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We deliver, whatever it takes.

Round Table on Achieving
strategic goals differently

Does strategy follow structure or
does structure follow strategy?



Post Office W =

We deliver, whatever it takes.

. -
*,s =
e g™

“In 2008 we reach a crossroads in the story of the
South African Post Office. Over the last few years we
have successfully navigated the turbulent waters of
loss-making and arrived at profitability. We have
patiently and systematically restructured our
governance and operational systems, and have
achieved stability.

We find ourselves in the position where
we can Ieveradge a healthy balance sheet
to pursue bold growth in both our
Infrastructure and in our products and
services. At this juncture we can start
thinking as a competitive business, and
not as a monopoly, and it is in this spirit
that we present our new threeyear
strateqy to take us into the future.”
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Motshoanetsi Lefoka
CEO
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Financial performance 2001 to 2008
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e Although turnaround was successfully achieved, the company is
reaching the proverbial 60glass ceiling

e Cost cutting has reached its plateau and growth is urgently required to
fund capital investment programs (infrastructure & technology)

€ Innovation and creativity is required to respond to the changing
environment

e Thereforeé ééé. we needed to revitalise ali

business to be more responsive to the needs of our shareholders, our
people and our customers
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e Because of the diversity of our business, our vision was difficult to interpret and measure

To be recognised among thes==pp  To be recognised among the

top 10 providers of postal leading providers of postal
and related services in the and related services in the
world world

e Our strategy is sound but execution became very difficult

No clear business model New business model
Duplication of functions in === Test business model
BUGS New high-level structure to
Unclear roles, responsibility support model

& accountability lines
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Income generating to support USO

Unique products & services in relations to each BU

Own customers but holistic view

Focused marketing

Shared services concept to be 1 mp
Preparation for possible deregulation and corporatisation

Own unique processes
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Consumer Services

The Mail Business includes both traditional mail and new e-
postal products. Focus areas will be = new addresses and better
postal code systems, increased automation, more effective
mailroom operations,

Logistics is consolidating its services to provide one seamless
service with increased international presence. The transport
services will be integrated and form a separate support unit for
Mail and Logistics.

Postbank will become a separate company in the Sapo group in the

next 3 years, All the financial functions and paFfmr.-nt products will

be aligned under this division to provide more financial services to
all South Africans.

Computer based communication s growing and for
Sapo to grow, investment in a new division focused
on providing communication products is vital,

Sapo has already many investments into properties around the
country. To maximise the usage of properties, manage the
maintenance and to guide new property investment, it makes
commercial sense to put this under one division,

Business Support
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Post Office

Roads
(Consumer
services)
Where we go to take
our offerings to
places it can be seen
and accessed

by the public
Will provide the PLATFORMS
through which customers will
ACCESS OUR SERVICES
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(Business Support)
= daily upkeep of the vehicle
will provide DAY-TO-DAY
SERVICES to keep units running

Petrol, Oil, Water and air pressure

services)

Vehicle Design
Manufacture and Build
Do the major servicing

Determine the Brand
will GUIDE AND
SUPPORT the
business Uni

Manufacturer
(Corporate
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e All principles were well defined except the processes as per business
model

€ Tender process followed and the following criteria were used for
evaluation:

€ Inclusive and transparent process

e Identifying as-is and best practices (same model irrespective

level of knowledge & complexity)

e Visually understandable

e Cost-effective

e Easy flow into high level structures

e Shortest possible time

-
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Pétanque Business Specialists

e Decision:
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Dr Michael Hammer, in his book: the Agenda, says:
€ Processes are what creates the result

e
e
e

e
e

Value is created by the entire process to deliver against a clear purpose
All activities must work together to achieve the purpose

Processes are not an end in themselves, they are inter-related to achieve
the results

Process is a requisite for repeatability
The absence of process makes organizations sluggish

€ Processes create the route to results and servicing customers
€ The long term winners will be those who master processes

e

Achieving results requires a wholehearted buy-in and execution to process

et N2POSaa SaildlofAaakKksSa (GKS aoKIG¢é
€ In a process enterprise the ratio of worker to manager is 20 ¢ 30:1
in comparison to traditional 1:10
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e VizPro® produces visually attractive, easy to follow
process maps - the “what to do” - and procedures- “the
how to” of business activities.

e VizPro® brings benefit through role player buy-in,
Improved practice and compliance.

e VizPro® is different from other process methodologies:
It brings immediate benefit; it Is easy to understand and

apply. Training and performance management are
specific outcomes.
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“We turned the discipline of organisational development
on its head,”

“We put the ‘what’ first — before the ‘whom’.

Equally important is buy-in from all role players. Clear
communication is a critical element of buy-in.

We use Visio® as our preferred VizPro® tool to do just
that: through the intelligent use of icons and Visio®
functionality, we create process maps and storyboards
that leave little room for non-transparency and unclear
communication.”
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e Reviewing the Business Model, Creating the Positioning
Map Scope, The Positioning Map and Agreeing the
critical processes that would deliver strategy

e Schedule the work sessions
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e VizPro® each of the processes:
e Started with 9, ended with 13

E,jjl.hcquire, Contract & 5ell Agency Products and Services
izlj!jE_'.F-'uasv.ear::h And Development

£:]3.0ngoing Operations - Mail, Logistics And FinServ Ops
£:]3.0ngoing Operations - Mail, Logistics And FinServ Ops 1.1
E,;lﬂﬂﬂnguing Operations - Mail, Logistics And Finserv Ops 1.2
E,jj#.[}evelﬂpm ent & Commercialization of Property
EljjS.lCcrrpurate Services

EJ]S.E Corporate Services

£:4]5.3 Corporate Services

L]5.4 Corporate Services

E,_E]Er Operations And Management Of Channels

Eljj?.l Transactional Services 1.1

%j?.l Transactional Services 1.2
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Group CEO

Governance Strategy

Regulstory | Company Fecarity Busress | Corporafe | Stradegec

R 2l Chief Business
Operations Financial Information Human Corporate

REesources Affai Support
Officer Officer Officer = Sarvices

Financial Corporate Corporate Auman Carporate Finanecs/IT/HR
Services Finance Mm'::g;‘;,'em Communication B sdministration

Mail Corporate Employee o Call
Businass Smlng ICT Unit Relations Public Affairs Centre

Costing
Logistics Orginisational Corporate Procurement
Businass p;gﬁ g development Marketing Ordering

Consumer

Services W=y

Renumeration

Tax and
Property i
Busingss Retirement

Funds
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e Approach
e Buy-in
e Project Start
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* How we apply Visio
— What must be represented ¢ we create an icon
— What must be communicated ¢ we create a storyboard

* C(lear, self explanatory icons tell the story
— Steps, in-, outputs, communication
— Roles

— Management Elements: Risks, Primary Control, Controls, Checks, M,

KPA/KPI, Escalations, Accounting Points, Quality Management, change
management

—CAYAY3IAE D2OSNY I yOSET b20GSaz v dzSN.
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VizPro® and Visio®

* Enables VizPro®tobed LIS2 LI S FNA SYR
* Provides for a minimal learning curve, easy to read

* Easyto use

* People friendly, non IT-jargon

* Easy to add symbols/icons specific to each
organisation
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Interactive, fun and high energy workshops;

All role players participate; Ownership and buy-in takes place;
Teamwork occurs whilst up-skilling staff;

Business functions are aligned & duplication eliminated;
Roles and responsibilities are clarified;

Inefficiencies and redundancies are identified and removed,

Learning & continuous improvement takes place;

e
e
e
e
e
e
e
e

Performance is defined and linked to measurement metrics.
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Level of change management e Added benefits, such as application and
Knowledge management input in other projects e.g. IT architecture,
it provides the detail required for ISO

Documented processes L : :
accreditation, it is applied to train new

Buy-in employees as the maps provide for the
Skills transfer within and between units “big picture” and the detail needed for
Understanding of interactions and induction and quick understanding of
dependencies between units roles
Elimination of Role duplication e Governance basis
A Non threatening environment that e Platform to review policies & procedures
facilitates innovative thinking and e MI consolidation & depository
participation e KPI consolidation

e Defined job profiles e Easily usable in induction & training

e Facilitates collaboration and team work. programs

For SAPO, these multiple benefits impact on successfully repositioning itself as an
employer, service provider and role player in the South African economy.



