provides useful import and export
features you can use to handle all of your information.

Getting data into the model

The marketing assistant at TSCC has been collecting information
on the press coverage that TSCC’s cars have been receiving. This
information is a weighted index, based on the readership of the

publication and how positive or negative the article was.

The monthly figures, broken down by region and product, are in
the range -100 to +100. The table of values is calculated by a
spreadsheet the marketing assistant maintains. This set of values
can be exported from the spreadsheet as a comma-separated file,
and can then be imported into the performance management

model.
What about the We already have a dimension to hold the various models of motor
products? vehicle — the Product dimension — but we don’t have any

members in it.

You could type the different models of car into the Product
dimension, but instead you’re going to let Ten Performance
Manager create the members automatically as they’re needed
when the data is imported.
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Creating an indicator
to hold the data

»

The first thing you have to do is create an indicator to hold the

data.

To create the Press Coverage indicator

1
2

In the shortcut bar, click Indicators.

Make sure Market Share is not selected, then click New Item

in the tree toolbar.

You don’t want Market Share selected because you want the
new indicator to appear at the top level of the tree, not below
the market share indicator.

Type the Name Press Coverage.

Type the Description Press Coverage measures the
amount of publicity obtained in the press of each
country in terms of how positive the coverage is
and the readership of the publication.

In the Dimensions tab, check Product, Region, and Time,
then select Month in the Time Period list.

Don’t worry about the targets right now; you can’t set the
targets until you've imported the product names.

Click OK.

You've created the indicator, and it’s ready to import the
data.

-

-



Setting up the import
profile

The file is usually in
C:\Program Files\Ten\Tutorial\
PressCoverage.csv
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Ten Performance Manager allows you to set up import profiles
which you can use to import data from the same source over and
over again without having to set everything up.

To create the import profile
1 In the shortcut bar, click the Data Tools divider.
2 Click Import Profiles.

Click New ltem in the tree toolbar.

4  Inthe Import Profile Properties dialog, type the Name press
Coverage Import.

In the Source tab, select Text File as the Source type.

6  In the Source subtab, click the Browse button next to the
File name box, then select the PressCoverage.csv file in the
Tutorial directory, and click Open.

A sample from the file is loaded.

=% Import Profile Properties

B Press Coverage Import

General Source |Audilmg|

Source bype [ Test File

Source | Destination Indictor | Layout | Fitering | ptions |

File name: |E'\Frnglam FileshTen EnterpriseTutorial\PressCoverage csv Browse... I
Separalor /Delmiter: [~ =]
Text qualier [~ =
[~ First row contains field names
Sample data
Column 0 |[2n|umn 1 |[2n|umn 2 Column 3
T5100s Uk 01/01/2001 31
T5100s Uk 01/02/2001 25
Refresh sample data The source contains mars rows than displayed Last refreshed: 05/09/2003 11:30:27
%% I Repeatcreate oK

7  Inthe Destination Indicator subtab, select Press Coverage.

In the Layout subtab, set the column mapping.

In the yellow drop-down below Column 0 select Product.
Set Column 1 to Region, Column 2 to Month and Column 3
to Value.

9 Click OK.
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Importing the
information

There are two ways you run your import profiles to import data —
you can refresh all of your import profiles from the Tools menu,
or you can import data using a single import profile using the
Import File button on the Import Profile Properties dialog.

To import the press coverage data
1 From the Tools menu, click Run All>Import Profiles.

All of the imports are run. In this case, there is only the press
coverage data.

Progress:  Finished

Status:

Running Import Profile “Press Coverage Import [Text File]"..

Reading from text file
Humber of rows extracted from text fle: 12

Checking that indicator is mapped corectly
Indicator is mapped comectly

Import summary
Humber of rows added: 12

Finished Press Coverage Impart [Text File]

Finished

2 Click Close.
To look at the press coverage data
1 In the shortcut bar, click Model Views, then Indicators.

2 Double-click Press Coverage.

&= Indicator Properties [ 2] x]
@ Press Coverage
General | Links | Documents Walue | Audiing |
9 Product 4 Ragion —1 Month { Valus —F
b [TsT00s B3 o1 20m El
| [rstoos I3 02 2001 %
| [vsto0s UK 03 20m 5
| [rstoos I3 04 2000 5
| [vsto0s UK 05 20m e
| [rstoos I3 05 2001 4
] {5200 UK o1 20m 10
| |rsem I3 02 2001 12
] {5200 UK 03 20m 0
| |rsem I3 04 2000 7
] {5200 UK 05 20m 0
| |rsem I3 06 2001 0

3 When you have finished looking at the data, click Cancel.



Setting the targets
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As the imported data doesn’t have any targets in it, you can now
set the targets yourself.

To set the targets for the Press Coverage indicator

1

7

In the Indicator tree, click Press Coverage.

Click Configure % in the tree toolbar.
In the Indicator Definition dialog, click the Targets tab.

Enter the following targets:

Product | Region | Month | Below Target | Above Target

TS100s | UK 01 2001 |20 60
TS100s | UK 04 2001 | 20 50
TS200 |UK 01 2001 |5 20

While you're at it, you can change the target band colors to
match the other indicator.

Click the button on the Below Target header.

In the Target Properties Editor, set the On Target color to
dark green.

_ Below On Above
T5100s j UK 01 2001 20 < > 60
T5100s UK 04 2001 20 < ->» 50

T5200 UK 01 20m 5 <—- > 20

»

In the Indicator Definition dialog, click OK.

You’ve now set up the Press Coverage indicator, complete with
targets and data.
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Getting data out of the model

Ten Performance Manager lets you export some or all of the data
in an indicator to a text file; you can then import the text file into
your favorite spreadsheet or database, where you can use the
information in whatever way you want.

You may decide that you want to export the data, import it into
another application, make some changes, then bring it back into
the performance management model.

To export the Press Coverage data
D 1 Inthe Indicator tree, double-click Press Coverage.
2 In the Indicator Properties dialog Value tab, right-click the
table and click Select All.

If you wanted to select only Click Export Selected.
some of the rows, you could do
s0 by holding down CTRL or

SHIFT and clicking the gray box You don’t want the titles of the columns because you're

to the left of each row. going to reimport the data.

w

In the Export to Text File dialog, uncheck Output Names.

5  Uncheck Export Targets.
You're interested in the values themselves, not the targets.
6  Make sure Date Format is checked.

Because the data is going to be brought back into the model,
the dates have to be in this format.

K& Export To Text File

Dtaits |

Separator Delmiter I Output Names

[ COMMe, = [<hane> =] I~ [Espot Targels]

S ample utput [¥ Date Fomat
T5100s LK, 01/01/2001 31 ;I

75100, UK.01/02/2001 .25,
75100 UK, 01/03/2001 5,
75100, UK.01/04/2001 55,
T5100s, UK, 01/05/2001 .33,
751002 UK. 01/06/2001 41,
T5200,UK.0/01/200.10,
T5200,UK.01/02/2001.12,
T5200,UK,0/03/2001.0,
T5200,UK.01/04/2001.7,
75200, UK, 0/05/2001.0,
T5200,UK.01/06/2001.0,

7  Click Export, type a name New Press Coverage.csv and
click Save.

8 Click OK, then click Close, then click Cancel to close the
Indicator Properties dialog.
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Instead of importing the data into a spreadsheet or database, you
can make the changes using a text editor such as WordPad or

Notepad.

Editing the file

1  Open Notepad or WordPad, then open the New Press
Coverage.csv file you saved.

& New Press Coverage.csv - Notepad

Fie Edt Seach Help

[_[O]x]

T5188s ,UK
T5188s ,UK

151085 ,UK
T5200,UK,
TS208,UK,
T5200,UK,
TS208,UK,
T5200,UK,
TS208,UK,

TS1665,UK,
TS1665,UK,

TS1665,UK,

01/061/2001
.81/02/2881

. 81/04/2881
61/085/2001
.81/086/2881
e1/61/2001,
a1/82/2881,
01/083/2001,
81/84/2801
01/685/2001,
a1/86/2881,

.31,
25,
61/083/2001,5,
255,
,33,
.41,

n

19,

-12,

oo~

|

E

2 Change the last line so that it reads:

TS200,UK,01/06/2001,99,

3 Saveth

e file.

You’ve now amended the data for the TS200’s press coverage for

June 2001.
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Bringing the data back
on a round trip

»

You can now reimport this data using the import profile you
created earlier.

To reimport the press coverage data

1
2

In the shortcut bar, click Data Tools, then Import Profiles.

In the Import Profiles tree, double-click Press Coverage
Import.

In the Import Profile Properties dialog, click the Source tab.

Click the Browse button next to the File name box, then
select the New Press Coverage.csv file, and click Open.

In the Layout subtab, set the column mapping.

In the yellow drop-down below Column 0 select Product.
Set Column 1 to Region, Column 2 to Month and Column 3
to Value.

Click Run Now, then click Yes in the Confirmation box.
The data is imported back into the model.

Click Close, then click Cancel to close the Import Profile
Properties dialog.
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Now you’ve exported the data, made changes, and brought the
data back in, you can check the figures in the indicator.

To check the press coverage figures
1 Inthe shortcut bar, click Model Views, then Indicators.

2 In the Indicators tree, double-click Press Coverage.

¥y Indicator Properties
i@ Press Coverage

General | Links | Documerts Value | Audiing |

9 Product ﬁﬂ Region <1 Month <ﬂ Value BB

» - | UK 01 2001 kil
| [rs1o0s UK 02 2001 E5
| [rs1oos UK 03 2001 5
| [rsto0s UK 04 2001 5
| [rs1oos UK 05 2001 3
| [rsto0s UK 06 2001 4
| [rs200 UK o1 2001 10
| [se00 UK 02 2001 a2
| [rs200 UK 03 2001 0
| [se00 UK 04 2001 7
| [rs200 UK 05 2001 0
| [se00 UK 06 2001 E3

You can see the value for the TS200’s UK press coverage in
June 2001 is now 99 — this is the value you changed in the
text file.

3 When you have finished, click Cancel.

You've learned all about getting data into and out of indicators,
and even how to send your data on a round trip.

Now it’s time to look at another major part of a performance
management model — processes.

Save your work

e  From the File menu, click Save.
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Section 5: Processes

Developing a good performance management model requires an
extensive knowledge of the processes that the organization
performs. Without this, it’s difficult to understand where
improvements can be made, or what effect the improvements will
have.

The essential processes

TSCC has invested a lot of time mapping out the processes the
company carries out, and have come up with ten high-level
processes in three areas: strategic, core, and support.

Strategic | Manage Strategy and Performance

Manage Improvement and Change

Core Understand Markets and Customers
Introduce New Products

Acquire Customers

Fulfill Orders

Support Customers

Support | Manage Human Resources
Manage Infrastructure

Manage Information and Systems

Together, these processes describe the operations of the
company. The Managing Director has decided that he needs
these processes mapped in the performance management model.
Some will need to be mapped out in great detail, while others can
be treated at a high level.
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The view from 40 000

feet

»
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To begin, you can map out these ten essential areas, these
high-level processes.

To add a process to the top level process map

1

In the shortcut bar, click Process Diagrams.

The Process tree appears. This isn’t like the other trees in Ten
Performance Manager; you can’t add items from the tree.
The Process tree reflects the structure of the processes in the
model; you add, edit and remove processes directly on the
process maps themselves.

In the Process tree, click Processes.

The blank top level process appears. This is the process map
from which all the other process maps are created.

Click the maximize button @ on the Process window’s title

bar, then click View All '/,

You can see more of the diagram if you maximize the
window like this. When you want to return to the normal

layout, click Arrange [ on the toolbar.

In the process map toolbar, click Edit Mode CA)

Click Process Box =

In the Process Box Properties dialog, type the Name Manage
Strategy and Performance, then click OK.

The process box appears as an outline on the diagram.

i

Position the box near the top of the diagram, then click to
display the box.

The box isn’t big enough to hold the text, so you’ll have to
resize it.

Click the box, then click a handle -® and drag it in the
appropriate direction until you can see all the text.

You’ve now added the first process to the top level diagram.
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To add the rest of the processes
e Using the same procedure, add the following process boxes:
Manage Improvement and Change
Understand Markets and Customers
Introduce New Products
Acquire Customers
Fulfill Orders
Support Customers
Manage Human Resources
Manage Infrastructure

Manage Information and Systems

The diagram should now look like this:

%z Ten Performance Manager Enterprise Edition - Untitled (Ten Sports Car Company.ten) - [Processes - Editing]
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Using color to group
the processes

»
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If you followed the example diagram on the previous page, the
process boxes are laid out in three lines. The first contains the
strategic processes, the next the core processes, and the last the
support processes.

To help differentiate these groups of processes, you can color the
boxes in different ways: red for strategic, green for core and blue
for support. Just for fun, you can use a color gradient rather than
a block color.

To change the color for the first process box

1

2
3
4
5

6

Click the Manage Strategy and Performance process box.

On the toolbar, click the down arrow on Fill .

Click Fill Effect.

In the Fill dialog, select Color Gradient from the Type list.
Click the Selected Color icon, and select the red block.

You now have a color gradient going from red at the top to
white at the bottom.

Fill HE

Type: | Color Gradient |

 Cok
L] m]

U

Selected Coior: [ ™

_ Orientat
& Wertical [top to bottom]
€ Horizontal [left to right]

Cancel

Click OK.

You've now changed the color for the process box.
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Adding some style to

the model

»

You could carry on and change the color manually for the next
strategic process, but as you may want to mark processes as
strategic throughout the model, you can make things easier by
using styles.

To create a style for strategic processes

1  Select the Manage Strategy and Performance process box.

2 Click in the style box "™ = on the toolbar.
Currently, this says Normal; this is the default style.

Overtype Normal with the new name Strategic Process.

4 Press ENTER.
The new style is created.

Now that you’ve created the style, you can apply it to the other
strategic process box.

To apply the style
1  Select the Manage Improvement and Change process box.

2 From the style box on the toolbar, select the style Strategic
Process.

The process box changes to have a red gradient.

You can see that this method of making a change once, creating
a style, then applying the style can save you a lot of time. Now
you can create two more styles.

To create and apply the other styles

1 Change the color of the Understand Markets and Customers
process box to have a green gradient.

2 Create a Core Process style, then apply it to the other four
processes in the middle row.

You can hold down CTRL or SHIFT and click to select more
than one process box before you apply the style.

3 Change the color of Manage Human Resources to have a
blue gradient.

4  Create a Support Process style, then apply it to the last two
process boxes.
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Linking the processes Now you’ve added the high-level processes, you can link them

into the model into the indicators that they affect. This relationship is one of the
most important in any Ten model — being able to understand
which processes need to be worked on to gain improvements in
indicators, which processes might be generating bad results in
indicators, and which indicators can track the benefits of process
improvements can all be crucial to an effective performance
management model.

In this case, several of the high-level processes are related, to a
greater or lesser extent, to the Market Share indicator.

To link a process to the Market Share indicator
D 1 Double-click the Understand Markets and Customers
process box.

2 Inthe Process Box Properties dialog, click the Links tab.

3  Click Indicators, then select Market Share from the
Indicator list.

4  Type a Weighting of 3.

Understanding the markets and customers is very important
to the company’s market share, hence the weighting of 3.

5 Click OK.

You've added the link to the process. Now you can add the links
to Market Share from four more process boxes.

To link the rest of the processes to the Market Share indicator
D e Double-click each of the following process boxes, and set a
weighted link to the Market Share indicator in each.
Process Box Weighting
Acquire Customers 3
Fulfill Orders 2
Introduce New Products 3
2

Support Customers

You’ve now created the high-level processes, placed them into
three groups, and linked some of them to the relevant indicator.
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Getting into more detail

It's time to look at one of these processes in more detail.

Now you want to look at a process more closely, you can see that
there isn’t room on the top level diagram for a lot more detail,
particularly not if you wanted to show details for all of the
high-level processes. What you need to do is lay out the details
on another diagram.

Fortunately, you can create another diagram that’s linked to the
process box on the top level diagram; this lets you drill down into
the lower level detail, and maintains the structure you've already
laid out.

To drill down into the Acquire Customers process

1 Click the Acquire Customers process box.

S

2 Inthe process toolbar, click Move to Selection
The new, blank, process map Acquire Customers appears.

Now that the new diagram has been created, you need to be able
to move between diagrams. The process diagrams are structured
in a hierarchy, with all of the diagrams descended from the top
level map.

To move up and down the process hierarchy

1 In the process toolbar, click Move Up "=,

The top level diagram reappears. Notice that the Acquire
Customers process box now has an extra feature: an arrow
in the bottom right.

Acquire Customers

L]

2 Double-click the down arrow in the Acquire Customers
process box.

You're returned to the blank process map.

These arrows let you know when a process box is linked to a
lower level process diagram.
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Now you can add some detail to the process of acquiring
customers.

Mapping out processes isn't a trivial task; you need to understand
the way your organization actually operates. TSCC has used
business analysts to draw up these processes and help identify
how they fit into the overall structure of the company.

The way the Marketing and Sales team sees the process of
acquiring customers is as follows:

In the beginning, there is the Marketing Plan. This plan is
designed by bringing together information about the products
with the overall company business plan.

Once this marketing plan is in place, it can be used both to
develop marketing materials and to market products directly.
These marketing materials can also be used to market the
products. All of this marketing push will (with any luck) generate
a lot of sales enquiries, which can be processed and turned into
orders.

Let’s get started on mapping out this process.

Adding the Develop Marketing Plan process

1 Click Process Box =

2 In the Process Box Properties dialog, type the Name
Develop Marketing Plan, then click OK.

The process box appears as an outline on the diagram.

3 Position the box near the top left of the diagram, then click
to display the box.

4  Click a sizing handle -® and drag it in the appropriate
direction until you can see all the text.

5 As this is a core process activity, select Core Process from
the style list.

You’ve now added the first process, and set its color to the green
gradient you use for all core processes. You can add the rest of the
process boxes in the same way.
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To add the rest of the process boxes
e Using the same procedure, add the following process boxes:
Develop Marketing Materials
Market Products
Process Customer Enquiries
Sell Products

The process map should now look like this:

iy Ten Performance Manager Enterprise Edition - Untitled [Ten Spoits Car Company.ten] - [Acquire Customers - Editing]
File Edit Wew Diagram Took Window Help &) x|
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This is all very well for describing the processes that are carried
out, but does nothing to describe the connections between them,
the inputs and the outputs of the processes.

What you need to do now is add connectors.
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Connectors are lines you can use to show the flow of information
or materials between process boxes. Each connector has an arrow
on one end showing its direction; if you want to show information

moving in both directions, you can use two connectors.

In the Acquire Customers process, the Develop Marketing Plan
process box requires the product information and the business
plan, and produces a marketing plan; all three of these items can
be described using connectors.

To add the Product Information connector
D 1  Click Connector ™.

2

3
Notice when you click the left
mouse button, the first
segment becomes solid.

4

Notice that the connector joins
onto the edge of the box.

The mouse pointer changes to the connector icon:

s

Click below and to the left of the process box, then move the
pointer up.

% Develop Marketing Plan
i

Click the left mouse button, then move the pointer right so
that it’s inside the box.

"""" 'B%elop Marketing Plan
o

Right-click to end the line.

E—mDevelop Marketing Plan

You’ve now created the first connector.
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Labeling the
connectors

»

You may have to resize the
box holding the connector
label.

Connecting two

processes

Now you can add a label to the connector, so you know it refers
to the Product Information coming into the Develop Marketing
Plan process.

To add a label to the connector
1  Right-click the connector line.
2 In the pop-up menu, click Connector Attributes.

3 Inthe Connector Properties dialog, type the Name pProduct

Information.
4 Click OK.
Click the label and drag it into position.

Develop Marketing Plan

Praduct Infarmatian

Now you've seen how to create a connector going into a process,
you can add a connector between two processes. Once the
marketing plan has been developed, it can be used to market the
products; you can show this using a connector.

To add the Marketing Plan connector

1 Click Connector =
The mouse pointer changes to the connector icon.

2 Clickinside the Develop Marketing Plan process, then move
the pointer to the right.

3 Left-click to change direction, then move the pointer down
until it’s inside the Market Products process box, and
right-click to end the connector.

4  Right-click the connector line, then in the pop-up menu
click Connector Attributes.

5  In the Connector Properties dialog, type the Name
Marketing Plan, then click OK.
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Adding the rest of the ~ Now you can add the rest of the connectors to the diagram. Use
connectors the same procedures as before.

To add the rest of the connectors
D 1 Add a connector called Business Plan coming into the
Develop Marketing Plan process box.

2 Add a connector called Marketing Plan between Develop
Marketing Plan and Develop Marketing Materials.

3 Add a connector called Marketing Materials between
Develop Marketing Materials and Market Products.

4  Add a connector called Enquiries between Market Products
and Process Customer Enquiries.

5  Add another connector called Enquiries between Process
Customer Enquiries and Sell Products.

6  Add a connector called Orders leaving Sell Products.

iy Ten Performance Manager Enterprise Edition - Untitled [Ten Spoits Car Company.ten] - [Acquire Customers - Editing]
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Tying the lower level
processes into the rest

of the model

»

Now you’ve mapped out this process, you can examine it to see
if it should be linked in to the rest of the model in some way.

The Market Share indicator was really only appropriate to very
high-level processes, but what about the Press Coverage
indicator? The Marketing and Sales Director believes that the
press coverage TSCC'’s models receive is a good indication of
how well the product marketing is going.

To link Press Coverage to the Market Products process
1 Double-click the Market Products process box.
2 Inthe Process Box Properties dialog, click the Links tab.

3 Click Indicators, then select Press Coverage from the
Indicator list.

4  Type a Weighting of 3.

There is a strong connection between the two, hence the
heavy weighting.

5 Click OK.

Some indicators are related more to the higher-level processes,
but some, like Press Coverage, are more appropriate to
lower-level processes. Deciding on the level of detail you need
from your process maps is an important part of planning your
performance management model; there’s no point going into
great detail if there’s nothing measurable in the process.
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Making it all look prettier

Master diagrams

»

This is the logo you imported
at the start of the tutorial.

OK, you've created the top level process map, and you’ve drilled
down into one of your essential processes. All that remains is to
add a logo and a title, and you can use the process maps in
presentations.

You could add a logo and a text box giving the process name
individually to each process map, but since you may end up with
ten or more process maps, it would be nice if there was an easier
way.

Of course, there is, and it’s using master diagrams.

Master diagrams let you create a layout for all diagrams of a
particular type. You can make all of your forms look the same,
and you can make all of your process maps look the same.

To add a logo to the process master diagram

1 In the process toolbar, click Master "= (at the bottom left).

The process master appears. It's blank to begin with.

Click Picture =,

In the Picture Properties dialog, click the Library button.
Click the tscc_logo to highlight it, then click Select.
Check Stretch Image.

Click OK. An outline is displayed on the diagram.

N ©&© 1 & W N

Position the outline in the top right of the diagram using the
mouse, then click to display the graphic on the diagram.

o || =
IM----I ------------------ |;|

TECC.
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Adding titles to

diagrams

»

Now you’ve added a logo, you can add a title. Because you use
the same master for all process diagrams, you want to use a code

that is replaced with the correct title when you view the diagram.

To add a title to the process master diagram

1
2

Click Text ‘1!,

In the Label Properties dialog, click Insert and select
Diagram: Name from the list.

Click the top right Alignment option.

You're going to place the title next to the logo; if you align it
to the right, you can be sure it won’t overlap.
Label Properties

Ted |

Text Alignment;

&(Diagram: Name]

Insert W

Cancel

Click OK. An outline is displayed on the diagram.
Position the outline next to the logo at the top right of the
diagram. Size the outline so that it’s as wide as possible.

From the Font Name P =] list, select Verdana, and select
a Font Size of 16pt.

Click the Bold "Bl button.

Click the arrow next to the Font Fill " button, then click
the dark blue square.

Click Diagram = §

The Acquire Customers process appears, complete with
logo and title.



What’s next?

Getting Started with Ten | 71

You've learned how to create a process map, how to color a
process to provide information, how to drill down into a lower
level map, how to link processes together and how to link
processes to indicators, and how to apply a consistent style to
your processes using master diagrams.
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Now it’s time to take a close look at something you've already
touched on several times — the way Ten Performance Manager
becomes an integrated system through linking.

Save your work

e  From the File menu, click Save.
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Section 6: Linking

The way a Ten model is linked together is one of its strongest

How it all fits together

features. Take a look at the various links indicators can have:

Indlicatar
Reference
Criteria

Reference
Criteria

Ohbjectives

Indicators are linked in two ways to people — an indicator can
have an owner, who is responsible for the performance of the
indicator, and a collector, who is responsible for collecting the

data.

Indicators are linked to the processes to which they relate; this
tells you how well the process is doing, and also tells you which

Indicatar
Collector

Ohbjective
Indicatar

People

Indicators

Indicatar
Crener

Indicatar
Initiative

Indicatar
Process

Processes

Weighting

Initiztives

processes you need to look at to improve performance.

Indicators are linked to objectives, so that you know how your

organization is progressing towards its goals.

Indicators are linked to initiatives, so that you can measure the

initiative’s progress.

And optionally, indicators can be linked to reference criteria, to

ensure that you have a good spread of indicators in the areas
recommended by the approach you’re following.
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As you’ve worked through this tutorial, you've already added a lot
of these links, particularly to the Market Share indicator.

To look at an indicator’s links

1

G s W N

6

If you still have your process diagram filling the screen, click

Arrange = on the toolbar.

In the shortcut bar, click Indicators.

In the indicator tree, double-click Market Share.
Click the Links tab.

Click each of the links in turn.

You can see that there are links set for Collector, Objectives,
Owner, and Processes — some have links to a single item,
others have links to more than one item with a weighting
added to show the strength or importance of the link.

% Indicator Properties HE

@ Market Share

General Links | Documents | Value |

Process Box 4| Weighting
Acquire Customers
Fulfil Oders

Intraduce Mew Praducts

wl ral ol ralw)

Suppart Customers
Understand Markets and Customers

' [ |

Click Cancel.

You can see there are no links to reference criteria or initiatives.
You're going to add reference criteria to the system so you can
link the indicator to them.
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What are reference criteria?

Example of the EFQM
Excellence Model reference
criteria. This is a very detailed
set of criteria.

The Balanced
Scorecard

There are several methodologies and frameworks that can help to
kick-start a performance management model by providing the
initial focus of the implementation.

These include the Balanced Scorecard, the EFQM Excellence
Model, 1SO9000:2000, Total Quality Management, and the
Baldrige Award; in Ten Performance Manager, these are known
as reference criteria.

2R = [ [F] -

[ EFQM Enablers Criteria
#® Criteria 1 - Leadership
#® Criteria 2 - Policy and Strategy
#® Criteria 3 - People
#® Criteria 4 Partnership and Resources
#® (Criteria 5 - Processes
-4 EFOM Results Criteria
(-4 Criteria § - Customer Results
-# Ba Perception Measures
-4 Bh Perfarmance Indicators
#® Criteria 7 - People Results
[+ Criteria 8 - Society Results
[ Criteria 3 - K.y Peformance Results

The Managing Director of TSCC has been reading Kaplan and
Norton’s book (see The Balanced Scorecard on page 103 for
details) and thinks it’s a good, solid approach to use for the
company.

Kaplan and Norton’s system lays down four areas for performance
management:

e  Financial

e  Customer

e Internal Business Processes

e Learning and Growth

The idea behind this approach is that the organization’s financial
objectives can be achieved only by improving customer
satisfaction using effective business processes and the skills of the
organization’s people.
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Adding the Balanced
Scorecard criteria

»
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You can now add the Balanced Scorecard reference criteria.
There are only four options, unlike the EFQM Excellence Model,
which has nine high-level criteria and dozens of lower-level
criteria, so it won’t take too long. You can thank the MD for
reading Kaplan and Norton rather than the EFQM literature.

To add the Balanced Scorecard criteria

1 In the shortcut bar, click Reference Criteria.

2 Click New Item in the tree toolbar, then type the Name
of the first criterion:

Financial
Check Repeat create, then click OK.
4  Type the Name of the next criterion:
Customer
Click OK.
6  Type the Name of the third criterion:
Internal Business Processes
7  Click OK.
Type the Name of the last criterion:
Learning and Growth
9  Uncheck Repeat create then click OK.

The reference criteria should now look like this:

2R = [ [F] -

#® |ntemal Business Processes
------ #® | eaming and Growth
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Linking the reference

criteria

»

Now you’ve added the Balanced Scorecard criteria to the
performance management model, you can link the criteria to the
market share indicator.

You can see that the market share indicator relates to at least two
of the Balanced Scorecard areas: financial, and internal business
processes. (Remember how you linked market share to the world
class marketing process objective?)

To link market share to the reference criteria

1 In the shortcut bar, click Indicators.

2 Inthe indicator tree, double-click Market Share.
3 Click the Links tab, then click Reference Criteria.
4

Select Financial from the Reference Criterion list, then type
a Weighting of 3.

5 In the next row, select Internal Business Processes from the
Reference Criterion list, then type a Weighting of 1.

£ Indicator Properties

@ Market Share

General Links | Documents | Value | Auditing |

Reference Weighting
Financial

Intemal Business Processes

6  Click OK.

You've now added the reference criteria, and linked market share
to its appropriate areas.

Market share is now linked in to every part of the model that it
needs to be. However, you’re not limited to linking to other parts
of the model — Ten Performance Manager lets you link to external
documents, too.
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Linking to external documents

Keeping track of data
added to the model

»

Ten Performance Manager can launch documents of any
application you have installed; you can attach a Microsoft Word
document to an initiative, describing detailed implementation
plans; you can attach Excel spreadsheets to an indicator
containing the raw background information; you can attach JPEG
pictures to a product so you can see what the item actually looks
like.

All you need to do is provide the filename, and Ten Performance
Manager can launch it with the correct application, just as if you
double-clicked on the file in Windows Explorer.

Ten performance management models come with a standard
document link built in, but you can add more document links if
you want to categorize the documents. For this tutorial, you’ll just
use the standard document link.

The marketing assistant who collects the data for the market share
indicator keeps a log of what data was entered on what date, and
would like to attach this to the TSCC model. This log is a simple
text file called Market Share collection history.txt.

To add a document to the Market Share indicator
1 In the Indicators tree, double-click Market Share.

2  Click the Documents tab.

Click the browse button 1 in the first cell of the table.

4  Inthe Documents dialog, find the file Market Share
collection history.txt in the Tutorial subfolder; this depends
on where you installed Ten Performance Manager, but is
usually C:\Program Files\Ten\Tutorial.

5 Click Open.
The document is added to the table.
6  In the Indicator Properties dialog, click OK.

You’ve now added a link to the text file to the indicator.
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Looking at the
document

Now that you’ve added the document link, you want to be able
to launch the document.

To launch the text document
1 In the Indicators tree, click Market Share to select it.

2 Right-click the indicator, then from the pop-up menu click
Document Links>Documents>Market Share collection
history.txt.

P &L =R

(%) Press Coverag|  Toolbar »

Quick Reports.. ¥

The document launches in Notepad, or whatever your
default text editor is.

M Market Share collection history.txt - Notepad [_ O] %]
File Edt Seach Help
3 Jan 2081 =

Collected data fFor year 2888 and brought it into the new Ten system.

UK 01 2800 4.80%
UK 0 2 2000 5.50%
UK 0 3 2000 4.50%
UK 0 4 2000 4.70%

Imported data for first quarter 2001.
UK Q1 2001 6.50%

5 July 2861

Imported data for second gquarter 29081.

UK Q 2 2001 7.30%

|

One useful aspect of this feature is that the marketing assistant can
edit the text file directly from Ten Performance Manager, save it,
and the model always refers to up-to-date information.
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What’s next?

Y

»

»
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If you often want to access the documents attached to your
indicators, you don’t want to have to navigate a pop-up menu
whenever you want to open them.

You can customize the form for your indicators so that it lists the
documents attached; then, with a single click, you can launch the
documents directly from the screen.

To add a document list to the form

1 In the form toolbar, click Edit Mode A}

2 From the Insert Property list on the toolbar, click
Documents>Document List.

3 The document list appears as an outline. Click the mouse to
place it below the Description box, then resize it so it takes
up the full width of the form.

4  Click Edit Mode again, and the list of documents related to
the indicator appears on the form.

Market Share collection his%y.txt

5 Click the document name to launch the file.

You've learned about all the ways an indicator can link to other
parts of the performance management model; you’ve learned
about reference criteria; and you’ve learned how to link and
launch external documents.

Now it’s time to look at bringing all of your information together
and presenting your data with user screens, filters, and reports.

Save your work

e  From the File menu, click Save.



80 | Chapter 2
Building your first Ten model

Section 7: Communicating

You've already seen how TSCC’s Managing Director can use Ten
Performance Manager to present the company’s mission and
vision at meetings. The same technique can be used to present the
objectives, and any other parts of the model that need to be
communicated to a wider audience.

But Ten Performance Manager does much more than that. You
can build user screens containing colorful, informative target
summaries, charts showing data trends, and tables of indicator
information. You can link related screens together, add text
descriptions, and use graphics to conform to your corporate

image.
Information without User screens allow you to build a fully-functional Executive
overload Information System (EIS), communicating the important

information in your performance management model without
overloading your audience with data.

More importantly, user screens aren’t just static presentations;
they always contain the latest information from your performance
management model, so once you have created your presentation
it'’s always up-to-date.

What information TSCC’s Managing Director wants to have all the information to
does the MD want to hand on how the company is achieving its marketing objectives.
communicate? He wants to be able to show summaries of the relevant indicators,

to show detailed information on the market share, to show how
the press coverage is progressing for each individual model of
motor vehicle, and to hand out a sheet containing the average
press coverage index for all models.
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Creating the first user screen

The first user screen to create is the summary screen for the two
marketing indicators.

»

To create the marketing summary user screen

1

In the shortcut bar, click Presentation Tools then User
Screens.

Click New ltem in the user screen tree toolbar.

In the User Screen Properties dialog, type the Name
Marketing Summary.

Click OK.

The blank Marketing Summary user screen appears. Note
that it's already in editing mode. You'll find it's easier to
work with user screens when they’re maximized; you can
see more of the screen.

You’ve now created the first user screen. It’s time to add
something to it: a summary of how the market share indicator is
doing against its target.

To add a target summary to the user screen

In the user screen toolbar, click Target Summary =,

In the Target Summary Properties dialog, select Market
Share in the list.

Click OK. An outline is displayed on the diagram.

®aiket Shafg T -

Below Target e
] ]
pn Target e
ahove Target @

Position the outline and click the mouse button to display
the summary.

You’ve now added a target summary for the market share
indicator.
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What does this
summary mean?

»

You may have to resize the
summary to see all the label
text.

Market Share

Eelow Target e
On Target e
Above Target @

The numbers in the circles tell you how many records are in each
target category — in this case, there are three records below target,
three records on target, and no records above target.

This gives you a good overview of how the indicator is doing.

There are other types of target summary; you can have the traffic
lights shown above, a block of color, bars, or dials; whatever suits
your purposes and makes the point you want to express.

You can add a set of target summary dials for the press coverage
indicator.

To add target summary dials to the user screen

1 Inthe user screen toolbar, click Target Summary =

N

In the Target Summary Properties dialog, select Press
Coverage in the list.

In the Style tab, select Dials from the Style Type list.
Click Horizontal in the Orientation options.

Click OK. An outline is displayed on the diagram.

S U AW

Position the outline and click the mouse button to display
the summary.

Press Coverage

Eelow Target On Target  Above Target

This style of summary has a strong visual impact; while it doesn’t
give the precise numbers of the traffic lights style, it does provide
a good indication of the relative proportions of below, on, and
above target values.
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Looking at things in OK, you’ve got the overall summaries of your two indicators; this
more detail screen can help give you an overall view of how the company is
doing, and warn you if things aren’t going well.

So what happens if you need to know more detail? It’s time to add
another couple of user screens, showing more information about
the market share indicator.

To begin with, create a user screen with a chart of the market
share.

To create the Market Share Chart user screen
D 1 Click New Item in the user screen tree toolbar.
2 Inthe User Screen Properties dialog, type the Name Market
Share Chart.

3  Click OK.

The blank Market Share Chart user screen appears; it’s listed
in the tree under the Marketing Summary screen, as that
screen was highlighted when you clicked New Item.

Now that you've created the user screen, you can add a chart of
the market share indicator to it.

To add a chart to the user screen
D In the user screen toolbar, click Chart bt .
In the Contents tab, select Market Share.
Click the Layout tab.

Select Line as the Chart Type.

You have only one Region —
UK - but if you had more than
one, they would appear as
separate lines on the chart.

Check Quarter in the X-axis values list.
Check Region in the Series dimensions list.

Click OK. An outline is displayed on the diagram.

R NS ks W N =

Position the outline and click the mouse button to display
the chart.

You can resize the chart to take up more of the screen.
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Tweaking the chart
layout

Now that you have your chart, you can tweak the layout to get it
looking the way you want.

7 —

6 —
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The dates displayed use two digits; you can change the way the
chart displays dates to display the entire year.

To change the date format

1 Double-click the chart.

2 In the Chart Properties dialog, click the Data tab.
3 Select "Q"q/yyyy from the Time Format list.

This displays the letter Q, followed by the quarter number,
followed by a slash then a four-digit year.

4  Click OK.

The chart now has four-digit dates.
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Displaying the targets

»

If you had more than one
series (in this case, more than
one region) you could display
the targets for any one of
them.

It’s all a matter of scale

»
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You can also see that the chart doesn’t provide any contextual
information — what are the targets? Are these figures good or bad?

To display targets on a chart
1  Right-click the chart.
2 From the pop-up menu, click Show Targets For>UK.
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What about the scale? Perhaps you would prefer the scale on the
vertical axis to go from 0 to 10, marked off at increments of 2.5.

To change the scale of the chart

Double-click the chart.

In the Chart Properties dialog, click the Data tab.

In the Value Axis section, check the Manual Settings box.
In the Maximum box, type 10.

In the Unit box, type 2.5.

Click OK.
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Another look at the
same information

»

So now you've got a chart of the market share. Charts are very
useful for displaying trends. However, sometimes you want to be
able to look at the underlying figures themselves.

It would be simple enough to navigate to the market share
indicator, double-click it, then look at the information; but Ten
Performance Manager can make it even simpler than that, by

allowing you to put a table of the indicator data on a user screen.

To create the Market Share Table user screen

1 Inthe user screen tree, click Marketing Summary to select it.

You're selecting this user screen so that the new user screen
appears below it in the tree.

2  Click New Item in the user screen tree toolbar.

3 Inthe User Screen Properties dialog, type the Name Market
Share Table.

4 Click OK.
The blank Market Share Table user screen appears.
Now you can add the table to the user screen.

To add a table to the user screen

1 In the user screen toolbar, click Table .

2 Inthe Contents tab, select Market Share.

3 Click OK. An outline is displayed on the diagram.
4

Position the outline and click the mouse button to display

the table.
Note Region Quarter

UK Q4/00
UK Qz/00
UK Q1/00

UK Q1/01
UK Q3/00
UK Q2/01

You can see how the values are colored according to their target
bands; but you can also see that, like the chart, only two digits are
used for the year.
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To set the date format for the table

1 Double-click the table.

2 Click the Data Format tab.

3 Select "Q"q/yyyy from the Time Format list.

This displays the letter Q, followed by the quarter number,
followed by a slash then a four-digit year, just as for the

chart.
4 Click OK.

Note Region Quarter
UK Q42000
UK Q2f2000
UK Q12000
UK Q12001
UK Q32000
UK Qef2001

You can choose other options for tables; you can display the
target figures, and you can choose whether or not to show the
target colors.

Now you have three screens of information: you have your
summary screen, and two detail screens. It would obviously be
useful to link these screens together.



88 | Chapter 2
Building your first Ten model = =
-

Linking user screens Ten Performance Manager uses navigation bars to link between
user screens; you can also use them to link process diagrams.

To add a link back to the summary screen
D 1 Inthe user screen toolbar, click Navigation Bar =
2 In the Navigation Bar Properties dialog, select the user

screen Marketing Summary in the Available list, then click
Add.

The marketing summary user screen is added to the Included
list.
Click the Icon button.

4  In the Picture Library, click Import, then find the file
arrow.bmp in the Tutorial subfolder; this depends on where

you installed Ten Performance Manager, but is usually
C:\Program Files\Ten\Tutorial.

5  Click Open, and the graphic file is imported into your
Picture Library.

6  Click the arrow to highlight it, then click Select.
Click OK. An outline is displayed on the diagram.

| UERRER W ]
!} Marketing Surnrary  m

8  Position the outline and click the mouse button to display
the navigation bar.

Using the navigation Navigation bars don’t work in editing mode; this is to make it
bar easier to move them and edit them without accidentally triggering
the link.

To use the navigation bar, you have to switch to navigate mode.
To jump to the summary screen
D 1 In the user screen toolbar, click Edit Mode A}
2 Move the mouse pointer over the navigation bar.
The bar highlights when the pointer is over it.

3 Click the navigation bar.

The Marketing Summary user screen appears.



Filtering the data

Breaking down the

information

The row condition now reads:
Product includes any of
TS100s.
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You’ve seen how you can set up screens containing your
indicator data in summary, chart, and table form, and link them
together. What happens when you need to analyze the data
before presenting it?

The Managing Director wants to show how the press coverage is
proceeding for each model of motor vehicle, but the press
coverage indicator contains all of the data for all models — what
you need is a way of breaking down the indicator. What you need
are filters.

The first thing to do is create two filters — one each for the TS100s
and TS200 models.

To create the first filter

1 In the shortcut bar, click Data Tools then Filters.

2  Click New Item in the filter tree toolbar.

3 IntheFilter Properties dialog, type the Name TS100s Press

Coverage.
4 In the Source tab, select Press Coverage from the list.
In the Conditions tab, click Add Row Condition.

6  In the Row Condition Properties dialog, click the browse
button next to the Products field.

7 Inthe Select dialog, click TS100s in the list on the left, then
click Add and click OK.

8 Inthe Row Condition Properties dialog, click OK.

£ Filter Properties

%7 TS100s Press Coverage

General | Source  Conditions

Conditions:

IE' Product includes any of T5100s

9 Click OK to create the filter.

What you’ve done is create a filter on the Products, so that only
data for the TS100s sports car is included.
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Adding another filter —
the easy way

»

You deselect the filter so that
the copied filter appears next
to it, rather than underneath.

You need to create another filter which exactly the same, except
that it includes data for the TS200. You could create the filter the
same way you created the first one, but it’s slightly easier if you
make a copy of the filter then edit it.

To copy and edit a filter

1

9

In the tree, select the TS100s Press Coverage filter, then from
the Edit menu, click Copy.

Click the background of the tree to deselect the filter, then
from the Edit menu, click Paste.

Change the New name to read TS200 Press Coverage and
click OK to add the copied filter to the tree.

Double-click the TS200 Press Coverage filter.

In the Filter Properties dialog Conditions tab, select Product
includes any of TS100s in the list, then click Edit.

In the Row Condition Properties dialog, click the browse
button next to the Products field.

In the Select dialog, click TS200 in the list on the left, then
click Add.

Select TS100s in the list on the right, then click Remove and
click OK.

Row Condition Properties
= Row Condition
DimensionAYalue. | G Product =
Candiion: [incluces any of B
Products: [Ts200
[~ NOT
ok Cancel

In the Row Condition dialog, click OK, then click OK one
more time to close the Filter Properties dialog.

You’ve now created two filters, one for each of the two cars.
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Putting the filtered
data onto a user screen

»

»

You have only one Region —
UK - but if you had more than
one, they would appear as
separate lines on the chart.
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The Managing Director can now present the press coverage data
for the models separately — once you put the information on
another user screen.

You’re going to create a new user screen, then put charts for both
filters side by side so the information can be compared directly.

To create the Press Coverage user screen

1 In the shortcut bar, click Presentation Tools, then User
Screens.

2 Inthe tree, select Marketing Summary, then click New
in the toolbar.

3 Inthe User Screen Properties dialog, type the Name Press
Coverage.

4  Click OK.
The blank Press Coverage user screen appears.
You can now add a chart to the user screen.

To add the TS100s press coverage chart

1 In the user screen toolbar, click Chart bt .

2 In the Contents tab, select Indicators & Dependent Filters
from the drop-down list, then select TS100s Press Coverage.

You can see that the list shows all of the filters underneath
the indicator they were created from.

Click the Layout tab.

Select Line as the Chart Type.

Check Month in the X-axis values list.
Check Region in the Series dimensions list.

Click OK. An outline is displayed on the diagram.

R N O 1 s W

Position the outline and click the mouse button to display
the chart.



92 | Chapter2
Building your first Ten model

Tweaking the chart,

again
Notice how the TS200 chart

looks a little strange — that's
because you changed the last
value to 99 earlier in the
tutorial.

The chart is on the user screen, but you want to display the targets
as you did with the previous charts.

To add targets to the chart

1  Right-click the chart

2 From the pop-up menu, click Show Targets For>UK.
The target bands appear on the chart.

Now you can add the chart for the TS200 — just as with the filters,
you can copy, paste, and edit to save time.

To add the second chart

Click the chart to select it.

From the Edit menu, click Copy.
From the Edit menu, click Paste.

Position the second chart next to the first one.

G B W NN =

Double-click the chart, then in the Contents tab select
TS200 Press Coverage.

6  Click OK.

You’ve now added charts of the press coverage of two separate
models to the user screen, using the power of filters.
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Printing reports

Setting up the filter

»

You select Region and Month
because those are the
dimensions you still want to
see.
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The Managing Director’s final requirement is a handout showing
the average press coverage. You can bring together the data using
another filter, and you can use a quick report to print out the
results.

The filters you set up to split out the TS100s and TS200 press
coverage used row conditions; to combine the data for the
TS100s and TS200 you need to use a different sort of condition, a
column condition.

To create the average press coverage filter

1

2

<))

8
9

In the shortcut bar, click Data Tools then Filters.

Click New ltem in the filter tree toolbar.

In the Filter Properties dialog, type the Name Average
Press Coverage.

In the Source tab, select Press Coverage from the list.
In the Conditions tab, click Add Column Removal.

In the Column Removal Properties dialog, uncheck Product
in the list.

Select Average from the Function list.

Column Removal Properties HE

B Column Removal

Flemaining dimensions

Function

Average ﬂ
=
Click OK.

In the Filter Properties dialog, click OK.

You’ve now created a filter that contains an average for the press
coverage data.
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Creating a report

»

The mostimportant item in the
Properties list is Filter Value —
this is the element which
displays the actual data.

You can now create a quick report that contains the filtered
indicator data. Quick reports work for many different parts of the
performance management model; in this case, you’ll create a

report for filters. This report can be used on any filters you create.

To create the filter report

1

6

In the shortcut bar, click Presentation Tools then Quick

Reports.

Click New Item in the report tree toolbar.

In the Quick Report Properties dialog, type the Name

Indicator Values.

Click the Design tab, then select Filter from the Object type

list.

Click Include these properties only, then make sure that
Name, Description and Filter Value are checked, and the

other options are unchecked.

¥y Quick Report Praperties

Indicator Values
General Desian |

Object type:
A -

- Properties,

" Include all propstties

& Include these propetties only

[ Obiect Type
¥ Name

¥ Description
I Modiied Time
¥ Fiter Value
[ Source

[¥ Hide propetiss with na valus

% I Repestcieate Cancel

Click OK.

You've now created a report you can run for any filter, which will
display the name, description, and actual data values.



To run the report
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You run reports directly from the item itself, either from the
pop-up menu in the tree, or from the tree toolbar.

To run the report

1
2
3

In the shortcut bar, click Data Tools then Filters.
In the tree, select Average Press Coverage.

In the toolbar, click Reports, then select Indicator Values
from the list.

B gN = &F-

T5100z Prezz Coverage

The Print Preview window for the report appears.

Click Send to Printer =/ if you want print the report, then

. b4 . .
Close Preview =1 to close the preview window.

Name

Indicator Yalues

Filter Value

Awerage Press Coverage

Region | Month value | Below Target | OnTarget | Above Target
UK 1/01 21 13 - - 40
UK 2/01 7 13 - > 40
UK 3/01 3 13 - 40
UK 4/01 31 13 - - 35
UK 5/01 17 13 - > 35
UK 601 70 13 R 33

The Managing Director can now hand out this report of the
average press coverage at his meetings.
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What’s next?

You’ve now scratched the surface of what Ten Performance
Manager can provide in the way of communication tools. You've
created user screens and linked them together, you’ve displayed
summaries of data and provided the ability to drill down into
more detailed charts and tables of data. You’ve discovered the
power of filters, splitting data and combining data; and you've
found out how to create reports.

If you’ve worked through this entire tutorial, congratulations. You
should now have an understanding of the range of features Ten
Performance Manager provides.

All that remains is to save your work one more time.
Save your work

e  From the File menu, click Save.
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Ideas for further work

Now that you’ve completed the tutorial, you have two options.
You can start creating another performance management model,
based on your own company; or if you're not ready for that, you
can carry on with the Ten Sports Car Company model.

If you decide to carry on with the TSCC model, here are some
ideas for areas you can add to the model:

e Add some more objectives
Try to fill out the rest of the objective categories.
e Create a master design for forms

You can make all the forms look like the Mission and Vision
forms using the form master diagram.

e  Add some more indicators

Two indicators aren’t enough to help run your organization
— think what other indicators TSCC might need.

e Drill down into another process

You've already drilled down into Acquire Customers — that
just leaves nine more processes.

e Add some initiatives

You haven’t had to deal with initiatives in this tutorial. Look
at the online help for information on this useful feature.

e Make the user screens more attractive

You can see that the screens you’ve created are rather
sparse. You can add titles, graphics, boxes, lines...

e Add more links to the user screens

It's always a good idea to have a lot of connectivity in your
user screens.

e Think up some more uses for filters

Filters are incredibly powerful. If you experiment with them,
you'll discover just how powerful they can be.
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Further information

Chapter 3, Further information, provides a list of books and
websites you can consult for information on performance
management itself.

The Enterprise Edition of Ten Performance Manager contains a
wealth of features not covered by this tutorial. The features are
fully covered in the online help and in the Enterprise Features
training course provided by Ten Software.

Of course, you can always contact Ten Software for any advice
on the software, including training and implementation.
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Further information

Business performance management is becoming increasingly
popular, and the amount of information available on it is growing
almost daily.

This chapter provides a short list of websites and books you may
find useful in exploring the world of business performance
management, and discovering how it can help your organization
realize its potential.

If you have any questions about Ten Performance Manager, or
about performance management in general, you can visit the Ten
website at www.tensoftware.com, or contact Ten Software at:

Ten Software

Rookery House

Rookery Lane

Stoke Bruerne
Northamptonshire NN12 7S)
United Kingdom

Tel: +44 (0)870 22 007 10
Fax: +44 (0)870 22 008 10

Email: info@tensoftware.com


http://www.tensoftware.com
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Performance management websites

Ten Software

Balanced Scorecard
Collaborative

The Balanced
Scorecard Institute

The Balanced
Scorecard Newswire

Baldrige National
Quality Program

This section contains links to websites which can provide you
with further information about performance management.

http://www.tensoftware.com

Ten Software’s website provides information about Ten
Performance Manager, the company, its partners, and the Ten
Steps Performance Framework.

http://www.bscol.com

The Balanced Scorecard Collaborative is a professional services
firm that promotes the use of the Balanced Scorecard as a value-
added management process. It was founded by the creators of the
Balanced Scorecard concept, Robert Kaplan and David Norton.

http://www.balancedscorecard.org

The Balanced Scorecard Institute is an independent, nonprofit
source of information about applications of the balanced
scorecard approach to management in government and other
nonprofit organizations.

http://www.bscnews.com

The Balanced Scorecard Newswire provides news, articles,
interviews and book reviews relating to the Balanced Scorecard.

http://www.quality.nist.gov

The Malcolm Baldrige National Quality Award is the centerpiece
of the Baldrige National Quality Program. This award, which
since 1988 has been presented annually by the President to
recognize performance excellence, focuses on an organization’s
overall performance management system. It does not certify
product or service quality. Recipients of the Award become
national role models and share their successful strategies with
other organizations.


http://www.tensoftware.com
http://www.bscol.com
http://www.balancedscorecard.org
http://www.bscnews.com
http://www.quality.nist.gov/

//

European Foundation
for Quality
Management

Foundation for
Performance
Measurement

The Benchmarking
Network

Performance
Management Platform

The BPR Online
Learning Center
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http://www.efqm.org

The European Foundation for Quality Management (EFQM) was
founded in 1988 by the presidents of 14 major European
companies, with the endorsement of the European Commission.
Its mission is to stimulate and assist organizations throughout
Europe to participate in improvement activities leading ultimately
to excellence in customer satisfaction, employee satisfaction,
impact on society and business results; and to support the
managers of European organizations in accelerating the process
of making Total Quality Management a decisive factor for
achieving global competitive advantage.

http://www.fpm.com

The Foundation for Performance Measurement is an organization
dedicated to extending the scope of enterprise information
beyond the conventional focus on internal, historic, financial,
numeric and short term data. It serves as a source of information,
as a forum for research and debate and as a link to tools and
resources for organizations interested in developing practical
new ways of measuring enterprise performance.

http://www.well.com/user/benchmar/tonhome.html

The Benchmarking Network is an organization of experienced
benchmarking specialists solely dedicated to using benchmarking
to develop value-based opportunities for corporations
worldwide. They conduct benchmarking studies, using proven
processes and systems.

http://www.p-management.com/index.htm

The Performance Management Platform provides a newsletter,
articles, and book reviews relating to performance management.

http://www.prosci.com

The BPR Online Learning Center is a resource for business
process reengineering and change management teams. The
learning center offers BPR articles from around the world, an
online tutorial series, benchmarking studies, yellow pages for BPR
resources, and information on reengineering toolkits and
document templates for project teams.


http://www.efqm.org
http://www.fpm.com
http://www.well.com/user/benchmar/tbnhome.html
http://www.p-management.com/index.htm
http://www.prosci.com/
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American Productivity
and Quality Center

1SO 9000:2000

http://www.apqc.org

The American Productivity and Quality Center is a nonprofit
organization supported by nearly 500 companies, government
organizations, and educational institutions. It has become a
world-renowned resource for process and performance
improvement for organizations of all sizes across all industries. It
provides the tools, information, expertise, and support needed to
discover and implement best practices in a variety of areas.

http://www.iso.ch/9000e/revisionstoc.htm

The ISO 9000 family of standards represents an international
consensus on good management practices with the aim of
ensuring that the organization can time and time again deliver the
product or services that meet the client’s quality requirements.
These practices have been distilled into a set of standardized
requirements for a quality management system, regardless of
what your organization does, its size, or whether it’s in the private
or public sector.

//


http://www.apqc.org/
http://www.iso.ch/9000e/revisionstoc.htm
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Performance management books

Ten Steps to
Performance
Management

The Balanced
Scorecard

The Strategy-Focused
Organization

This section contains a collection of publications which contain
further information about performance management.

This booklet outlines the Ten Steps Performance Framework, the
approach behind Ten. It provides hints and guidelines for
building an effective performance management system. The
booklet is available free of charge on request from:

Ten Steps to Performance Management
Ten Software Limited

Rookery House

Rookery Lane

Stoke Bruerne

Northamptonshire NN12 7S)

United Kingdom

ten

BEI steps to performance management

Or download it from www.tensoftware.com.
by Robert S. Kaplan, David P. Norton

The Balanced Scorecard is a management system that can
channel the energies, abilities, and specific knowledge held by
people throughout the organization toward achieving long-term
strategic goals. Kaplan and Norton demonstrate how senior
executives in industries such as banking, oil, insurance, and
retailing are using the Balanced Scorecard to guide current
performance and to target future performance.

by Robert S. Kaplan, David P. Norton

In The Strategy-Focused Organization, Robert Kaplan and David
Norton share the results of ten years of learning and research into
more than 200 companies that have implemented the Balanced
Scorecard. Drawing from more than twenty in-depth case
studies—including Mobil, CIGNA, Nova Scotia Power, and
AT&T Canada—Kaplan and Norton illustrate how Balanced
Scorecard adopters have taken their ground breaking tool to the
next level.


http://www.tensoftware.com
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Introducing
Excellence

Performance Drivers

Harvard Business
Review on Measuring
Corporate
Performance

Keeping Score

European Foundation for Quality Management

This brochure provides a brief overview of the EFQM Excellence
Model, the European Quality Award and Self-Assessment.

It is available as a free download from http://www.efgm.org.
by Nils-Goran Olve, Jan Roy, Magnus Wetter

The concept of the Balanced Scorecard, first introduced by
Kaplan and Norton in a Harvard Business Review article in 1992,
enables managers and company leaders to implement a
successful performance measurement plan which incorporates
both financial and operational concerns. It gives managers a fast,
comprehensive view of the business, allowing them to focus on
critical areas and drive the organization's strategy forward.
Today, numerous large consultancies and their large,
multinational clients are using the Balanced Scorecard as a
method of performance measurement and a performance driver.
This guide shows managers how to apply the Balanced
Scorecard, enabling them to view several areas of performance
simultaneously — a requirement in today’s complex
organizations.

Harvard Business Review Series

The volume contains a collection of articles, including three
seminal articles on the Balanced Scorecard by Kaplan and
Norton. It addresses the challenges of evaluating performance
measures and aligning your corporate strategy accordingly,
offering insights from such leading thinkers as Peter Drucker.

by Mark Graham Brown

All organizations spend thousands of hours collecting and
reading data. However, many of these hours are nothing more
than wasted time because organizations analyze the wrong
metrics — which leads to inaccurate decision making.

Keeping Score ensures that you look at the right metrics. The
author contends that metrics must focus on the past, present, and
future and be based on the needs of customers, shareholders, and
employees. Measuring everything is more damaging than
measuring nothing — pinpointing the vital few key measures is the
key to success.


http://www.efqm.org
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Software licence and limited
warranty

This is a legal contract between you and Business Integration
Technologies Limited (“BiT”). Please read it carefully. By installing and/
or using this software, you accept all the terms and conditions of this
agreement. If you do not agree to the terms of this agreement, do not use
the software. Return the entire package together with proof of purchase
within thirty days for a full refund.

GRANT OF LICENCE. BiT grants you a non-exclusive right to use this
software program (the “Software”) in accordance with the terms
contained in this Agreement. You may use the Software on a single
computer. If you have purchased a site licence, you may use the Software
on the number of computers defined by and in accordance with the site
licence.

OWNERSHIP. BiT retains the copyright, title and ownership of the Software
and the written materials. The Software is protected by United Kingdom
Copyright Law, international treaty provisions and applicable laws of the
country in which it is being used.

CorIes. You may make one copy of the Software solely for backup
purposes. You must reproduce and include the copyright notice on the
backup copy. You may not distribute copies of the Software or
accompanying written materials to others.

TRANSFER. You may not rent, lease, sublicence or lend the Software. You
may transfer the Software to another person provided (1) that the person
accepts the terms and conditions of this agreement, (2) that you transfer
the Software, all copies, updates and prior versions to the person, and (3)
that you retain no copies, including copies stored on a computer.

TERMINATION. This Agreement is effective until terminated. This
Agreement will terminate automatically without notice if you fail to
comply with any of its provisions. Upon termination, you must destroy
the written materials and all copies of the Software.
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LIMITED WARRANTY. BiT warrants the media on which the Software is
furnished to be free of defects in materials and workmanship, under
normal use, for a period of thirty days following the date of delivery to
you. In the event of defects, BiT’s sole liability shall be to (1) replace the
defective media or (2) refund the purchase price at BiT’s option. You
must return the Software to BiT or an authorized representative with your
dated invoice during the thirty-day warranty period in order to receive a
refund or replacement.

DISCLAIMER OF WARRANTIES. BIT DISCLAIMS ALL OTHER WARRANTIES,
CONDITIONS OR OTHER TERMS, EXPRESS OR IMPLIED,
INCLUDING, BUT NOT LIMITED TO, ANY IMPLIED WARRANTIES OF
SATISFACTORY QUALITY AND FITNESS FOR PARTICULAR PURPOSE,
WITH RESPECT TO THE SOFTWARE PRODUCT, AND THE
ACCOMPANYING WRITTEN MATERIALS.

OTHER WARRANTIES EXCLUDED. EXCEPT FOR ANY WARRANTY WHICH
CANNOT BE EXCLUDED OR LIMITED BY COMPULSORY LAW IN THE
UNITED KINGDOM, BIT SHALL NOT BE LIABLE FOR ANY DIRECT,
INDIRECT, CONSEQUENTIAL, EXEMPLARY, PUNITIVE OR
INCIDENTAL DAMAGES ARISING FROM ANY CAUSE EVEN IF BIT
HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. IN
NO EVENT WILL BIT BE LIABLE FOR ANY AMOUNT GREATER THAN
WHAT YOU ACTUALLY PAID FOR THE SOFTWARE. Should any other
warranties be found to exist, such warranties shall be limited in duration
to thirty days following the date you receive the Software.

GENERAL TERMS. The Software is designed and offered as a general-
purpose product, not for any user’s particular purpose. You accept that
no software product is error-free. This Agreement is governed by the laws
of England. Any claim or dispute between you and BiT or against any
agent, employee, successor or assign of BiT related to this Agreement of
the Software shall be resolved in England.

//



Index

Symbols

.ten file extension 18

A

above target 36, 43
Acrobat manuals 7
advanced sort 44

American Productivity and Quality Center
102

analyzing data 43
arranging windows 13, 57
ascending order 44
attaching documents 77
averages of data 93

axis scale 85

B

background to the tutorial 17
Balanced Scorecard 74

book 103

Collaborative 100

Institute 100

Newswire 100

reference criteria 75
Baldrige Award 74, 100
bands for target colors 37
below target 36, 43
Benchmarking Network 101

Getting Started with Ten | 107

BPR Online Learning Center 101

C

Chart Properties dialog 83, 84, 85
charts

adding 83
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scale 85

targets 85
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click mouse command 9
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colors
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conventions for using the manual 8
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Create New Model dialog 18
creating new models 18
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CSV files
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Q
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round trip 54

Row Condition dialog 89, 90

row conditions 89
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running reports 95

S

saving models 24
scale on charts 85
Select dialog 89, 90
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setting targets 36, 51
setup program 11
software licence 105
sorting data 44
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