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Summary of Responses to the CSQ Questionnaire

This report refers to 4 conditions of competitive strength. These are named below. Your responses to each CSQ question corresponded to a
condifion or came between two conditions. The table below shows all responses by competitive condition. For which questions has this group
expressed a wide spread of viewse What might be the significance?

Conditions of Competitive Strength
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Questions requiring factual answers were provided by your Chief Officer. Categories of competitive strength are described on p. 11
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Competitive Strength

Your Competitive Strength Report is an assessment of comparative competitive strength.

The comparison is with award-winning business performances sustained over a period of 10 years. These organisations, the
subjects of the research conducted by Dr. Vinod Singhal, sustained a level of business performance that exceeded those
normally associated with Excellence. They are described in this report as being Free.

Strength encompasses the capacity to out-perform, sustainability and fitness. Each of these three is a component of the
other. Strength is therefore an expression of the ability to exceed predetermined standards, the capability to withstand
traumatic events (whether internal or externally generated) and the agility and stamina associated with being fit.

As you consider the outcomes of your comparative assessment (your Competitive Strength Quotient and Category of
Competitiveness) we encourage you to think about what you might need to do to build all three aspects of your
competitive strength to achieve or go beyond Excellence.

As Dr. Singhal’s research findings make crystal clear the threats posed by the Abyss make the achievement of Excellence
(in everything you do and in the way you do it) the minimum standard necessary to realise the proven benefits that result
from this level of competitive advantage.

A brief description of the 4 conditions of competitive strength follow
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Conditions of competitive strength

The four conditions of competitive strength are defined by the academic research on which the questionnaire and quotient
are based. They provide a framework for your final conclusions, strategic decisions and subsequent actions. The descriptions
below are introductory summaries. We extend their scope and unpack their significance later in the report.

To be Free an organisation must score 95%. This will be a clear indication that the organisation has achieved and is

capable of sustaining a position beyond excellence. These organisations set the agenda for their industry or business sector

and for their competitors. They are the best of type. They are the supplier of choice and are considered to be the best
employer. Profitability is usually at least 80% greater than their industry or business sector average. They are free to choose their
path to growth and profitability. The organisation will have indicated the necessary strength-in-depth to run ahead of the Abyss.

To be Excellent overall an organisation will have scored at least 80%. They are likely to have a number of facets that have or
are moving beyond excellence to a point where they achieve the freedom to choose their agenda. These organisations will
be setting their change agenda. They will be influencing the agendas of competitors, suppliers and their distribution partners.
They wiill still be vulnerable to a sudden change of trading climate. There will still be a need to further underpin the robustness
of the organisation. They must continue to strive to stay ahead of the Abyss.

To be described as Comfortable an organisation may be doing reasonably well but still be as much as 55% weaker than the
best. The business will be able to demonstrate that they do things right and do the right things. It will be better than OK and is
likely to have worked hard to improve and manage change well. However, it will still have much to do. There is likely to be
evidence of a ‘we do our best’ culture. This creates and maintains a glass ceiling on progress towards excellence. The cost will
be seen in profit performance and the risk is so acute that the Abyss will adversely influence the agenda for the business.

An organisation that is described as Constrained may be as much as 85% weaker than the best. It will be at substantial risk
of becoming unrecognisable in the next five years in terms of size and/or market position and/or product profile. Certainly
profits will be under continuous stress. The organisation will be vulnerable to becoming seriously de-stabilised by any major shift
in trading conditions or as a result of an internal trauma. Change will represent a major challenge...too much effort, too little
progress, too long to see a result and too hard to sustain progress. The Abyss will set the agenda for the business.

Free organisations are up to 85% more able than Constrained organisations to withstand a major competitive challenge or catastrophic operational disruption

Let’s take a look at Dr. Singhal’s research
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Research foundations

The CSQ is based on exciting new research that proves that Excellence is strongly linked to
Competitive Advantage and Profitability.

Why is this research truly objective?

His research analysis has used only public published financial accounts for input data — and only published award winners for
target selection. Dr Singhal has proposed no theory or hypothesis, he is not prescribing any action to his readers. His research
is not a “justification” — it provides only a single but shatteringly compelling insight.

Excellence provides massive competitive advantage
compared to the average in any market

This is the unique contribution that Dr Singhal has made.

Dr Vinod Singhal

Let’s see how much competitive advantage he measured
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Research foundations

The CFQ is based on exciting new research that proves that Excellence is strongly linked to

Competitive Advantage and Profitability — and the difference is MASSIVE

Dr Singhal’s research delivered the following results —
These are all percentage changes in comparative results over the 5 year post award period

Measured Results Excellent Average Competitive Advantage
Operating Income 86% 43% 43%
Sales 62% 32% 30%
Return on Sales 12% 0% 12%
Return on Assets 13% 6% 7%
Total Assets 67% 37% 30%
Stock Price 114% 70% 44%

These figures are selected from just one of 5 graphs in Dr Singhal’s paper which all show the same scales of difference regardless of industry,
structure or capital intensity. His analysis also demonstrates that National Award winners, the truly and objectively Excellent outperform
Supplier Award winners by similar ratios to those by which they outperform their average peers.

This research correlates closely with other TQM effectiveness studies conducted in recent years. A study in Australia conducted by Deloitte Touche Tohmatsu and
the Australian Quality Council “Achieving Business Excellence 2000” demonstrated that organisations applying a formalised approach to business improvement
reported significant benefits. Dr. Singhal continues to research these topics and is collaborating with Leicester University in England and the Quality Council of
Scotland. These results also confirm the 1985 publication by Buzzell and Gale of the “PIMS Database” — an early statistical demonstration of the relationship
between Profitability and Excellence that, in part, inspired the work of Tom Peters and others.

What is your Comparative Competitive Strength? Do you have Competitive Advantage - or is your Competition ahead?

The downsides of failing to achieve Excellence are even greater for small to medium sized businesses than for larger corporates
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Research foundations

The research also included organisations that had suffered significant failures in the management of their business processes.
The verdict was simple: business process glitches lead to an atrophy of earnings. The extent of the damage and the length of
the recovery period increases significantly the smaller the business.

Findings included...

B Substantial and damaging drop in operating income
B 50% longer to recover than bigger businesses

B No industry sectors are immune

B Fault doesn’t matter, whether an internal or externally driven failure or glitch, the effect is the same

The causes of business process failure...

B Inadequate forecasting and planning

B Poor collaboration with business process partners
B Failure to identify and track early warning signals
B No response strategies in the event of a failure or glitch occurring

B Ineffective management processes that exclude business process partners

To what degree is your organisation at risk of these business process failures?

What is your Competitive Strength Quotient? Do you enjoy the competitive advantages of Excellence or beyond?
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Profile of Competitive Strength by Facet - Chief Officer's Assessment
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The next page provides a definitive summary of your Chief Officer’s assessment of your organisation’s competitive strength
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fo Excellent

Excellent

Excellent
fo Free

Free
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Competitive Strength Defined - Chief Officer's Assessment

C——— = Constrained C——— = Comfortable D = Excellent  e— L 11

( 15 Statements that define the Competitive Strength of CSR Example Company CsSQ )
Monitors, analyses and course-corrects to address priority performance improvements ( )
Aims and tries hard to match its competitors and succeeds but not consistently ( )
Ir%%ﬁgr?n defers much needed new products/services or foo many new product/service launches fail to gain ( )
Has a relevant organisation structure, sound procedures and processes but too often works in silos ( )
Experiences labour turnover patterns and levels no better or worse than those of comparable organisations ( )
Could withstand a catastrophic event with only temporary loss of momentum ( )
Sets an annual Capital Investment Budget, and then selects and implements priority projects ( )
Is mostly as good as its main competitor in terms of satisfying customer service demands ( )
Mainly reacts to changing conditions - tightens budgets or, in periods of upturn, makes only opportunistic gains ( )
Mostly matches the product quality, innovation, and service-standards of major players in its main markets ( )
Has taken (emergency) action to cut costs but failed to achieve budgeted profitability and/or quality suffered ( )
Creates awareness and focuses people on the need to improve, and achieves some success ( )
Mainly spends 1% and 3% of employment budgets on training and development on an ad-hoc, as needed basis ( )
Mostly matches competitors’ revenue, volume, margin and share relative to tfrends in existing markets ( )
Has not entered a new market sector or has achieved <2% measurable growth when it has done so ( )

. .

The next page displays show the assessments of all who completed the CSQ questionnaire
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Competitive Strength Profile - Assessment by All Respondents (8)

To identify your views in this display you may wish to refer to the e-mail that summarised your responses to the CSQ questionnaire
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These aspects of competitive strength are more associated with sustainability - underpinning competitive strength
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