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As the Cheshire Cat said to
Alice: “If you don’t know
where you're going, any road
will take you there.”
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Aligning Organizational and Individual Goals

Visionl Skills] Incentives Resources Action Plan| Change

Skills Incentives Resources Action Plan Confusion

Vision IncentivesResources Action Plan| Anxiety
Vision] Skills] Resoutcedction Plan Slow change
Vision! Skills] Incentives Action PlanFrustration

Visionl Skills] Incentives Resources False starts
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Evaluation Is thesystematic
collectionandanalysisof data
neededo makedecisionsa
processn which mostwell-run
programsengagdrom the outset.
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e An evaluationcanbeanimportanttool in
Improvingthequality of a programif it Is
Integratednto thefabric of the programrather
thanaddedon afterthefact.

* Programpersonnearemorelikely to usethe
resultsof anevaluatiorwhentheyplay arole
In decidingwhatto examine conductinghe
evaluationandinterpretingtheresults.
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« Manyreasongo conductevaluationssuchas:

» To determineheeffectivenessf programdor
participants;

* To documenthatprogramobjectiveshavebeenmet;

» To provideinformationaboutservicedeliverythat

will beusefulto programstaffandotheraudiences;
and

» To enableprogramstaffto makechangeshat
Improveprogrameffectiveness.
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In otherwords,evaluations
helpto fosteraccountabllity,
determinewhethemprograms
"make a difference," andgive
staff theinformationtheyneedto
Improve servicedelivery.
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e ProcessEvaluationsdescribeandassess
materialsandactivities

 Outcome Evaluations studytheimmediate
or directeffectson beneficiaries

* Impact Evaluationslook beyondthe
Immediateresultsof policies,instruction,or
servicedo identify longer-termaswell as
unintendecdeffects
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 Regardlessof the kind of evaluation,all
evaluationsusedata collectedin a systematic
manner. Thesedata may be quantitative or
gualitative.

« Successfukvaluationsoften blend quantitative
and qualitative data collection.

e The choiceof which to useshould be madewith an
understandingthat there is usually more than one
way to answerany given question.
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In otherwords,evaluations
helpto fosteraccountabllity,
determinewhethemprograms
"make a difference," andgive
staff theinformationtheyneedto
Improve servicedelivery.
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 Benchmarking is thecontinuoussearcHor
relevantbestpracticeghatleadto superior
performanceindcustomersatisfactionpy
measuringagainstandlearningfrom other
partsof sameorganizationcompetitorsor
companiegsecognizedsleaders.
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 Benchmarkingis theprocessf measuring
your operationsagainsisimilar operationgor
the purposeof improvingyour business
processeslhepurposeof benchmarkings to
Improveproductsandprocessefo bettermeet
customemeedsThelinkageof thebusiness
procesdo customemeedss critical to
effectivebenchmarking.
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Benchmarking is a powerful tool for driving
continual improvement. It delivers 3 critical
Inputs to improving quality and productivity:

e a comparisonof businessperformance versusthe
competition and the world's "Best-in-Class”

e anunderstanding of how the “Best-in-Class”
achievesuperior performancelevels

e answersto how gapscan be closedbetweenthe
organization and the “Best-in-Class”
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Benchmarking looks at bestpractices:

e Internally amongdivisions;
* Within the industry; and
 Outside the industry - “out-of-box”.
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Typesof Benchmarking
Industry Group Measurements
e "Best Practice" studies
CooperativeBenchmarking
Competitive Benchmarking
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Typesof Benchmarks:

- Internal : acomparisorof internaloperationsand
processes.

- External/Competitive: directcomparisorof company
operationgo otherorganizationso determineareador
Improvement.

- Functional/Industry/Non-competitive: comparisorof
functionsacrosshe same proadindustry,or
comparisorof similar functionswithin unrelated
Industrieso identify trendsandinnovations.
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ChangeManagement

RequiresProject managementskills
aswell asunderstandingthe behavioral
aspectof change.The overall process
usually requires three different teams
(different charters, not necessarily
different people)
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ChangeManagement

1. A NeedsAssessmenfeamto identify key customer
needsandtheir status:

* Needsthat are not being met (cost,quality,
timeliness,etc.)

* Needsthat are met better by the competition
(hiring consultants)

* Needsthat are being met but canbe
Improved.
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ChangeManagement

2. TheBenchmarking Team takesthe
NeedsAssessmentesultsto designthe
requiredbenchmarkingproject
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ChangeManagement

3. A Problem Solving Teamto takethe
actionrequiredto changethe audit
processdentifiedby theBenchmark
Team.TheProblemSolvingTeam
alsohelpsto identify newcustomer
Issuedor acontinuouschange
managemenbop.
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Key Components

e Data gathering through detailed
surveysof measuresand processes;

e |dentification of bestperformers;
and

e Site visits to the bestperformers
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The 7 main stepsof a benchmarking study are:

1. Determining which functions to benchmark,
2. |dentifying the key performancevariablesto
measure (critical succesdactors) for the business,

3. Ildentifying “BEST IN CLASS” in thosefields,
assessin@nd comparing their performance,

4, |dentifying reasonsfor performance
differences,

5. Measuring your own businessperformance,

6. Specifyingprograms and actionsto closethe

gap,and
7. Implementing and monitoring results.
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What Is ProcessBenchmarking?

A processvhichanalyzesandevaluates
themannenn which anorganizatiomperforms
Its functionsandactivities,compareshese
processefo internaland/orexternal
processesdentifiesandthenincorporates
pestpracticeso improveperformanceo gain
acompetitiveadvantage.
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The BasicBenchmarking Process

- Plan: Identify andunderstangour processes;
identify benchmarlkprocessaandindicator

- Analyze: compareyour organizatiorto the
benchmarkndicatorto identify performanceaps

- Develop:developgoalsandperformancdevels;
developclearactionplan

- Action: implementactionplan
- Review: monitorresultsandadjuststepsaccordingly
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Pitfalls of ProcessBenchmarking:
- Must prepargo performbenchmarking

- 70%oof all processmprovementnitiativesfail
dueto: lack of relevanceleadershipperseverance
andplanning.

- Typical blocksto successno buy-infrom
managemenfjo championwrongpeople
Involved,failure to considercustomertoo longor
costly.
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Benefitsof ProcessBenchmarking:

- Createdetterunderstanding@f currentprocesses
and(potentially)improvesthoseprocesses

- A preciseway to measurgyapsin performance
- Setsrealisticperformanceoalsandactionplans
- Bringsinnovativeideasandaccelerateshange
- Teambuilding tool
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 Benchmarkingis usuallypartof a
largereffort, usuallya Process
Re-engineering@r Quality Improvement
Initiative

 Benchmarkingis a tool to helpyou
Improveyour businesgrocessesiAny
businesprocestanbebenchmarked.
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Avoidtheseten benchmarkingmistakes
Mistake #1.Confusing benchmarking with
participating in a survey.
Mistake #2. Thinking there are pre-existing
"benchmarks" to befound.

Mistake #3. Forgetting about servicedelivery
and customersatisfaction.

» Mistake #4.The processistoo large and
complexto be manageable.
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Avoidtheseten benchmarkingmistakes

Mistake #5. Confusing benchmarking with
research.

Mistake #6. Misalignment.

Mistake #7.Picking a topic that is too intangible
and difficult to measure.

Mistake #8. Not establishingthe baseline.

Mistake #9. Not researchingbenchmarking
partners thoroughly.
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BENCH MARKING

Avoidtheseten benchmarkingmistakes

Mistake #10.Not having a codeof ethics
and contract agreedwith partners. Your
partnershouldbeclearaboutwhatyou are
seekingo learnfrom them,how that
Informationwill betreatedwhowill have
accesdo it andfor whatpurposest will be
used.ldeally, this shouldbeformally agreed.
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ointsto watch:

* Remembethatthe mostimportantissuesmay changewith time.

» Don'ttry to benchmarkoo manythingsto beginwith. Beginwith the
two or threehighestpriorities,thengraduallyaddothersasthefirst batch
becomegpartof your normalactivities.

» Don'twastetime benchmarkinghingsthatare'justniceto know'. Every
benchmarlshouldbe aimedatimprovingperformancen anareathat
contributego profits or customesatisfaction.

« Themorepreciselyyou definewhatyouwantto measurethemore
usefultheinformationyou gathemwill be.

» Beforeyou startcomparingwith othercompaniestestthebenchmarks
within your own organizationto makesuretheyreally work. If youare
measuringhewrongthing, or can‘tgettheinformationyou needinside
thecompanyyouwill bewastingyourtime goingoutside.
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e May-June2001:A questionnairevassentto all IP
offices, SME focal points,anda numberof
additionalnationalinstitutions.

* Onthebasisof repliessomeexperiencesvere
compiledandpublishedon SMEswebsite.

« Not a proper benchmarking exercise rathera
compilationof experiencesor "best practices" of
anumberof institutions

* "best practices" aredocumentedtrategieand
tacticsemployedoy highly admiredinstitutions.
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 Newrole of IP Offices (beyondthe registration
function)

o GovernmentSME support institutions are beginningto
Include IP in someof their activities and servicesto
SMEs

o Cooperationbetweenvarious SME support
Institutions, chambersof commerceand industry, IP
offices,SME associationsincubators, R&D Centers,
universities

« Useof newtechnologiedor the provision of services
and information to SMEs




%’. Rangeof activities mentioned

1. Awareness-raisingand Training
Activities
2. Technologicallnformation Services

3. Financial Assistance
4. CustomisedAdvisory Services

5. Assistanceon IP Exploitation
Commercialisationand/or
Technology Transfer



Awareness-raisingand Training

-Iginars,conferencesand campaignsfor entrepreneurs,

researchersjnventors and studentsin areasof technical
expertise;

* |P guides,brochuresand other information material;

» Web siteswith practical information on IP issuedor
entrepreneurs;

* Collectionand disseminationof casestudieson useof IP by
SMEs;

e Customizedtraining manualsfor enterprisesoperatingin
specificsectors(e.g. biotechnology,etc.);

« Basichelpdeskfunctions of IP officesor chambersof commerce
* Multi-media products
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* Radio and/or televisionprograms on issuesrelating to IP
and innovation;

* Integrating IP issuedn entrepreneur training programs;

e E-learning programs for entrepreneursand business
advisers/consultants;

 Proactivevisits to SMESs.

« Participation in businesdairs, contribution to business
magazinesand other promotional activities for the benefit
of SMEs
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Three stageshatwill needto betakenconsecutively
havebeenidentifiedif publicawarenesss to be
Improved:

* abench-markingxerciseo assessurrentlevelsof
awarenesandunderstandingf intellectualpropertyand
to providea baselindrom which the effectivenesef any
awarenessampaigircanbeassessed,;

e anawarenessampaigrtargetedatanygroups
specificallyidentifiedby thebenchmarkingxerciseand

e anexercisdo assestheeffectivenessf anycampaign.
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Technologicallnformation
Services

Practical workshopsfor entrepreneurson how to usepatent
databases;

Freeaccesgo IP databaseqon-line or in givenlocations);

Provision of a range of value-addedtechnologicalinformation
servicespften at discountrate for SMEs;

Establishmentof patent libraries with specializedstaff within
universities,technologyparks, businessncubators, research
centersand chambersof commerce;

Regular provision of information on recentpatentsin a given
technicalfield and/or patent maps;

Developmentof multilingual IP databasesand
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» Feereductionsfor SMEs applying for IP rights;

* Financial assistancdo SMEs applying for IP rights
domesticallyor abroad (either in the form of grants, subsidies
or favorable loans); often aspart of broader program (e.g.
export promotion program)

« Partnership betweenlP office and associationof patent
attorneysfor providing legaladviceto SMEs, either free or at
an affordable (lower) price.
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" CustomisedIP Advice

Legal and/or commercialassistancedo enterpriseson how to
managetheir IP assetsand how to developan IP strategy;

Promotion of, and legal assistanceon, the useof collective
marks, certification marks and Gls by SMEs;

Pilot projects on IP managementwith a selectedyroup of
enterprises;

Trademark searchesand/or assistancen the creation of
trademarks or other distinctive signs(e.g.collectivemarks;

IP audits (free-of-chargeor at discountedrate);

Assistancewith IP clearanceassessment§.e.
freedom-to-operate);



%’. Assistanceon IP Exploitation

Creation of database®n licensabletechnologieqe.g. virtual
marketplacesfor IP);

Toolsand/or assistancdor the valuation of IP assets:

Businesdairs of licensabletechnologiesvhere potential
licenseesand licensorsmay meet;

Advice for licensingnegotiations;

Programsto facilitate and createincentivesfor technology
transfer; and

Establishmentof technologylicensingoffices(TLOs) within
universitiesand public sectorresearchcenters.
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