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QP 1. Teknosa Company

TEKNOGEY)) is founded in year 2000.

Sabancé Hol ding Comp
Holding with a consolidated turnover of
~ 15 Billion USD.

+3.000 employees
Brands:

i selling electronic products
I 900 million $ sales revenue

i selling heating and air condition products

i 90 million $ sales revenue m ANCIHOLDING
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QP 1. Teknosa Company

TEKNOGL)
I
\ v

Retailing Distributor Group

More than 200 stores in 58 cities Over 200 dealers and 500 services

Main Product Groups

Refrigerators Combination
Reqisters Boiler

© QPR Software Plc



QP 1. Teknosa Company

Teknosa sales revenue grew 3.3 times from 2004 to 2008.
(Average 37% per year)

Teknosa stores network grew rapidly in the last 4 years.

258
205

96

56

2004 2005 2006 2007 2008 budget
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QP 1. Teknosa Company

Organization

General

Manager

Vice Prekidents

Human Information Quiality Internal

Resources Systems Development Audit

Work for both brands
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QP 2. Quality Management at Teknosa

2.1. Drivers for Quality Management

2.2. Quality Management Standards

2.3. Scope of the Quality Management

2.4. ApproachesTaken for Doing Quality Management
2.5. Involvement

2.6. Technology Solutions

2.7. Typical Challenges

2.8. Results Achieved
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QP 2.1. Drivers for Quality Management

Rapid growth:

I 5 stores in the year 2000

I Today, more than 225 stores in 58 cities (72% of all cities in Turkey)
I Total market size is 5 milllion Euro

I The market is growing 5% per year.

International competitors coming to Turkey
(Mediamarkt, Electroworld, Darty, BestBuy)

Establishing standardization in all the stores in a wide
geographical area

Measuring and monitoring performance
Making continuous improvements

Achieving operational excellence

8
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2.2. Quality Management Standards

Principles of Quality Management:

1.

Customer Focused Organisation

2. Leadership

® N o 0w

Involvement of People

Process Approach

System Approach to Management
Continuous Improvement

Factual Approach to Decision Making
Mutually Beneficial Supplier Relationships
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QP 2.3. Scope of the Quality Management
Scope of ISO 9001:2000 Certificate for Teknosa

Sales
Management

Sales in Internet/Telephone Corporate

Teknosa Stores Sales Sales

After Sales Services

Management of marketing, supply and sales activities, sales
channels and after sales services of all Teknosa stores operating in
Turkey and alternative sales channels (internet, telephone,
corporate sales), conducting sales and after sales servicesin stores
and in alternative sales channels. B oy 10
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Scope of 1 SO 9001: 2000

Sales
Management

After Sales Services
Management

I msa CI i Dealer and Wholesaler
Centers Channel

Management of marketing, supply and sales activities, sales channels
and after sales services of heating, cooling products, refrigerators and
cash registers by Kklimsa cl i mat
dealer and wholesaler channel and corporate sales channels.
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2.3. Scope of the Quality Management

Certi

f

150 9001:2000
FS 526016

e |
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P 2.4. Approaches Taken for Doing Quality
Management

Quality Focused Employee
Documentation Management
Process Management
Strategy Management
Balanced Scorecard

6 Sigma Methodology

12
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o= 2.5.Involvement
Quality Focused Employee

The key personel are taken nl S
Traini ngo, teknoliter me d

Every store manager and one employee from each department in
the headquarter are Teknolite members.

Now, total number of Teknolite is 326. In other words, one of 10
employees in Teknosa is Teknolite.

iklim s A
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= 2.5.Involvement . -
Documentation Management e-180fto000

Kalite Yonetim Yazilimi

Selection of documentation management software: E-isoft
Training of Teknolite about the use of the program in detalil.
Carrying all documents (procedures, forms) into the software

Today, each employee can access program with his/her personnel
number.

Tasks (reading, giving opinion) are e-mailed to the employees
after a document is created or revized.

Corrective actions are reported and followed on software.
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© QPR Software Plc



—= 2.5. Involvement Q-P-R

Process Management

kurumsal performans yonetimi

Selection of Process Management Software: QPR Process Guide
Selection of Consulting Firm: Ironman Consulting.

Defining and Mapping Teknosa processes

I Teknosa general process map was formed by top management with a
two-days workshop.

I Employees in charce of the process were attended from different
departments in workshops.
I 140 processes were mapped.
T 131 employees were attended.
T 113 workshops were organized.

I The project finished in 4 months.

15
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http://www.qpr.com/index.html

= 2.5. Involvement
Process Management

Process Charts: Today: 6 Main, 7 Support and 190 Sub Processes

P1.Market &
Customer
Analysis

Bl.Market &
Customer
Analysis

P6.After Sales
Customer
SEIY N

P2.Strategy

Development P5.Sales

P4.Marketing

B6.After Sales
Customer
Services

B2.Strategy
Development

B3.Supply

Chain B4.Marketing

T1.Anance Management

T2.Human Resources Management

T3.Information Systems Management

T4.Quality Development Management

T5.Internal Audit

T6.Internal Sourcing

T7.Administrative Affairs

=
(o))
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o= 2.5. Involvement
Process Management

Integration of E -isoft Documentation software and QPR Process
Guide.

I Facilitates users to reach the quality documentation over process
charts.

Top management review and approval of processes
Training of personel about QPR portal

Viewing of processes over QPR portal
I Top management can view all processes.

I Teknolite members and department managers can only view processes
related to their departments.

As of Today
I 3 Process Guide Designer licenses
I 47 Comminicator Users ( Total # of licences is 50 )

I 333 View Users for processes, 232 in stores, 101 in headquarters

(Total # of licences is 400)
17
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= 2.5. Involvement
Process Management

Updating processes

I Teknolite or the department manager informs the Quality
Development Department about the changes.

i 494 revisions in 193 processes. (
250 -
193 193
2004 177 190 460
B Number of Processes
150 -
O Number of Revized
100 - Processes
50 A
O .
Sep 2007 Apr 2008 Sep 2008
%56 %95 %100
of the processes is revized. 18
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o= 2.5. Involvement
Strategy Management

Planning strategy for the coming 3 years (X+3)
Strategy workshop organized every year

Attendance of :
I Board Member

I General Manager

I Vice Presidents

I Managers reported directly to vice presidents

Formulating strategy during one day workshop

Discussed Topics:

I General industry situation

I Teknosa situation

I SWOT analysis

I Industry scenarios

I New business opportunities

19

© QPR Software Plc



apP 2.5. Involvement QPR

Balanced Scorecard

kurumsal performans yonetimi

Selection of Balanced Scorecard Software: QPR Balanced Scorecard
Selection of Consulting Firm: Ironman Consulting

Drawing Teknosa strategy map with top management

Determining critical KPIs related to each strategy

Three scorecards are formed:

i one for TEKNOGYY m as a roof,

I and the others for nds

respectively.

20
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= 2.5. Involvement
Balanced Scorecard

&4

TEKN n m fTal(msa Kurum ({]}

Karnesi

M M M‘I‘i Operasyonel M T4. Calisan ve
Miikemmellik Gelisim

B3. Operasyonel # B4. Cahsan ve
Miikemmellik Geligim
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2.5. Involvement
Balanced Scorecard

Strategic Objectives and Indicators

In Teknosa BSC Mode

reon | (EEER
# of
Strategic 17 17 10
Objectives
f
ﬁwgicators 35 50 29
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o= 2.5. Involvement
Balanced Scorecard

Top management review and approval of KPIs.
Each KPI was assigned to vice presidents as responsible.
Data responsible employee from each deparment were defined.

Training about QPR portalT Scorecards.

i Top managementi One to one training

I Managersi Group training

I Data Responsiblesi Group training

Data entry into the scorecards:

i Data responsibles enter the data for KPI till 15th of every month.
I Data entry date are reminded by e-mail alert.

i Financial data integration is done over Excel files.

I Ratio of manuel input is 62% now.

23
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o= 2.5. Involvement
Balanced Scorecard

Viewing of scorecards over QPR portal by personnel

Viewer Authorization

AHead of Board

AGeneral Manager | Can access all scorecards and KPIs.

AVice Presidents

AManagers Can access the scorecards and KPlIs that
ATeknolite are only related to his/her department.
As of Today

I 3 ScoreCard Designer licenses
I 47 Communicator users (Total # of licences is 50)

I 62 Viwer for scorecards (Total # of licences is 400)
24
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2.5. Involvement
Balanced Scorecard

QP
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= 2.5. Involvement
Balanced Scorecard

Periodic review and reporting

I After monthly data entry is completed, yearly performance of the KPIs *
are prepared over QPR portal.

Perakende Karnesi Didnem; TUmd igin en son Seriler: Varsayilan serile
Hiyerarsi Dinem % Oca ~ Sub < Mar < Nis% May & Haz ¥ Tem % Agu~ EylC EkiT Kas < Ara ¥ Sorumlu
= & Perakende Karnesi Ay . Mehmet, Mane
i gy P 1. Finansal Ay . . . . . . . Mehmet, Mane
=i gy P2 Miisteri Ay o o Mehmet. Nane
= 0@ P2. 1, Musteri Hizmetlerini Etkinlestir Ay . . . . . . . . . . . . Kadircan.Erkiralp
\ P2.1.1. Sikayet Qrani Ay . . . . . . . . . . . . Kadircan.Erkiralp
i \ P2.1.2. Iade Cran Ay . . . . . . . . . . . Mehmet, Mane
\ P2.1.3. Sikayet Cozlum Sdresi Ay . . . . . . . . . . . Kadircan.Erkiralp
’ P2.1.4. Cagrilarn Karslanma Crani Glin . . . . . . . . . . . Kadircan.Erkiralp
’ P2.1.5. Zamaninda Karsilanan Cagn Crani Glin . . . . . . . Kadircan.Erkiralp
e 0@ P2.2. Pazar Payini Arthr 2 Ayhk . . . . Kadircan.Erkiralp
i 0@ P2.3. Rekabetd Kosullarla Uriin ve Hizmet Sun Ay . . Bulent.inel
i 0@ P2.4, Sorekli Buyimeyi Sadla Ceyrek . . . . . . . . . . . . Bulent. Gurcan
i 0@ P2.5, Musteri Devamlidgin Sadla Ay . . . . . Kadircan.Erkiralp
i P3. Operasyonel Mikemmelik Ay . Mehmet, Mane
i iy P4. Calisan ve Gelisim Ay . . . Mehmet.Mane
(*) All data in the presentation are not actual. 26
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= 2.5. Involvement
Balanced Scorecard

Low Performance Indicators Report
I Reported to General Manager every month.
i Only low (Red) performance indicators are listed for each scorecard.

i The frequency of fAred i1 ndicatorso thr
reported from highest frequency to lowest.

I General Manager takes monthly reviews for low indicators with Vice Presidents.

PERAKENDE KURUM KARMESI KRITIK PARAMETRELER TABLOSU - MAYIS'08
007 2008 Klrmlzl
- Oldudgu
TEKND S A Donem - Sorumlu
May Haz Tem Agu Eyl Eki Kas Ara;Oca jub Mar Nis May Donem
Sayisi
P4.2.2 Zamaninda Kapanan DGFI Oram Ay . . . . . . . . . 4 Billent Giircan
P4£.1.3.1 Kigi Bagina Egitim Saati Ay . . . . . . . . . . . . 3 Aszena Yalnz
P3.1.2. Dagtim Giderleri Ay & $ 1 Bilent inel
P2.1.2.1.1. Majazacik Anza Nedeniyle lade Oram | Ay o & & O $ o $ 1 Bilent inel

27
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= 2.5. Involvement
Balanced Scorecard

Action Plans
I An action plan is initiated for each low performing indicator.

B2.1.1.3. Buzdolabi Sikayet Orani (Bayi Grubu Karnesi) 1/2008: 0,84 %

Tarim : Uriin Bazh Son Kullaro Sikayetleri Sorumlu; Kemal,Yaman
=ormil : {Son bir yilda gelen sikayet sayisi /Son bir yildaki satis adedi)*100

Veri Kaynadl :Misteri Hizmetleri Sikayvet Raporlan

Grafik [ Grafik Ayarlan ]

B2.1.1.3. Buzdolalm Sikayet Oram

CEE [ orka [ ivi I ok v M Gerceklesen |

Son Aksiyonlar [ -> Aksivonlar - 1/ 2003 ] Q U a.I I ty

Tip Usthilgi
[ Buzdolabi sikayet orani Eylil Performansi Umit. Oz D e p art m e n t
B temmuz ay buzdolabi sikayet orarinin yiksekliginin sebebi Moyan.Unalan S t arts an aCt I 0 n
EA RE: temmuz ayi buzdolabi sikayet oraminin yiksekliginin sebebi Kemal,Yaman
[ RE:RE: RE: Buzdolabi sikayet orani Eylil Performans: Kemal. Yaman p I an fO r red
[3e RE: RE: Buzdolabi sikayet oram Evlil Performans: Senem.Kutuat K P I
S.
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o= 2.5. Involvement
6 Sigma Projects

Selection of 6 Sigma Projects

6 sigma project selection criteria:
I Strategy compatibility

I VOC (Voice of Customers)

I Low performance KPIs

KPI Owners demand 6 sigma projects for KPIs
deviating from the target and becoming red for a long
term.

Nearly half of 6 sigma projects were selected from
these KPIs on scorecards.

SlXSlgma|@Q .



o= 2.5. Involvement
6 Sigma Projects ©

SixSigma ‘ S'A)

6 sigma projects done in 2008:
I 9 projects, ~ 2,5 Million USD gain in total.

6 sigma projects related low KPIs in 2008:

6 Sigma Projects KPI
Decreasing the amount of unsold products in stores Inventory turnover rate
Decreasing employee turnover rate Employee turnover rate
Increasing the store sales/m2 Store sal es/ m]
Decreasing customer complaints of air-conditioner Rate of air-conditioner complaints
Decreasing the damage rate of refrigerators Rate of damaged products in Iklimsa

30
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QP 2.6. Technology Solutions

- -1 0000
Documentation Management Software e-kﬁgﬁ{wﬁﬁpd
Process Management Software (Q PR

Balanced Scorecard Software QP R

Statistical Software for 6 Sigma Projects Mlllllall >,

31
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2.7. Typical Challenges

- Challenge #1 :  Applying quality management system and ensuring
standardization in all Teknosa stores in a wide geographical area.

ul Solution #1:
I Training and certifying each store manager as Teknolite

I Holding store manager and deputy manager responsible for ensuring
the standardization

I Internal audits of stores by other store managers (Teknolite)
I Internal audits of Quality Development Department

© QPR Software Plc



QP 2.7. Typical Challenges

Challenge #2 . Ensuring everybody to get familiar with the processes
and quality documentation.

Solution #2:

I Selecting the right technology solutions (User-friendly and can be
reached over Intranet)

I Training employees on technology solutions

I Visiting and auditing all stores at least twice before each ISO 9001
audit.

© QPR Software Plc QPR - Quality. Processes. Results.



QP 2.7. Typical Challenges

Challenge #3 :  Ensuring timely update of processes and

documentation.

Solution #3:

I Making department managers and Teknolite members responsible for
informing the changes in processes to Quality Development
department.

I Making all personel conscious abo
in E-isoft software for documents, as soon as they realize a
nonconformance to what is written and what they actually do.

I Reviewing processes and documentation during periodic ISO 9001
internal audits.

34
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QP 2.7. Typical Challenges

Challenge #4 : Ensuring measurement and monitoring of process
performance, a requirement of ISO 9001

Solution #4:

I Corporate Scorecard Indicators are linked to First Level Processes

P3.1.1.Uriin Tedarikgisi

Segcme ve
Degerlendirme
(I O N A

P3.4.1, Uriin Srubu Bazinda
BErak Kar Marijt Qrani

P3.2. Stok Yonetimini Etkinlestir

______________________________________________________________________________________________________________

P3.1.2.5to0k Planlama
ve Kontrol

oD 8 O

Pz.2. Stak ¥anetimini Etkinlastiv

(3 [y - = [y - - [y - (3 oo o0 o o o o oo o0 o oo o o
[ ] ] = ] ] ) ] ] [ = ] [ ] ] [ = ] ] = ] [
=) ] ] = ] ] ) ] ] =) = ] ) ] ] ) = ] ] = ] )
[} -l [N ] [N} (Y] [N ] [N} -l [N ] [} [N} [N ] [N} (Y] -l [N} [N} [N ] [N ] [N} -l [N}
P3.1.3.Uriin ve YP | [ ok Iyi = Iyi O Orka W Faaf M zerceklesen I
Satinalma
P3.4, Rekabetci Sabinalma
kosullar Sadla 35
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QP 2.7. Typical Challenges

Challenge #5 :  Quick launch of applications, especially on Scorecard

Solution #5:

i 1-1 training sessions at manager so
training for using scorecard over QPR portal.

I Training all personnel in the headquarters about using E-isoft software.

I Training only Teknolite in stores about E-isoft and QPR portal, but
making them responsible for teaching these software solutions to all
store personnel.

_
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QP 2.7. Typical Challenges

Challenge #6 : Ensuring top management to review low performing
KPlIs.

Solution #6:

I Preparing critical indicators reports for scorecard

I Sending this report to General Manager

I Action planning for low performing KPIs over QPR portal

i Al ncompl ete actionso report iIs se
weekly on every Monday

Incomplete actions report:

37

© QPR Software Plc



