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o~ BREEER
1R (12/13) :
53 [ &R S N =
0900-0930 Introductions and Course Overview
0930-0945 Pause
0945-1200 Identify business goals and needs
1230-1330 Lunch
1330-1500 Identify desired performance and actual performance
1500-1510 Pause
1510-1630 The Performance Gap Application exercise
% 2 R (12/14) :
53 [ | 2R e A =
0900-1200 Identify performance gap
1230-1330 Lunch
1330-1500 Determine cause of performance gap
1500-1510 Pause
1510-1630 Make recommendation for appropriate performance

improvement interventions
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0900-1030 Review of Days 1 and 2

12

1030-1045 Pause

1045-1230 Barriers to implementing TNA
1230-1330 Lunch

1330-1500 TNA Report Presentation
1500-1510 Pause

1510-1630 TNA Report Presentation and Course conclusion
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1. 4MEKRZ (Environment)

& i (Information)

& J5 (Resources)

4% & (Incentives)
2. WHEKRZ(Individual)

Hl#% (Knowledge)
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#f /7 (Motivation)
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1. fifE 38 PR AT SH &k 5 oK B H R
(Identify the presenting business needs and goals)
T 7€ 22 8H @ 1Y 75 K R H AR IRy 5] DUAT AR S1THY = {8 2% 4% 2K
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Business goals and needs

Statement of presenting issues

Description of
organization/team

Stated business needs/goals

How does the presenting

problem relate to stated

business goals?

Stakeholers | What is the role What are the Business
of each areas of Needs/G

stakeholder concern olas

2. [ fig TR HA 45 B B PR 4
(Identify the desired and actual performance)
A Y A T DL B B AR DR o B TR B AR ORI B PR 4R
0 Al HL B AR R UL SR AT 2 B Y R g X | &R

Desired and actual performance

Description of Desired Current Level of analysis
presenting state state Need information
performance (Optimal) | (Actual)
issue(s)

[] Organizational




Operational
Individual

Organizational
Operational

OoOoodd

Individual

3. JE & RE 7= (1dentify the performance gap)
& b A B A T U S ORI B PR AR > AN I B L2 E
& HERE E > WA = A RE A B AR - R IF B A
o R R A1 g 2R - B B TR R AR AT

Performance gap

Describe the performance gap Level where gap occurs

Organizational
Operational
Individual

Organizational
Operational
Individual

Organizational

Operational

ODogQooonadg

Individual

4. WEIER TR A Z A REIR A
(Determine the underlying causes or factors are for the
performance gap)
K EEPERERDERCEER B 4 HPEBEE R ER
F-HEABCEEZNIER - 8] DUH T 5189 R A& K8 B - $%
tH R R G HLRs TR IR T8 o J& it 7N RIATZR oy 38— (E T &R e
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Determine the underlying causes or factors are for the

performance gap

Performance | Possible Causes of Performance Gap Specifics
Gap
Information Resources | Consequenc
es
Knowledge Capacity Motivation
&Skills
Information Resources | Consequenc
es
Knowledge Capacity Motivation
&Skills

5. FEILER I GURE = 2 AT A J7 % (Identify the possible

solutions/interventions to close the performance gap)

LEE S B B B ERCE =R A > st E—
8 &m0 2B HAT A TR EIA G = LHLETE — @
AT EMBEMNNEIR - @B TAERBAOT:
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Identify the possible solutions to close the performance gap

Performance Recommended Resources
Gap intervention/Solutions needed

6. & H 7 8E & {THY L =73 3 (Recommend appropriate
performance improvement interventions)
g —E20 5K - Si2 st B0 8K 5 T th ey AT A ml gE 77 &
T TP~ F R~ Cy oM HEN IR 2035 A Y e R 2
(1) P=Pertinent # &1 ~ V) EAY
Bttt E T EERUE - BE -
(2) F=Feasible ATgE (Y ~ B {THY
HE U (E N EEARE DR AT M E T -
(3) R=Realistic &1y - FIRa[ {71
EOARHNERERRANEREARL GNEHE -
(4) Compatible 8 %19
RTINS ZE T EE S REMESL EHEE -
W Bh T HRAS AT

No. | List of solutions |P | F | R | C | Solutions Retained
Yes or No
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Yes or No

Yes or No

Yes or No

Yes or No

Yes or No

I~ JIRFTE RFPEHY TR KA
TR R T AR A LT

(—)

(=)

(=

HUE R o3 At (Extant data analysis)
fEHETT WS SRR Z D B - R B G HAZ — 2R
MER N BEEEHELENTCEFERESA -
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o fify 5 i T R A T
2 RE /)N 41 /18] #G 5 5w (Focus Groups)
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55 36 (Interviews)
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Worksheet: Background and Context

Statement of
presenting
opportunity or

problem

Recent history

Description of

15



organization/team

How does the
presenting
problem

related to stated

vision and goals?

(Z) EFEZ#IT
N HYFRAR S SR KRR At E AT Z 5 [E DB

TEEMITRFFTE A EHE AR THREBEIT A&

FEHZER  mikHHEEERERETH -
DIN R&EBBEGHRE B E RN KFEKRFEER
RUCRHTEATET = -

Worksheet: The Plan

Step in Model | Level of Who How Resources
Analysis (stakehold | (tools and (time,
ers) techniques) | people,mo
ney)
1. Business oOrganizational
Needs/Goal | oOperational
S olIndividual
2. Desired and | oOrganizational
Current oOperational
Performanc | olndividual
e
3.Performance | oOrganizational
Gap oOperational

16




oIndividual

4. Cause(s) of | oOrganizational
Performanc | oOperational
e Gap olndividual

5. Solutions/ oOrganizational
Intervention | oOperational
S olndividual

(=) #5340 55 ok 57 & ¥ 4 (Writing your TNA Report)

2(«

BB L EREMN R - BB ET 0

SRR Ao E > MENBTEEE ¢

w2 TR A A I B B I SRR AR AT B2 SE ik T — (o Flll R AR

1.

2.

Hi = BLfS 4 (Brief overview or introduction)

B 5 & 3| 4F 35 oK (Background information
and initial request)

EFEENEHIE (Description of desired

performance or outcome)

in the analysis)
=¥ 4 48 #2 2 [H 5 (Constraints)
aF {5 28 2R 2 45 B (findings/results)

o4 2= 51 35 B 72 % (Recommendations)

KB i & AT B $% -

17
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Brief Overvie

* We were contacted by Aircraft Cleaning
Department Manager of a leading low fare
airline, Airflow Airways.

* We were asked to develop a training program
for aircraft cleaning attendants in order to
improve their performance in inspecting,
cleaning and re-stocking the aircraft to get it
ready for the next departure within the
turnaround time allowed.

LA 4
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Background Informe

on

* Airflow Airways is one of the largest low fare
carrier with 74 aircrafts, 12 International bases
and 27 million passengers in 2004.

e The airline employs a team of 2,000 people.

* To capture the growing market, the company
has planned to purchase 100 new aircrafts,
within the next seven years.

* The airline believes that their goals of superior
customer service must involve a commitment on
pricing and punctuality.

The recent month’s customer service
statistics reports shows.

1. Customer satisfaction is lower than expected.

2. flights delays.

3. Aircraft not cleaned and/or re-stocked
properly.

Letter of complaints received by the VP.

21



Optimal Performance Actual Performance

* Flights Depart on time (OTP) <« Recent statistics indicates
that 3% of the flights were

* Aircraft must be properly delayed due to delay by

cleaned and re-stocked for cleaning crews.

the next departure

* 2% of all flights received

* The cleaning crew must be complains related to

able to complete all clean cleanliness.

tasks and security checks

established by the company

within the rapid turnaround

time allowed.

Ge

* Exceeding the turnaround time

Perform

fﬂ)

nce

(m
(m

P

* Cleaners not meeting the cleaning SOPs
* Insufficient manpower

 Additional responsibility with in the time
frame (Security checks)
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1d techniques

Extant Data__| _ Observations | __Interviews |

Monthly customer On the job Interviews of
service report observation Supervisors &
cleaning crew

(w_s
(o))

Customer complaint
letter

Information from VP
(Ops)

* Most of the data was derived from reports
and interviews

* Furthermore, there was a limited amount of
time and budget allocated to this analysis
given to the airline that has to keep the costs
down.

* No covert observations were carried.
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" Recouses | normation | Wotvation | Capaciy

Findings/Result

Decrease number of No crew leaders No extra Reduced team

cleaning crew scheduled for late compensation for capacity due to new
night shift acting as the Crew in-experience cleaning
Therefore no clear Leader crew members

direction from
leaders/supervisors

New inexperienced No extra

crew members compensation for
(Turnover Rate conducting Security
double in the past 3 Checks

years)

Proper Performance
Management
System Not In Place
(Lack Of Recognition
For Good Work )

* Recruit more cleaning crew members

* Give extra compensation for being the crew leaders and
carrying out the extra security check

* Develop a workshop for supervisors on giving effective
positive feedbacks to the cleaning crew members

— LATE NIGHT SHIFT- Create a crew leader permanent
position

— OR Proper training for the normal cleaning crew
member, taking over the Leaders position.

— US bound flights to increase the ground time.
— Flexible scheduling to match peak capacity
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