Is It Time To Reality Test Your Scorecard?



TIRED?

WORN OUT?

GIVE UP?
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= Our Agenda

. HOW DO | MAKE MY SCORECARD WORK?
Understanding the Major Pitfalls =5 Case Scenarios that Lead to
Scorecard Failure

Reaffirming Scorecard Basics — 10 Things You Can Start Doing Today tc
Get Your Scorecard on Track

Assessing Your Scorecard = Determine if Your Scorecard is Delivering
Real Value

Il. WHAT’S NEXT?
Expanding the Scorecard through Project and Risk Management —
The all new QPR 8.0

Setting My Course of Action — Turn Good Results into Downright
Success

lll. QUESTIONS & ANSWERS
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Hoﬁ AKE A

SCORECARD WORK?

/ y

SECTION ONE




aP Understanding the, Major Pitfalls

Being too operationally focused.

Opt-out leadership.

Resistance to mutual accountabilitx.

Creating the numbers not the dialog.

Do it yourself mentality.
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Business: Small Manufacturing
Company

Size: 121 employees

SCENARIOToo operationally focused Revenue: $29 million

Thissmall plantrealized its need for better focus. They adopted the scorecard as
part of their planning sessions. All went well initially, but as measures were
defined, they hadittle difficulty identifying operational measuresrheir quality
YSIF adzNka 6SNB SlaiaAte |tftA3IYySRXE odzi |
Y S| & dziiB was énissing The need to know more was reflected in plans with
projects targeted ta&x NBE a4 S| NOKZXEé aailddzRéé¢ | yR &dz

As dayto-day business issues cropped up, it was difficult to find time to work ol
balanced measures. The operational measures were immediately relevant. Tt
hard work of staying strategically focused became a luxury and the leadership
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Business: Medium Size Call Center
Employees: 210

Revenue: $100 Million

Scenaric Opt Out Leadership

Thiscall centerran its operations very smoothl\Key performance indicators were
easy to identify and incentive plans were well craftecengage team members.
As the longierm strategy developed it was clear that this company waséiter

at dissecting what it did, than stating clear outcomes

The strategic leadership teastruggled to get commitmentBom Key Leaders and
a1 SR GKS LYLX SYSy Gl A hsfeadtobleadingihgy O |
delegated

Weeks stretched into months witho_ability to gain consensus on the big picture
making it nearly impossible to sustain the scorecard efforts that were launched.
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Business: Large National Not for Profit

Employees: Approx 200/ campus

— . "‘ :
R

: ; - Revenue: $300 million
Scenario Resist Accountability 3

{Af2aX {IAft2z2aX {Af2a

Although serving patients was their mission, the mantra of thisfacprofit agency was

I O G dzbd itfmy Wagp@ CNRBY (KS Y2YSyid &a02NBOINR
Process and People] leademuld not find common measure€ach department had
their own ideas, each department had their own targets and each department refused
share responsibility for the actions of any department but their own.

The result wagive miniscorecardshat reflected departmental annual plans that had
little linkage and only minimally aligned to the organizational vision. The value they
espousedserving the patient with dignity, could not become an organizational reality
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Business: Major State University
Size: Faculty: +1,000

Students: 65,000

Scenaric Do it yourself

When you have faculty full of business development specialfsts Q& Sl aé& (2
they can build the scorecard, which is exactly what this University chose to do.

A culture of consensus and an inability to gain commitment on actionable projects
meant that many good ideas were researched, discussed and documented, BUT not
one of them made it to execution in more than 1 Y2 years.

Meetings (and more meetingdpd created a culture of consensus tleauld not act

LOiQa KFENR G2 0S | LINRPLKSG Ay @2dzN) 28y f
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Business: Multi-National Corporation
Size: 46,000 Employees

Revenue: $1.2 Billion

Scenario - Numbers Not Talk

The success of both tretrateqgic planning process and metrics identification went very
well in this multinational company Softwarewas installed that allowed for exceptional
NB LJ2 NI AdelllBGvnél yAR: LAk 6 Af AGASEa LINPOSR OSNE Y

The organization lost its momentum when the scoreda@dame a reporting system not a
communication tool Red measures were heavily challenged and people criticZatling
teams about their numbers became to practice

People found ways to avoid meeting and scorecard sessions were centered on blame ¢
justify, not course correct ionThe scorecard became a dreadesport card.
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REAFFIRMING SCORECARD BASIC:




Reaffirming Scorecard Basics

The Basic Think of the Scorecard as a mirror. The key to
effective performance management is discussion not
measurement.

The Enabler: Four Key Questions

What are you going to do between now and the next
time we meet?

What do you need from us to do it?

What must go right; what could go wrong? l_r.

-
How will we know if you are on target? I-L Ll
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Reaffirming Scorecard Basics

The Basic You must direct all attention to results not
effort.

The Enabler:

You need clearly defined results.

You need consistent communications.

You need a process that is duplicable, replicable
and scalable.

You need a collaborative approach, rl
individual effort is just not enough. I_l_ Ll
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Reaffirming Scorecard Basics

The Basic The Scorecard is a process not a program. |[f it

IS going to happen it must have an-going place to
happen.

The Enabler: Develop a strategic infrastructure
Build a simple structure that is required to deliver the scorecard.

Expect the infrastructure to distribute responsibility with an
obligation for developing bench strength.

Respect the existing hierarchy but make the r.
parallel structure highly visible. l-

LLL|
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— Reaffirming Scorecard Basics

TheBas¥¢ | 2dz OlFlyy2d RStS3FGS :
you are willing to also give away your right to approval

The EnablerLeaders must lead

Develop a chartering process that cascades across the
organization.

Senior leaders review all charters to ensure clarity of thought.

Guide and direct without usurping control. rl'l

LLL|
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Reaffirming Scorecard Basics

The Basic Shared responsibility and mutual accountability
IS set by creating joint metrics.

The Enabler

Singly focused metrics do not usually provide the desired
organizational outcomes a scorecard seeks.

aSUNAROE oy20 YIFIGSNI K2g OF f dzl ©
by a small number of people probably do not belong on an
organizational scorecard. I"I

LLL|
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1960s

How do we get
to the moon?
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Reaffirming Scorecard Basics

The Basic Get beyond catchy statements and build upon
the vision, mission and values that drive your measures.

The Enabler
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Reaffirming Scorecard Basics

The Basic Capture the realities of 2XCentury
engagement.

The Enabler

One to One rl
1
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Reaffirming Scorecard Basics

The Basicldentify one of three major strategic themes to
help align your organization.

The Enabler

Operational Excellence
Customer Intimacy

Product Development/Differentiation
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Reaffirming Scorecard Basics

The Basic The drive for perfection creates an issue of
urgency that must be addressed.

The Enabler

Slow down and let people succeed. Lock in and complete some
targets before adjusting.

Speed up and let things unfold. Define and adjust. Course
correction is better than perfection.
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PR Reaffirming Scorecard Basics

The BasicGetting people to pull together is often
perceived as counter culture. The scorecard takes the
blame for ineffective team development.

The Enabler

Direct attention to team norms and assessment.
Create shared success, not just more work.

Make sure leaders understand their performance is

scorecard performance.

I NEBFGS F awsoart aasa M amsé
that is recognized as integral to next step score I
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ASSESSING YOUR SCORECARD
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Ask yourself these 10 Questions...
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Is a Scorecard Worth the Effort?

YES... If your scorecard effort is seen as a journey.
Action Item: Capture lessons learned.

YES... If you know now where the silos are entrenched.
Action Item: Develop shared accountability and responsibility

YES... If you know the measures that are not working.

Action Item: Determine desired outcomes in the-measure

Yes... If the scorecard is seen as a management tool
Action Item: Build a leadership infrastructure.

No... If you stop too soon, with only a page of
numbers that have marginal value.
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EXT?

SECTION TWO
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EXPANDING YOUR SCORECARD
THROUGH PROJECT & RISK MANAGEMENT

= . Improve Your
«  Performance
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oP Dashboard; The Big Picture
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£ Step4: Risks ranked automatically, highest to lowest )
= Stess- Risk Dashboard B ‘m Inability to attract and retain key personnel Headqu
=5 Steps: Remember relation to KPI's ‘m Inability to react to market messages in growing markets UK FIE.
&> Step7: Risk reporting, dril down & consolidate -
& | Step7a: Risk view in more detail m Inability to react to market messages in growing markets Headquar NS s
& Stepd: Dashboard for critical risks - : : = P
o> StepBa: Risk reporting, amount of critical risks ‘m Inability to react to market messages in growing markets Australia 4.00 pts.
= 5tep: Amo:nt of critical ris:f.s details ‘]‘ie"\l‘{ o ‘m Inability to react to market messages in growing markets B2B Products pts.
| Step10: Risk reporting, analyze critical risks in detai |
--------------- Control Activities-------------- ﬁ Inability to react to market messages in growing markets Consumer Products pts. pts.
= Stepll: Create control activities to identified risks — - -
& Step12: Monitor control activities beside risks ‘m Inability to react to market messages in growing markets Switzerland pts. pts.
w] Steplla: MonitoJ’ CTZ? activities with status and deadine ﬁ Inability to react to market messages in growing markets Germany pts. pts.
Next Steps:
= | Stepl3: Next Steps ﬁ Major accdental leakage of hazardous products causingpc  Headquarters 2008 pts. pts.
‘m Mew strong competitor enters the main markets Consumer Products 2003 pts. 20 s,
£ New strong competitor enters the main markets Morway 2008 pts. 2008
ﬁ Mew strong competitor enters the main markets LK, 2008 pts. 2008
‘m Mew strong competitor enters the main markets Australia 2003 pts. 2003
£ New strong competitor enters the main markets Headquarters 2008 pts. 2008
QPR - Qual
0 Internet

Risk assessments done decentrally via QPR Portal
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QP Risk ranking

Headquarters Period: 2008 Series: Default series
Element & Scorecard < In charge & Risk = 3G Impact & Likelihood ¥  Control Activities Add Control
‘m Inability to react to market messages in growing markets  B2B Products 2008 30.00 pts. . 5.00 pts. 6.00 pts. 4 eli [Add]
= Meed for proactih
w Significant and sudden adverse exchange rate fluctuation  Finland 2008 30,00 pts, . 5.00 pts. 5.00 pts, [Add]
‘m Inability to react to market messages in growing markets  Australia 2008 16.00 pts. 4,00 pts. 4,00 pts. = Audit [Add]
= PESTLE Ananlysi:
= swot
‘m Inability to attract and retain key personnel Headquarters 2008 12.00 pts. 3.00 pts. 4,00 pts. [ Increasing press: [ Add ]
'm Significant and sudden adverse exchange rate fluctuation  Germany 2008 12.00 pts, 4.00 pts. 3.00 pts. [Add]
w Inability to react to market messages in growing markets UK 2008 10,00 pts, 5.00 pts. 2.00 pts, [Add]
‘m Destruction of significant production site by fire, explosion, Headquarters 2008 8.00 pts. 4,00 pts. 2.00 pts. q} tewst [Add]
'm Failure to find and prepare for possible hidden liabilities in & Headquarters 2008 4.00 pts, 4.00 pts. 1.00 pts. = test gustavo war [ Add]

4 4 4

Likelihoo

Locatio
Risk Accountabilit

Mitigation




Control activities by deadline

Action analysis view

5 = Header Owner = Category + Status + Deadline *
5/21/2008 =b new control activity Occupational Safety Proposed 5212008
6/16/2008 =b Riskihalintatoimenpide Occupational Safety Froposed 6/16/2003
5/5/2008 = Improve Market Research g Marketing Ocoupational Safety Proposed 7f1/2008
4/29/2008 = Marketing follow up Strategic Proposed 7f31f2008
7212008 =» swot g Marketing Strategic Proposed 8/21/2008
7/21/2008 =h SWOT @ Marketing Strategic Proposed 8/21/2008
a/4/2008 =b Audit g RMC Strategic Proposed 3/24/2003
7/24/2008 = PESTLE Ananlysis g Marketing Strateqic Froposed 3/24/2003
8/29/2008 <=b testgustavo way amadeus -| Q aleroja Ocoupational Safety Under Identification 3/29/2003
4302008 = Meed for proactive market an g RMC Strateqic Proposed 9,/30/2008
4/29/2008 = Locking contracts in certain m Financial Controlled 10/31/2008
5/12/2008 =» Supplier Standard Improveme Operational Proposed 11/1/2008
4302008 =b Competitor analysis g RMC Strateqic Identified 11/30/2008
4292008 = Quality standards that wil be g gpr Occupational Safety Froposed 112009
4292008 <=b Campaing in universities to at Q RMC Strateqic Identified 112010

Easy to review your progress in implementing risk mitigating control activities
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Risk Dashboards

& (=<
@‘\- i |§‘ http://demo. gpr.com/Scripts/gpr . dI?QPRPORTAL & *prmav ASES=tU%i4nC SogRel 2Ky &FMT =p&LAN=en%ud02c 180TM = [V] || X P
W [@QPR Portal - Risk Management & Compliance demo (R... l I | 5% - B = - |2k Page -} Tools -
Help | QPR UserNet | Settings | Logout
DPR Search

<« Hide Tree << ¥ Home  What's New

[ Manage Bookmarks ]

{51 My Bookmarks
=| 2.2.2 Purchasing (Flow Chart)
{i=1 Shared Bookmarks

RMC dem

| Starting page for RMC Solution

Stepi: Model your processes into desired level of detail
Step2: Identify risks & controls in your processes

Step3: Do risk asgessment via QPR Portal
Step4: Risks ranked automatically, highest to lowest

Step6: Remember relation to KPI's

Step7: Risk reporting, dril down & consolidate

Step7a: Risk view in more detail

Stepd: Dashboard for critical risks

Step8a: Risk reporting, amount of critical risks

Step9: Amount of critical risks details view

: Risk reporting, analyze critical risks in detal

--Control Activi

#| Step11: Create control activities to identified risks

| Step12: Monitor control activities beside risks

= | Step12a: Monitor control activities with status and deadline
Next Steps

| Stepl3: Next Steps

I My Briefings

I My Responsibilities

I My Alerts

[ <-Badk] [Print] [ Bookmark ] [ Add to Basket ] [ Actions ]

QPR

QFf Software F

[Series] [Views ] [P

® 1. strategic risks ® 2. Financial risks

w3 Operational risks

® 4. Hazard risks

(¢4 Significant and sudden
adverse exchange rate
fluctuation

Impact: 3.00 pts.
Likelihood: 5.00 pts.

New strong competitor
enters the main markets

(¢4 Inability to react to
market messages in
growing markets

Impact: 3.00 pts.
Likelihood: 6.00 pts.

@ Destruction of significant
production site by fire,
explosion, or similar

Impact: 4.00 pts. 0
Likelihood: 2.00 pts.

Shareholder claim based
on disinformation

Impact: 4.00 pts.
Likelihood: 5.00 pts.

Inability to attract and
retain key personnel

Impact: 3.00 pts.
Likelihood: 4.00 pts. 4

B Failura to find and
prepare for possible
hidden liabilities in

Major accidental leakage
of hazardous products
causing pollution/ health

eriod ]

QPR - Quality. Processes. Results

Quick and flexible to create...

William Hendricks m bill@hendric

aining.com

& Internet #, 100%



SETTING MY COURSE OF ACTION

7/ FLOODED \
¢ TURNAROUND )
N BoRY )
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QP Risk and Budget Misalignment

Risk Management Period: Default Series: Default series
Hierarchy X *£ *{ Action headers Add action =
© ¢ Risk Management 2007 10 pts. 'S [ Add ]

© [E Decision Making Risk 2008 10.96 pts. ins [ Add ] BT

@ lfi Budgeting and Planning Risk H2 / 2008 12 pts. = [ Add ]
Q R&D project failure due to poor planning H2 / 2008 16 pts. = [ Add ]
Q Budget dedisions based on incorrect information H2 / 2008 8 pts. . = [ Add ]
© (g Strategy Alignment Risk 2008 12 pts. ') [ Add ]
Q Budgets not aligned with strategic decisions 2008 7.75 pts. . 4 [ Add ]
ﬁ R&D activities not aligned with strategy H2 / 2008 20.24 pts. . 'S tj R&D ~ Strategy alignment: Need for improved control [ Add ]
Q Ineffective marketing investments due to misalignment with strategy 2008 9.92 pts. ine [ Add ]
ﬁ Accounting Information Risk [ Add ]
& [ Contract Commitment Risk annR 2 2N dh O T Add 1 |
Q Budgets not aligned with strategic decisions gypi ; sgk 1'3055633‘3'110'23‘0“9 4
Budgets that are not aligned with the str ategy of the organization will jeopardize the organizations ability to achieve to goals it has set. s =
Graph MiGraph Settings  [MiGraph Layout | 2!
Budgets not aligned with strategic decisions
24,00 -
22,00 (TR R S A S
10,00 15,00
X y 20,00 -
18,00 |
16,00 - ‘
5,00 20,00 A -
g14,00
12,00 -
10,00 ‘
8,00 :
0,00 25,00 seo{l B § Rissmiaiean nessesseessessdacessessess
7275pts. o 4o P
Budgets not aligned with strategic decisions 4,00
(Risk Score, 2008) 200 PRt |
0,00 - : ' . . » i
2005 2006 2007 2008 2009 2010

Quick properties | All properties Graph | Values | Sub-elements

ricks m bill@hendri




QP Risk and Strategy Misalighment

Risk Management Period: Default Series: Default series
Hierarchy £ E *£ *¢ Action headers Add action &
© ¢ Risk Management 2007 10 pts. 4 [ Add ]

© (G Dedision Making Risk 2008 10.96 pts. 4 [ Add ] -

S) [fj Budgeting and Planning Risk H2 / 2008 12 pts. = [ Add ]
Q R&D project failure due to poor planning H2 / 2008 16 pts. = [ Add ]
#)\ Budget decisions based on incorrect information H2 / 2008 8 pts. ® = [ Add ]
© (g Strategy Alignment Risk 2008 12 pts. a4 [ Add ]
@)\ Budgets not aligned with strategic decisions 2008 7.75 pts. ® 4 [ Add ]
#)\ RED activities not aligned with strategy H2/200820.24pts. @@ B Q) RaD ~ Strateqy alignment: Need for improved control [ Add ]
Q Ineffective marketing investments due to misalignment with strategy 2008 9.92 pts. 34 [ Add ]
[Ex Accounting Information Risk [ Add ] e
lﬁ Strategy Alignment Risk Type Risk Subcategory >z
Failure to align business process objecti ves and performance measures with enterpr ise-wide and/or operating unit objectives Symbol MEA2036719811
and strategies may result in conflicting , uncoordinated activities throughout the firm.
Graph MGraph Settings  [MiGraphLayout | 2!
Strategy Alignment Risk
24
22
2 4
18
16 -
g‘m
E"‘ 12 3
by 10 =
£ s
¥
£ 6
sl
2
o = -
2005 2006 2007 2008 2009 2010
B Low [ Medium [ High B Rk Score
2 3
Impact (1-5)

i<

Quick properties | All properties Graph | Values | Sub-elements




=

Dentorex Group Processes

Control Name 2
P1

P10

P11

P12

o
)
o

P32
Quick properties

All properties

Risk and Project Disciplines

Related Risk ¢

'a Purchasing Fraud

!& Reputation risk due to supplier illegal behavior

!A Reputation risk due to supplier illegal behavior

!A Poor supplier performance due to improper targets
!A Loss of effidency due to supplier performance
Improper invoicing by suppliers

Purchasing Fraud

Improper payments to suppliers

porting of incorrect finandals

b
b
N
b
b
!A eporting of incorrect finandals
N

Re

Reporting of incorrect financials
R

Una

uthorized Purchases

!A Reporting of incorrect financials

Financing decision based on incorrect information
Financing decision based on incorrect information
Mismatch between financing need and request
Mismatch between financing need and request
Loan payment default

Loan payment default

Improper sales invoicing

Late or incorrect payments by customers

Late or incorrect payments by customers

Supplier Malpractice

E- 5 & 5 F T

Reporting of incorrect finandals

1A Reporting of incorrect finandals

'. Rudant darsiciana bacad anincorract infaemation

Recent Actions

© Dr. William Hendricks m bill@hendrickstraining.com

Process Levels Flows Notes

Test date ¢
15.7.2008
8.9.2008
25.7.2008
14.8.2008
30.6.2008
28.8.2008
20.10.2008
8.9.2008
3.6.2008
12.6.2008
20.6.2008
6.8.2008

27.6.2008
25.7.2008
31.7.2008
7.10.2008
14.8.2008
6.10.2008
6.10,2008
15.4.2008
14.5.2008
1.10.2008
14.10.2008
6.10.2008
23.9.2008

17 £ 02

Test outcome £
Passed
Passed
Passed
Passed
Passed
Passed
Passed
Passed
Passed
Passed
Passed

Passed

Passed
Failed

Passed
Passed
Passed
Failed

Passed
Passed
Passed
Passed
Passed
Passed

Passed

Nanaad

Owner £

ﬂﬂ Inventory Manager

@ ceo

ﬂ Purchasing Director
iﬂ Purchasing Manager
) Purchasing Manager
ﬂ Purchasing Director

&l cro

ﬂ Financial Accounting Manager

i cro
8 ceo

) Purchasing Director

{8 Board of directors
E Financing Manager
& cro

& cro

@ ceo

& cro

ﬂ General Management

ﬂ Invoidng Manager

ﬂ Inventory Manager
ﬂ Invoicing Manager

ﬂ Invoicing Manager
m Fal =

Process levels {

QD purchase materials
('} Supplier selection
= Supplier selection
D evaluate suppliers
D Evaluate suppliers
O Accounts Payable
(3 Accounts Payable
(3 Accounts Payable
D Finandial Accounting
D Finandal Accounting
(S Financial Accounting

(Q Accounts Payable
(D Purchase materials

Q) Finandial Accounting
('} Financing

2 Financing

=2 Financing

(| Financing

(o'} Financing

(| Financing

[ Invoicing

('] Invoicing

(I Invoicing

(D Purchase materials
=2 Invoicing

2 Invoicing

[ Rudaating

P’[(




QP Risk Participation Process Flow

Help | QPR UserNet | Settings | Logout

My Contents

Home Wh ty Br
& Manage Bookmarks (&) Print y Bookmark  # Add toBasket  [[Z] Actions & GraphSettings § Up @) Views & Show Detailg
Home 44 Accounts Payable - Dentorex Group Processes / Financial Management
k- A~
© & My Bookmarks -
----- Scorecards ——
] Dentorex Group World Unauthorized Improperinvoicing Purchasing Fraud Improper payments
®] Dentorex Group Scorecard View Risks Purchases by suppliers to suppliers

#| Europe Sales Office Scorecard View
] US West Coast

=] Dentorex Group Navigator view
----- Strategy Maps —- End
= | Asia Sales Office Strategy Map

®| Strategy Map Template Supplier
----- Analysis Views ——-

= | Dentorex Group Profitability Performance

=] Dentorex Group 12 previous periods performance Purchase invoice
----- Measures ——-

= Group Stock-outs Measure

----- Process Maps —- Purchasing
=] Dentorex Group Processes Manager
----- Risk Management -

#] Document processes to fadlitate risk identification

®| Process with related risks G
| Risk detail view

=] Risks exported to assessment and monitoring system

= Risks structured into risk cateqories Pur_dlasing
®| Risk prepared for online assessment Director

= Risk metric detail Risks structured into risk categoriesl

| Risk heatmap by category
#] Risk ranking (urgent to low)
®| Risks ranked (high-level risks only)

= | Risk overview by category Accounts L
#] Risks and controls documented on process map Payable

#| Identified controls by process Assistant

®| Control detail view

=] Control metric detail &) ,\Bank payment o

®| Controls ranked by test outcome
| Risk & Control overview with actions
=] Risk & Control Dashboard
© @ Shared Bookmarks
%] Ministry Scorecard View Chief Financial
®] Local Office A3 Analysis View Officer
B | Service Availability Measure
#| Government Processes
| Dentorex Group Strategy Map i
Quick properties | All properties | Recent Actions | Organization Items | Processlevels | Flows | Process Steps

IR
<

44
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QUESTIONS & ANSWERS

“‘

) ’
SECTION THREE
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Dr. William (Bill) Hendricks
(800) 692 -3324

Skype: dr.william.hendricks

Bill@hendrickstraining.com

www.hendricksresources.com

Maija Erkheikki
(510) 455 -4475

maija.erkheikki@agpr.com

WWW.gpr.com

© Dr. William Hendricks m bill@hendrickstraining.com


mailto:Bill@hendrickstraining.com
mailto:matti.erkheikki@qpr.com
http://images.google.com/imgres?imgurl=http://diack.co.uk/fitaloon/wp-content/uploads/2009/06/email.jpg&imgrefurl=http://diack.co.uk/fitaloon/contact-me/&usg=__4FAY4YrhBftG3GStT3-1VKixO10=&h=336&w=311&sz=55&hl=en&start=3&um=1&tbnid=C7cd_IWyjTwfxM:&tbnh=119&tbnw=110&prev=/images?q=contact+me&hl=en&rlz=1T4GGLL_enUS339US339&sa=N&um=1

