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CONTROLS (KPI/IQR)

PROCESS PROCESS Inputs Outputs 

Coach/Resources 

The Inputs of a process are the things that are transformed by the process in to the end product or 
service required by the customer of the process.
Inputs can be tangible, e.g. written data, or intangible, e.g. verbal requests.

The Outputs of a process can be products or services and should conform to the specifications 
agreed in advance with the recipient, i.e., with the customer, internal or external.
Outputs can also be tangible, e.g. product, or intangible, e.g. advice.

Process controls may be imposed either externally  or internally, e.g. customer specifications, 
legislative requirements and copyright laws are all externally imposed, whereas internal quality checks 
and organisational procedures are derived from within the organisation.

Process Resources are all the things that a process must routinely have to be able to convert
the inputs into outputs. Resources may be tangible,  e.g., people a PC, software, or intangibles, e.g.,
skills and experience.
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THE KEY ROLES OF PROCESS MANAGEMENT

Effective process management requires 4 key roles:
• The process sponsor/coach
• The process owner 
• The process manager 
• The process worker

The Process Sponsor is the person who provides direction and ensures that there is sufficient resource  
available to improve a process. He or she is normally at a senior level in an organisation.

The process Manager works inside the process and  is responsible for discrete parts of it. He or she ensures
day-to-day production performance, directly manages process workers and supplier relationships and 
provides the process owner with metrics, reports and improvement ideas.

The Process Owner usually sits outside the process and is directly and personally accountable for the end-
to-end process. He or she is the final  arbiter for the process and should drive any process improvement 
initiatives and activities.

The process Worker works inside the process with  responsibility for specific delivery to agreed 
standards.  He or she may manage small teams of less experienced  workers and provide  the process 
manager with metrics, reports and improvement ideas.
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VALUE ADDED PROCESSES:
KEY PEOPLE

PROCESS
OWNER MKT / R & D. LOGIST/MANUF SHIPP/ SERVICE

CUSTOMER
REQUIREM.

CUSTOMER
FEED-BACK

Customer satisfaction

PROCESS MANAGERS

PROC.
SPONSOR

PROC.
SPONSOR

PROC.
SPONSOR
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SALES R & D    OPERATIONS CUSTOMER
DEMAND

CUSTOMER 
SATISFACTION 

FINANCIAL/CONTROLLING

INFORMATION TECHNOLOGY

QUALITY/ENVIRONMENT/SAFETY 

PGQ 018 fase 1-2-3-4 PGQ 018 - fase  5

VISION 2000 IN ZF PADOVA:
PROCESS ORGANIZATION PGQ 018 - fase 6

FEEDBACK

HUMAN RESOURCES 
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ZF PADOVA: PROCESSES vs. DEPARTMENTS 

DIREZIONE GENERALE
____________________________________

 HEIL R.

DIR. TECNICO
COMMERCIALE

TRASMISSIONI MARINE
____________________

 HEIL R.

DIR. LOGISTICA
PIANIFICAZOINE

___________________
CECOLIN F.

DIR. PROGETTAZIONE
E  PROVE

_______________________
PASETTO F.

FINANZA E CONTROLLO
________________________

 MUGLER E.

DG

DIR. DI PRODUZIONE
__________________

PINTON G.

DIREZIONE
RISORSE UMANE
________________

BURATTO P. MARKETING
__          ____________

 HERRING P.
    MAZZON G.

BETTIO E.
JAFFKE T.

MKT

DTC
S

UTP DP DQ

SEGRETERIA
___________

GRISON L.

SEG

DIR. TECNICO
COMMERCIALE

TRASMISSIONI SPECIALI
_______________________

 GIURIATI A.

DTCM

DIR. QUALITA'
___________________

CECOLIN  F.

DL

DA

DTCP

DIR. TECNICO COMM.LE
SISTEMI DI

PROPULSIONE
____________________

 JACQUEMOND  S.

REQUISITI
DEL

CLIENTE

HR

SODDISFAZIONE
DEL

CLIENTE

VENDITE OPERAZIONI
SVILUPPO

NUOVI
PRODOTTI

PROCESS OWNER
____________________

CANELLO S.
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VISION 2000 IN ZF PADOVA PROCESS MANAGEMENT: 
SEQUENTIAL DEVELOPMENT WITH REFERENCE TO IQR

MKT

VEN 

PREV.
VEN

PREV.
NUOVI 
PROD.

SGO SATSPEDMONT
QU   

ACQ
QE 

FAB 
QP OEM

SSO

CUSTOMER  

UTP RES LOG UTO FAB

PROCESS OWNER

PGQ 018 - FASE
MARINO TERRESTRE

1-2-3-4 CANELLO FRIGO
5 NALESSO PERUGIA
6 ZANARDI ZANARDI

CUSTOMER 
CARE

PGQ 018 - fase 5

UTO GDT PIAN 
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IQR SYSTEM: GLOBAL KPI’s AND HIERARCHY 

Marketing 
& Sales

New product 
development

Logistic & 
Manufacturing

Feedback & 
After Sales

Accounting

Informations management

Human resources management

Quality & Environment

Pr
oc

es
si

 d
i s

up
po

rto

IQR WW: PRICES/COSTS /RATING POWER 
IQR XX: TIME FOR TECHNICAL SPEC. SETTING
IQR YY: SALES VOLUME/ RATING POWER  

IQR 36: TIME TO 
MARKET OF NEW 
PRODUCTS 

IQR 33: LEAD TIME FOR PRODUCT TYPE 
IQR 63: SUPPLIERS VENDOR RATING 

IQR 49: WARRANTY
IQR PPM/0 hr

IQR 76- TURN OVER 
IQR 77-MARGIN

IQR ZZ: TIME REQUESTED FOR 
INFORMATION SYSTEM SETTING

IQR 89: ABSENTEISM
IQR 32: TRAINING INVESTEMENT

BENCHAMARKING 

WITH COMPETITORS 

BENCHMARKINGWITH 

OTHER ZF PLANTS

IQR 53: QUALITY COSTS

IQR Champions Management

Process Improvement
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KPI/IQR: TWO LEVELS RELATIONSHIP

Global Index   After Sales

QUALITY :         
IQR 1 

DELIVERY :        
IQR 33 R

COST :           
IQR 49           

Global Index   Shipping

QUALITY :         
IQR 61 

DELIVERY :        
.

COST :           
W               

Global Index   Engineering

QUALITY :         
. 

DELIVERY  :       
.

COST :           
.                

Global Index Logistic

QUALITY :         
. 

DELIVERY :        
IQR 33 M e T

COST :           
.                

Global Index      Sales - MKTG

QUALITY :         
IQR 1 

DELIVERY :        
IQR 93

COST :           

Global Index   Research & Development

Global Index   Purchasing

QUALITY :         
IQR 19 

COST :           
IQR 15           

IQR 50 , 51 e 52

IQR 70.1 , 70.2 E 
70.3

QUALITY :         
. 

DELIVERY :        
IQR 36           

COST :           
.                

IQR actives IQR In process

Global Index   Manufacturing

Global Index   Assembly

DELIVERY :        
IQR 38

COST :           
IQR 67 M          

QUALITY :         
IQR 9 

DELIVERY :        
IQR 14

QUALITY :         
IQR 22 

DELIVERY :        
IQR 96

COST :           
IQR 67 F          

IQR 12 , IQR 13

IQR 34 , 35 e 95

IQR 21 , IQR 39 IQR 50 , 51 e 52
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KPI/IQR: GRAPHICAL RELATIONSHIP
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KPI/IQR: GRAPHICAL RELATIONSHIP
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