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HELLO

we are

blackbaud

your passion » our purpose

Purpose drives engagement and profit.
The way to a more profitable company is to put
purpose, rather than profit, at the center. blackbaud
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Our History

» Blackbaud was founded in New York City as a one-man start up in
1981 by Tony Bakker.

» Tony wrote a Student Billing program for the Nightingale Bamford
School. This all girls school is still our customer to this day!

» Seeing the benefit of services he provided and a growing need in the
nonprofit sector, Tony created more solutions for the space including
accounting and fundraising.

« Tony named his new company Blackbaud Microsystems, combining
the words blackboard (they used these in schools) and “baud”, a
computing term.

 Now a public company, Blackbaud has served the industry for over 3

decades.
4 BBO)
Blackbaud Quality
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Exclusively Serving The Philanthropic
Market

» A proven market leader with more than 35,000 satisfied customers today

» Solving for the needs of the philanthropic market for over 30 years

_ . Corporate Social
Foundations Individuals Responsibility
QD
= H
i
il
Education Institutions Nonprofits
Animal Welfare Human Services
Pubhc Broadcast Government Faith-based
A 6/ VY ' \W 5’6 b
Environmental BBO
Healthcare Arts & Culture K-12 Schools * @ Quality
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The Only Complete Solution Offering

Fundraising

&
Relationships

Payment
‘ Processing

Finance = Ana_lytlcs &
28 Business
. Oniine S8 Intelligence
Operations | Engagement S
L Corporate
Communications

& Marketing

Social
\ 4

Responsibility (BBQ
Crowdfunding
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Blackbaud by the Numbers

Over 1 billion emails I

' are sent through our
systems each year

Blackbaud Quality bl ackbaud‘
7
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Blackbaud’s Philosophy: Mike Gianoni, CEO

“It's more important to have associates understand why
we get up and go to work everyday. At the end of the day,
If you have a healthy culture, if everyone is focused on
client success, if your leadership is made up of the right
leaders, who have integrity and are building a team that is
focused on delighting clients, and our culture reflects
decisiveness and an action-orientation, when all that
happens, the financials fall into place.”

“The financials are at the bottom of that, not the top.”

* From “leading with a noble purpose: How to Create a Tribe of True

Believers” by Lisa Earle McLeod
BBQ :
@ Quality , bIQCkaUd
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5 Principles

WE'RE PASSIONATE ABOUT HELPING CUSTOMERS USE TECHNOLOGY TO
MAKE A DIFFERENCE IN THE WORLD

P05SIBILITIES

WE'RE CONSTANTLY INNOVATING TQ DISCOVER THE NEXT GREAT THING
THAT WILL HELP OUR CUSTOMERS SUCCEED

.....................................................

WE FIND CREATIVE WAYS TO MAKE A DIFFERENCE IN THE WORLD

BBQ ’ ) -
Blackbaud Quality blaCkbGUd

10

15HIRIE | TR BB i e iy oEEmEna mrimaenn i e am




Blackbaud Leadership Principles

BLACKBAUD LEADERSHIP PRINCIPLES
Great leaders....

make it possible
They gather information, make decisions and keep things moving.

get things done
They have a bias for results.

keep it real
They are open, honest and do what they say they are going to do.

make others great
They bring people together and help them excel.

bring spirit
They remind us to take our work seriously, but not to take ourselves too seriously.

are obsessed with customer success
They find direct and indirect ways to delight customers.

BBQ :
@ Quality bIQCkaUd
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Blackbaud Strategic Themes

- Business Growth

- Operational Excellence

- Quality and Customer Delight

- Employee Engagement and Leadership
- Financial Performance

BBQ :
@ Quality . blGCkbGUd
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Leadership Development: Four content tracks

Ee)tipielzitie)p)s

PEGRIE [feadership SuUsiness

Vianagement SKillS VI Y EIENT 9i

Vianagement

Matrix Management Skills Development Embedded Throughout

The manager’s role in continuous improvement and
the dual function of work are embedded in the curriculum

BBQ _
@m blackbaud
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What is Operational Excellence?

Operational Excellence is a strategy that makes
guality an integral part of the way business Is
designed

Goes beyond the quality of products and services,
and takes on a broader meaning of maximizing the
effectiveness of the business in meeting or
exceeding customer value expectations and using
continuous improvement to drive business results

It Is the total quality of how the business operates
as a system

" blackbaud
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Operational Excellence: Said another way

An integrated approach to organizational
performance management that results in:
- Delivery of ever-improving value to customers

- Improvement of overall organizational effectiveness and
capabilities
- Organizational and personal learning

BBO
Blackbaud Quality
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Systems Thinking

To be effective, we must consider all
systems and develop a plan that treats
performance problems holistically.

System: a whole
composed of many
parts

blackbaud
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Systems Thinking

Systemic unit: Each part has its
own purpose, but

* has a definable purpose

« each part of the system the parts of the
contributes to that system are
Bebess interdependent.
] ]
No part by itself g  EChAVIOT Of each == / =1 -\5
can achieve the UEIEE EREEE —
purpose behavior of the = B = B B B =
whole = - = = -

Any current situation
- is the net result of the
A part is understood Ee e e

by seeing how it fits :
- interdependence of
into the system. various factors, forces,
and events.

A system cannot be To understand a

understood by system we must
identifying understand
BBQ

«each unassembled part +its purpose Blackbaud Quality

+the entire unassembled *its interactions
collection of parts «its interdependencies

blackbaud
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Leadership
Triad

Bicycle System

Results
Triad

Sy "::';'
A MARKET FOCUS

%
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Operational Excellence Framework
A Systems Perspective

Strateglc
/ Planning

|

Customer
Focus '

Blackbaud Quality

Leadershlp

blackbaud



Operational Excellence

The integrated quality
methodology system uses the
Baldrige Performance
Excellence Criteria to develop
an overall performance map to
identify areas that are strong
and those that need
improvement; then uses Six
Sigma, Lean, or both tools to
design products, services and
processes or improve
processes within the
organization; and uses CMMi
and ITIL and other industry

best practices to standardize ®My
and set vision.

“blackbaud
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Blackbaud Quality (BBQ) Themes

Customer Centric

Listening and Learning

Customer  from the Customer Customer
Expectations Perceptions

Understanding Drivers
Taking Action

Customer
Experiences

Suppart

Process

Customer Filed High/Crit Defect Backlog =

d 17T
Focuse ALy
£ LA
8 10 . r._._./—‘- ; | | 1:. — e B
S _
8 |1
glﬂlllhl
E38 3233375338 ¢%8%

Data Driven >

¥ Fied Defects I Fixed Defects | Resolved Defects
Fixable Open Defects Open Defects w= Linesr Fxable Trend

BBO :
Blackbaud Quality blaCkbGUd
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Listening and Leamning
Customer  from the Customer Customer
Expectations Perceptions

Understanding Drivers
Takurng Actom

Customer-Centric

Simply put, the Net Promoter Score (NPS) is the resulting calculation from
responses to the “likelihood to recommend” question

On a scale of 1-10, how likely are you to recommend [Blackbaud] to
friends and colleagues?

3 7 8 9 10
Detractors Passives Promoters
Unhappy customers who can Loyal enthusiasts who
damage your brand and will keep buying and
impede growth through refer others, fueling
negative word-of-mouth v growth

Satisfied but unenthusiastic
customers who are vulnerable
to competitive offerings

NPS = % Promoters - % Detractors

BBQ ' .
Blackbaud Quality : bIGCkb'GUd
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Process Focused

 Every product or service is the outcome of a process

* The effective way to improve quality is to improve the
process used to build the product, design the
software, or provide the service

— The focus is not on results
— Results are the dependent variable
— ODbjectives alone cannot produce sustainable results

— The value of objectives is to help decide what process needs
to be put in place to produce desired results

— The focus is on the drivers of the results in the process

BBO ' :
@ Quality bIGCkaUd
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Management by Process

e Consists of realizing that results come from
process

« Building a process to produce the desired
results (value stream)

* Implementing and measuring the process so
we can figure out why it produced the results

it did
e Feeding this insight back into the process to
Improve the process the next time it is used

| blackbaud

BBQ
Blackbaud Quality
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The Voice of the Process

The structure of aggregate long
term data can represent the
Voice of the Process

10

A
| > 3 O
processing = 3
. = o

(minutes) < =
Y
0

Plotted Observations Aggregate Observations

Tally of observations at each
measured value

BBO
Blackbaud Quality

blackbaud
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Process Capability

The customer determines the desired process output ...
(upper and lower specification limits [USL, LSL] and target)

Voice of | I Desired
the Target YSk process
Customer LSL output

Voi : Actual
Olﬁe 0 process
€ output
Process

123456789
Pt processing time (minutes)

A .
The process used determines the
4) actual process output
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BBO
Blackbaud Quality
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Understanding Process
Capabllity

Voice of the
Customer

Target USL
LSL LSL

123456789 123456789
processing time (min.) processing time (min.)
Voice of the A B
Process

@ What advantages are enjoyed by process B ?
Blackbaud Quality bIGCkaUdl



Process Control Supports Improvements
In Process Capability

Remove Special @
- Reduce @
variation Variation

§ > * Move toward target -
) L [ NANRNYY
S | A N A A WAV
S \/ Vo
B == \

2 / | x

Incapable Capable

process process

Process control reduces the risks of:
sTampering

Faliling to detect meaningful patterns in process variation

BBQ
Blackbaud Quality

28

blackbaud




Customer Filed High/Crit Defect Backiog -

Data Driven *-7; .
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Process Management Overview

/

PROCESS
DISCOVERY
UNDERSTAND THE
CUSTOMER AND THE
- PROCESS

D

J

BBQ

Blackbaud Quality
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* \Who are the customers ?

* What are our products
and services ?

* What are the requirements ?
* What is the process map ?

* How is our
process performing ?

- Ly

) e N [

PROCESS
CONTROL

ASSESSING PROCESS
PERFORMANCE

\ /\/\ A,/\
MY

» Does the standardized process
continuously perform as expected?

* What action is warranted by careful
checking of process data ?

» Continue with the next SDCA

« Initiate PDCA to find
and remove root cause

30

4
-~

IMPROVEMENT

Six Sigma DMAIC/Lean

/1. Define )

2. Measure
3. Analyze

4. Improve

5. Control

Kaizen / Lean

- )

e What actions are needed to
improve my process?

« ldentify the largest source of
variation in standard process.

e Find and eliminate a root cause
of variation.

» Define new standard process.

“blackbaud




Improvement as a Problem Solving Process

L

Systematic
Improvement

Continuous
improvement

Iterative
improvement

“The heart of improvement is problem solving”

Professor Shiba

BBQ :
@ Quality blGCkbGUd
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BBQ Strategic Approach

Building
Loyalty

BBO
Blackbaud Quality

Program &
Culture

Everyday Building
Quality Capabilities

BBQ :
@ Quality blGCkbGUd
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BBQ Approach

D
Everyday Quality — what we do and how we do it
Education

Enablement

JAy Building Capabilities — for key processes which drive business success
Assessment & Prioritization

Strategic Capability Initiatives

The
Foundation

Blackbaud Quality (BBQ) — Program and Culture — the vehicle for
execution & change

Structure

Visibility

Change Management

Tying it
together -

S—
o

Building Loyalty — the primary metric
The Why === AVA - Taking Action

Moving the Needle

N—

BBQ :
@ Quality blGCkbGUd
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Everyday Quality

what we do and how we ao It

@ Quality
blackbaud



Everyday Quality

Education and Training

- Designed to provide the organization with the knowledge
and skills to successfully identify improvement
opportunities, prioritize them, analyze them, solve them,
and sustain the gains

- Tailored to level of employee in organization
+ Executive Leadership Team
+ Global Management Team
- Managers
+ All Associates

« Modules and Offerings
« Lean/Quality/Six Sigma Leadership Overview
« BBQ 101
« Lean Practitioner Training
+ Root Cause Analysis
+ Root Cause Analysis for Managers
+ Six Sigma Green Belt
+ Lean Six Sigma Yellow Belt
« Various Tools Tailgates Focus Areas

+ Quantifying Benefits
BBQ .
@0 blackbaud
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_ Y 4 ' 2 YA
2 -- - / :

b I ac I(bGUd y HOME CONTACT HELP REGISTER LOGIN g
» power your passion / [ y o V7

N ) | o

AN

Welcome to our BBQ e-Learning Portal

Our Values:
We work as one
We bring heart
We invent possibilities
We expect the best
We give back
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Consistency with DMAIC in All We Do

Define

Measure

» Launch Team » Document the » Analyze Data

» Establish Process » Identify Root
Charter » Collect Causes

» Plan Project Baseline Data « Identify and

» Gather VOC / » Narrow Project Remove Waste
VOB Focus

» Plan for Change

Lean, Six Sigma, Root Cause Analysis

15008 NIBENIE

Improve

» Generate
Solutions
« Evaluate
Solutions
« Optimize
Solutions
» Pilot

TR IR IEER I e e 1 TR A vt rim gt 1mirT NNy aEnnn

Control

* Control the
Process
« Validate
Project
Benefits

blackbaud



What Is Your
Learning Style?

Visual

e Remember what
was read or seen

* May think in
pictures

* Facial expressions
show their
emotions

e List-makers
e Avid readers
* Note-takers

Auditory

e Remember what
they hear

Remember names
but forget faces

Distracted by noise

Talk while they write

May be a
sophisticated
speaker

(Q

Tactile

» Remember what
was done

Not avid readers
Love games

Somewhat
Impulsive

Like to dress
comfortably

Learn by imitation

and practice
" blackbaud



What do you Blend?

Classroo earning

m <= Online

Live, coll ed

Structure tured learning

Custom ¢ shelf content

Practice g

BBQ :
@maw ; blackbaud



Multiple Levels of Learning

‘ Information I +‘ Commentary I p— Knowledge
‘ Knowledge I +‘ Feedback I — Understanding

‘ Understanding I - ‘ Use I :>

"Tell me and | will forget, show me and I may
remember, involve me and I’ll understand.” —Chinese BBO)
Proverb

blackbaud
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Two Powerful BBQ Business Improvement

Approaches

Lean
Speed+Low Cost

Goal- Reduce waste and
increase process speed

Focus- Identify and remove
non-value added steps and
cause of delay

Method- Kaizen events

Lean Speed Enables Six
Sigma Quality

Faster Cycles of _
Xperimentation/learning)

BBO
Blackbaud Quality

Six Sigma
Variation+Quality

Goal- Imgrove performance on
Critical Customer Requirements

Focus- Use DMAIC with Quality
tools to eliminate variation/
improve levels

Method- Management engagement,
dedicated Black Belt resources,
Green Belts

Six Siégma Quality Enables Lean
Spee

Fewer Defects Means Less Time
pent on Rework)

blackbaud
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Lead with Lean:;
Follow with Six Sigma

BBQ
Blackbaud Quality

blackbaud



Defects/
Rework

Over-
Producing

BBQ :
@ Quality bIQCkaUd
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Something to help you remember....
“Down Time”

D = Defects
O = Over-production
W = Waiting

N = Non-utilized people
T = Transportation

| = Inventory

M = Motion

E = Extra-processing

BBQ
Blackbaud Quality

blackbaud



D) B0
The Basic Tools

CHECKSHEET PARETO DIAGRAM CAUSE & EFFECT DIAGRAM
ISHIKAWA
A | xxx \ / (Fishbone
B | XXXXXXXXXX Diagram)
C | xx
D | xxxxx .
E | Xxxxxxxx . —I—I
CONTROL CHART

FLOWCHART

SCATTER DIAGRAM
HISTOGRAM '

BBQ | :
Blackbaud Quality < bIQCkbGUd
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L ean is focused on the elimination of all nonvalue-adding
activities and waste from the organization’s processes.

Map and
understand
value stream

Waste includes

« Scrap

« Rework

« Inspection Goals: N
* Inventory * Increase productivity

Make value
stream
flow

e Eliminate waste
» Maximize resource
utilization

* Queuing time
* Transporting materials
or products
 Redundant motion
* Anything for which a final
customer would not want to

pay

Continuous
process
improvement

Blackbaud Quaiy : bIGC|(bGUd‘
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Value Added Activities

Something the customer is
willing to pay for!

Transform raw material or
information to meet customer
requirements. Transforms
form, fit, or function.

Done right the first time.
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Value-Stream Map Zones

Customer
Requirements:
Claim check in

2-3 days

Supplier Input:

Receive & Print & 13 claims
Arrange Mail Check per day

Documents
I FinSys

%CIA =99%
Bob's Avail =

-
vsi 1-23>\



Current State Value Stream Map

) Marketing Ops
Charityfinancials.com Renew Marketing Team (SFDC Upload

Iobscrition Process)

Export Raw Data

16 lterations \

Prepare Task SFDC Account Ilv‘w(t‘ilhuecgk?A Put Task into
File ID Matching f . ; N Master file
(ol Excel f o Excel 1 O Excel o Excel
pr=ashs | % [ Pr=20nrs Y =15 hrs PIT = 0.25 hrs
D/T =0 hrs D/T=0 hrs D/T =0 hrs D/T =0 hrs
% C/A = 100% % C/A = 86% % C/IA =97% % C/A = 100%
Kirby =& Lauren =\ Kirby = & Kirby = & 16x
_1day 1 day P/L Time = 2 days
3 hrs 20 hrs 1.5 hrs 0.25 hrs Processing Time = 23.25 hrs
% C/A = 83%
BBO :
Blackbaud Quali bI | b d
V ; ackbau
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Current State Value Stream Map

Marketing Ops
(SFDC Upload

Marketing Team

Charityfinancials.com Renew
susscription Process)
Export Raw Data
1) Don't need to prepare task

files one at a time to reduce
the number of delay days
Improve hours step 2

16 lterations

pry . 2)

BBQ

Blackbaud Quality

50
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Prepare Task SFDC Account blapaat St Put Task into proces§ing hOL.JI‘S: by
File ID Matching Check: Master file observing / training
- o/
f 3) Improve C/A % instep 2
o Excel o Excel \\Y Excel o Excel
éa ay >
P/T=3hrs /T = 20 hrs P/T=15hrs P/T =0.25 hrs
D/T=0 hrs D/T =0 hrs D/T=0hrs D/T=0 hrs
% C/A = 100% % C/A = 86% % C/IA =97% % C/A = 100%
Kirby =& Lauren =\ Kirby = ‘& Kirby = &
1 day 1 day P/L Time = 2 days * 16 = 32 days
3 hrs 20 hrs 1.5 hrs 0.25 hrs Processing Time = 23.25 hrs * 16€372 hr%
% C/A = 83%

blackbaud




Future State Value Stream Map

Marketing Ops

Marketing Team

Charityfinancials.com

BBQ

Blackbaud Quality

/

Export Raw Data

| 16 times this step only |

(SFDC Upload

Process)

A LA
idiiddlr YA

51
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Prepare ALL SFDC Account Check: Put Task into
Task Files ID Matching f . e ; N Master file
o Excel f o Excel 1 (o7} Excel o Excel
d
PIT=6hrs 9 | prr=93hrs Y | pr=15ns PIT=1hrs
D/T =0 hrs D/T =0 hrs D/T =0 hrs D/T =0 hrs
% C/A = 100% % C/IA = 95% % C/A =97% % C/A = 100%
Kirby =& Lauren =\ Kirby = ‘& Kirby = ‘&
1 day 1 day P/L Time = 2 days _ .
6 hrs 9.3 hrs (16x) 1.5hrs 1hrs Processing Time

% C/IA =92%

blackbaud
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A3

Title; What are we talking about?

Owner/Date

1. Background

V. Proposed Countermeasures

Why are you talking about it?

Vv

11. Current Conditions

Where do things stand today?

='Show visually using charts, graphs, drawings,
maps, etc.

What is the problem?

V

IIl. Goals/Targets

What specific outcomes are required?

N/

IV. Analysis

What is the root cause(s) of the problem?

- Choose the simplest problem-analysis tool that
clearly shows the cause-and-effect relationship.

ITRIVEMIIIE IR NPTl Y IEnr I e 1TAEmaIsiinneE REwimig

What is your proposal to reach the future
state, the target condition?

How will your recommended countermeasures affect
the root cause to achieve the target?

7

1. Plan

What activities will be required for implementation and who will be responsible for what and when?

What are the indicators of performance or progress?

- Incorporate a Gantt chart or similar diagram that
shows actions/outcomes, timeline, and responsibilities.
May include details on specific means of
implementation.

4

Vil.Followup

What issues can be anticipated? Ensure ongoing

PDCA. Capture and share learning.

TURILE LI m i HTUCEEEE U 281101 bR A




A3 Diagram : Data Health

Background

Proposed Countermeasures

IBU currently does not have a resource owner of data health and was not plugged into the corporate wide
data health initiative. Outdated data, missing data, and lack of process cause sales reps and ADR team to
spend excessive time researching financial and contact data as well as creates a general lack of confidence in
salesforce.

Current Conditions
Field is filled in:

Count % of Total /ctual Current State Value Stream Map

EIN P S e |
Industry PR _|‘{_ Mackutn Tearm
Division 7— '
Industry & Division
Affiliation 1) Dan'tneed to prepare sk
T files one ot o tirme to redisce
Total Revenue "\\ the number of delay days
R 2} Improwe howrs step 2
Mass updated in last year » TR pracessing haurs by
) ) ., Mt e observing / trsining
Total Contributions o [oem 2 Improve C/A % in step 2
Mass updated in lastyear | 25262 | 42% T [Feizm |
DT a Bk 041 = 0Rn D70k, CTdhm,
% O s 100% %A= TR = A = 100
Ky » g Laaren <y Wby = o Kitys © tew

P Tima 3 days = 18 37 e
Pracessing Tene = 2035 hix 107 372 hax_
% Gk b

Many fields are blank or outdated; process to update requires manual
mapping of source data to SFDC; made difficult by lack of EINs

Goals / Targets

Define teams and goals involved in

Analysis

Causes of Updating SFDC Taking Too Long

Request Type 1BU__ 1BU-BBP % of Total

) Lack of ownership /
until EIN is filled

priorities

Suspected Cause

2) Very manual process

3) Lack of defined health

Develop RACI

Hire intern to map
SFDC IDs to source
file

Define data health
priorities in Kaizen

Complete

Complete &
ongoing

Complete &
ongoing

IBU Data Health « &

Priorities

1) Customers who are marked

mactive but ane active (vice versa)
o8 o1 2B Al MR
2) Duplcates

@ o1 B

3Ja) Updating prospect scones

@ 0O B

3b) Updated financial data
o 21 B0

4} Update Cantas Conlacts

> 01 BOa

5) Update Vertcals
@ ol

B} What other sources exsl lor new
coniact data?
a IR

o O1

Add a cam

If we can get to them...

Inactive customers ksted under
Stewarnt Walts (who 1o assign them
¥}

=2

EDH Accounts (dupbcates vs marking
as plp)
2

Act = with outdated

[=%]

CAD request n drop down -= Jita

E1 1) Customers who are marked inactive buti

ticket requested for a whole new
queue. If this doesn't work, look mnto
this type in the Data Health Queue

[ Checking et ooy
Next Steps

lssue with knowing IBL v. BBE v. BBP
v EOH accounts (should we use
region hekd?

Office culure / adoption of updating
dala

Documentation of processes

Add a card

» Develop deadlines
for each items

» Schedule
quarterly checkins

Data Health in IBU - :121.::::73:7::.:::5(;7@“") u; .
Reduce time for SFDC Mapping by at © o =,

- e
least 2 hour per task §o ot =
Determine ways to remove delay = oot Aot %

2 Duplicate Merge Contact 8 o
days 1 = e Ol s o
Improve % complete and accurate by U ey hwmgi  Dpotng Reieeng Oseimgeted o
10% i acowtos  n W sa

Blackbaud Quality
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Kaizen Methodology

Conceptual
training on:

Measure &
Analyze Curren

Work Process
Lean .

Business Formulate
Process Process

Kaizen Improvements
Kaizen
Method Begin

Development o

Develop Future State
Current State Map

Process Map

State Map

Calculate

Evaluate
Improvements

Establish New
Process

Report Out
- P BBQ

Blackbaud Quality

blackbaud
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BBQ

Make the Process Visible

-

Blackbaud Quality bIQCkbGUd.
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Prioritization Matrix

High/Low High/High
DO! Parking
Lot
Low/Low Low/High
Maybe Don’t
Do Do!

BBO)
Blackbaud Quality
' ) > blackbaud




Process Kaizen

6-July-16
Current | Future
Metric|] State State] Improvement % Goals

Process Steps 123 54 69 56.1%

Decision Points 20 14 70.0%

Handoffs 5 60.0%
Value-Added (VA) Steps 2 0.0%

Non Value-Added (NVA) Steps 106 39 67 63.2%

Necessary Non Value-Added (NNVA) Steps 15 13 2 13.3%

VA / NVA % 1.9% 5.1%

Lead Time (seconds) 3653 1592 2061 56.4% 25%
Dispatch Cycle Time (seconds) 1402 966 436 31.1% 30%
Warehouse Cycle Time (seconds) 1016 296 7200 70.9% 30%
QA Cycle Time (seconds) 72 0 72 100.0% 30%
Print Operation Cycle Time (seconds) 280 330 50 -17.9% 30%
ODC Cycle Time (seconds) 583 0 583 100.0% 30%
Dispatch thru Print Cycle Time 3070 1592 1478 48.1% 30%
Print Utilization 60 88.8 28.8 48.0% 33%

BIRI L AT AR TR T T GRIBE A 1 BB simint: it setingd 1im 1080 11
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Six Sigma Problem Solving Equation

f(X1,X5,X3,...) =Y

The function of x’s (process and Inputs)
yields the y’s (the result)

If you focus on the X’s, you never have to ask Y!

Blackbaud Quality . blﬂCkaUda




Six Sigma Process

Question

Define What do | want to improve? What is the
problem statement?

Measure What's the best way to measure? Does
performance meet expectations? How much
variation is there?

Analyze How good is my process today? What is at the
root of the problem? What causes the process
to behave the way it does and creates the
output?

Improve What'’s at the root of the problem? Develop
solutions to eliminate or minimize the root cause
influence on the process and outputs?

Control How can | sustain the improvement? What
controls can be put into place?

" blackbaud
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Everyday Quality

Enable

- Lead Process Improvement Teams as means of role modeling
and improving processes

Coach Process Improvement Teams

- Expand the engagement of BB employees in continuous
Improvement of their processes

- Develop the concept of “Dual Function of Work”
« Daily Work
« Improvement Work
Manage/Coordinate portfolio of continuous improvement
Initiatives
Develop systematic process for measurement, analysis, review,

and improvement of organizational performance by using data
and information at all levels and in all parts of our organization.

Institutionalize continuous improvement

BBQ :
@ Quality bIGCkaUd
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Driving a Quality Culture

Investing in our Associates

Lean, Six Sigma, & Root Cause Analysis Training

BBQ Training Certified and Attended

140

120
100
80
60
40 31
20 lO
0
Green Belt Lean RCA for Yellow Belt
Managers

m2015 m2016 m2017

2015 2016 2017 Total
4 234 276 584

Note for 2017 Potential to add over 100 more RCA this

" year. And over 30 Lean this year.
BBO
Blackbaud Quality
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The What: Vision of Dual Function of Work Program

Routine Work + Improvement in Work= Dual Function of Work

From: To:
Improvement
work
Routine
work

BBQ :
@ Quality bIGCkaUd

63
TERTENRE OO i h e o B e s T eI 1T E N T A




Dual Function of Work
(SDCA and PDCA Cycles)

improvement Check
Improvement / \‘ improvement
activities D C results
Act-either
Plan \\P )A/ standardize or
improvement replan
Job Initiate Accept sta_ndard_ and
improvement proceed with daily
activities work
Act-either use Use
present A S standard
Daily standard, or,
work improve
C D
Check work Do work
against
standard

See It
Own It
Solve It

Do It
BBQ) ’ - |
e - blackbaud
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Building Capabilities
for key processes which arive business
success

@ Quality
blackbaud



Transformation Defined

Our way of defining, driving, and delivering on our
aspirational goal of becoming the “Best Software
Company in the World”

Systematically addressing every area of the company to define what
“Best” looks like, where we stand today, a roadmap for progressing,
and how we will know when we get there

BBQ :
@ Quality bIGCkaUd
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Transformation Approach

4,
Execute
Roadmap

3.
Prioritize
Gaps

Assess
Current
State

BBQ
Blackbaud Quality

15HBNIR
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Blackbaud Enterprise Processes

Product Product
Management Development

Account

HERIEE Management

SECS Delivery Services Support

For each process swimlane:

4 ‘ILeveI 5
y ILeveI 4
4 ILeveI 3
ILeveI 2
ILeveI 1
Operational Maturity

BBQ :
@ Quality blGCkbGUd
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Software Engineering Example ‘

‘ Operatibnalize
5

Drive

4 Adoption

3 Execute
' Roadmap : : haY "
Prioritize Risk & Requirements

2. Gaps Management - Training Plan @@

ASSGSS : = PilotTraining Evaluate &Improve  Self-Senice Training
1 3ais 4ats 1at6 2016 3a16
) K PR "I "R
Current — A
Def | ne 0PF.OPD, 0T, DARMAPP [ Dehery Werose Desmied [ Sabaie Pt Trzhing [ oy v oeermnes
Cranmmp SRS “nopfparaie Iproements o Daweip sat-genioe training
VIRE! TrRING sy 0 :
O e Ty v LS2tenicz T [ W=
ex

1. Gapacly and Avaiabily
I

0 B est" | s v =t “§|>M‘ , ;e'»m N [ gatis Vi b s
;o f 7 e . RN
iV IR e —
Y S{f’f ffﬁ /e ffi é @ji;f i e — -

Fl FIEl F F FILFFIFI

Dec2015

Jan2016

e I P | FRIEA 7 A A oA F EIEIE »w!_ hA J.’.,
Capab|l|ty FI FI FLFL  F FIEFI FI FI FI FI FI Elﬂ]% [T 8 '
. Fl FIEIF FIFIFIFIFLFLFI e Backhaud
Maturity Model , OoUE @ @I [ Rt
H H P2 | PN P GG GGG P | P =~
|ntegrated (CMMI) FEE R FIFLFRR

F oA oA oA AR IEIED
FI FI FI FI Fl FGIGIGERIE F Fi I FLFI
[P1IPIIPI|

- - "
g

i -
W::m P S
'.-..".‘I-“ ECanAg el

—_—— BBO
[ - A Blackbaud Quality
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Software SURVEY ANSWERS MAPPED TO CMMi - TMM Model

SURVEY ANSWERS MAPPED TO CMM - TMM Model
YELLOW = Needs \mimmml

SCALE:

Pasitive Question - Percentage of "Yes" answers:
0-43=RED

50-74 = YELLOW

75- 100 =GREEN

of "Yes" and "Sometimes" answers ("Sometimes" indicates incansister

ive Question
0-43=CREEN

50-74=ELLOW
75-100=RED
R - - B
Repestate \
B
MoR [ o R < B
W
g =
lm s FoL
16
a usﬁus w HEH: B B |
JLIT:
oo w51 _m 6o o6l
oo W % 1
16

BBQ
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Finance

6.
Operationalize

5.
Drive
4. ;
Adoption
Execute
T Roadmap
Prioritize
2. G aps Roadmaps identified
Assess for each area, with
1 each having sections
) Current » Actions prioritized for on:
Define Business Policies, + Reasons for
« ” Business Processes, increase from prior
Best People and state
: Organization, ¢ Next steps to reach
management Reports, target level
) ) Methodology, and * Significant
moryeaswel m Curmor Clale Cazabity Unterty Wodel [T SyStemS and Data. hurdles/hlgh impact
opportunities
e 2016 activities to
reach target level
)
i Page 7825
1 |Clearly defined review and approval processes Yes High {Executive Summary; 3
i —
E 2 |Minimizatonof Parial High High W;;ﬁ;m] 2
3 partial High Vedium “w:::’;:m 2
¢ |accordance with the sk profile b Medium (M;n‘:lw:wwx) ?
5 [Perform reconclltions ofowiskacountsduring the morth Partal low Medium (Mr:::l:wwx] 1
6 |Periodic quality audits and reviews by independent teams/peers Partial High Low - T

BBQ :
Blackbaud Quality blaCkaUd
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Risk Management

6.
Operationalize

5.
Drive
Adoption

4.
Execute
Roadmap

3.
Prioritize
Gaps

Security Capability Roadmap

Q4 - 2016

o
RDO File Integrity Management
[ s sareresme e, 3

Network Access Control mprovements -CHS__3 Network Access Control Imgravements - AUS

00 ok ez et
.
2

[y ey et —J

|_cervficate Mansgement _J
Production Agplication Develogmet Assessment:

Define +  Factor Analysis of

“Best” Information Risk (FAIR)
threat-based model used ?L?:in'irﬂ‘-im(a.n=uﬁa sitr || Srenvban erntid Rt i
to prioritize risks

2.
Assess
Current

inpevsetse

o PCl complete
mpite

« Network and Application security controls shared
across multiple industry standards (NIST, ISO
27002, SOC 2, PCI-DSS)

Information Security Top Risk Punch List
Risk Rankings el =

rives SoweLETE 57 Meatea sppon or e
anaseTe L
o ot ko) COMPLETE Rl e waes win Mesfes srnesrs,
k Security Risk Register vi L M H VH - YO0 IAAMATSAGTAY 41 FTF barvit B30 | vt i S et v
I PROCESS
- 00 ot HICSA on TS savers -
= 430 W PRoCESS
o | . . .
i | s - e I 9030 COMPLETE.
e =l i | + P change pabey — 1031 b e o v I
= il ] S i il i
8 | — s Y by f 1 e s S, s
o o e = e o * DESD receson-
0 A i | iy
x E e O = = i .
el 0 - [ [ - [}
= = — | Production 7|+ St wamcan e ardumy) - 1051 I
- . o Hetmors Saubon
- - o TR
P ™
E ey
2 - OSIPS of o sk~ 12731 Detaped o
£ ] kit of atwets Pacdini search IN
= Frocess
— o % o
iy - el | " RN e s e
I Pl . .l =
Pianing T | msee
Resonsa GonPLETE
== . wpsccess
comvamie
Ead o | -5 e Cameue o estarvear.
il ] =3l P A P P  am rar i ety oment
Theg ik - G0 INPROCESS.
o
et
st Py - o
i ———— " £ oo a =
VL VH

L M H
Likelihood
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IT

6.
Operationalize
5.
‘ Drive
4 Adoption
‘ 3 Execute
o Roadmap
Prioritize
2. Gaps
Assess
L ) Current
Define
“Best”

. ity at
leved, stemng foundaion for [T buld + Addition of formal OA, Business
s S s

» Risk Managestient efiors, led from eams. = Tools are 8 consitent oBo Boross.

the top, postion us wel * Maturing A operaions st areas. Ex. Tesing ok, APM,
. + Fomaizryg » PNO, e
+ Portohe medst ey vensers i A
- Using Agie o ¢ L processes, inds
ive mere raped benedfs. sstments 1O must s cortrus o s~
. I&thmm:; " e
i . * BCIR
Anahytics &5 2 eataqrss afot
Enterprise Arch
: [ ]
Blackbaud Quality blaCkaUd
73

TER RN OO i it it ot R i e e IR ATt E Y amman



Operating Model Projects - Design Criteria

Our design criteria were developed against these core organizational perspectives

CEB - Corporate Executive Board — Balanced Scorecard to Evaluate Structures

1T AR N T T I EmtImne Iy mermmE o ve T A T o raEr vt 17
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EVALUATING KEY PROCESS AREAS

Order processing A SCMMGH\‘J‘HK&nl
® o T Ty
VINRRER

== — i
i FHHIER R IHAL

Sl H: HEE R g

i == 7 [3— Aetty ;iyaﬁiaggg i
F——<>—=1] : :

5 21 Evahe ol Customer Faquest R MiC
242 Skt and otz TS Conuing Teas [ R
1 AT Wil Custmer R AlC
5 ZAADRb PRk Sealmen R R|C
3 26 Detine igh el Feainemeat

mmmmmmmmmmmmm olts

252 Defive Develeprnt Otycives and Delvarabius

1 25303 Devlprocnt Agproch and Wehosckgy R AlC
1y 264Proare Hah Lol Raquramints Coamen [ R AlC
12 2 Deveop it Scluton Optns

15 L1 Bt Ensing [T mestury c c AlC

I Manager 3

[ | o | o | [ | [ | (e | (o | t""‘;‘;{‘j; e &

| | : Cycle™ ’
|

Span of control =7 m

blackbaud
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Evaluating Key Process areas

Design Criteria Analysis Artifacts Analysis
(samples) (by Org Design Option) (by Org Design Option)
 Does the structure simplify / clarify | Swim lane process map *  Number & complexity of process
decision making? steps
* Does the structure minimize * Jumps between functional areas

process steps / handoffs for us and
our customers?
* Does org structure optimize the
customer experience Goal alignment map *  Conflicting goals
e Does the structure encourage * Goal gaps
financial ownership?

RACI analysis *  Multiple ‘A’ — accountable
* Excess ‘R’ —responsible

i
8
5

0
: TR
IR
HNIE A @ g
Roe ! HFHHHE SN
l— Tt
% ! A
S HIR L
b H H
4.. ety ik SR RER RN
i8¢
it
Eowo<
2 o
S
---»‘—E— | o 24 Undorstond Castomer Heed
; a4 Emngts isa Customer egaest 3 AR C
L 5 242 St an Mot IS Conuig Team [ AR
] m ot 5 AIConsulvit Cuskmer R klc
e 5 LA DA PR OpEtanRy Staeren R WR|C
l o 25,060 Hit Ll s s
e (]  F— . nC
l 1 2520sMma Daekpmer Opcives and Deharabies R iR
17 253 Dshne DvekpmsntAgprach and Uettotcigy R (34
17 254Progare High Less| Reguirements Cocament c R L
12 26 DeveopContite Solton Ostons
45 B4 Eishae Exising 7 vetory c c
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Evaluating Key Process areas
EVALUATING KEY PROCESS AREAS

Design Criteria Analysis Artifacts Analysis
(samples) (by Org Design Option) (by Org Design Option)
* Does the structure optimize fixed Scale Model *  Number & complexity of process
vs. variable cost structures steps
* Does the structure increase our * Jumps between functional areas

capacity and efficiency?

* Does the structure reduce /
eliminate duplication / redundancy
of process or roles?

* Does the structure bring focus and
control to enable forecasting and
predictability?

» Does the structure encourage
financial ownership?

Span of Control « Scale properties
» Decision making

I Manager

l Assist 1 ]l Assist 2 Il Assist 3 Il Assist 4 l[ Assist5 Il Assist 6 ll Assist 7 l
| J
l

Span of control =7

BBQ :
@ Quality bIGCkaUd
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Evaluating Key Process areas
EVALUATING KEY PROCESS AREAS

Design Criteria Analysis Artifacts Analysis
(samples) (by Org Design Option) (by Org Design Option)
* Does the structure facilitate the Benchmarking * How we compare on key metrics
consistent use of Blackbaud best associated with the process area.
practices

* Are the structures significantly
different than we’ve done it before

* Does it enable / foster continuous
improvement?

* Does it encourage broad
organizational thinking /
application?

» Does the structure create
opportunities for leadership
development (horizontal and
vertical)?

Benchmarking

Value
Cycle™

=
BBO ' :
@ Quality bIGCkaUd
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Areas of Focus

- Software Factory

- Financial Optimization

- Leadership Development

- Marketing Excellence

- Human Resource Process Efficiencies
- Sales Excellence

- Change Management

« Customer Success

« Customer Operations

BBQ)
Blackbaud Quality

BBO ' :
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Software Factory Structure

@

User'Ed; UX; BSA

Portfolio, Project, Process VMigmt

Biz Rel' Mgmt Implementations Quality Management

Service Delivery

Service
Requests

BBQ :
@ Quality blGCkbGUd
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Software Factory

- CMMI

- Capability Maturity Model integrated: Process
Improvement model for products and services
consisting of best practices that address development
and maintenance activities covering the product life
cycle.

« |TIL

- Information Technology Infrastructure Library:
Guidance for managing IT services and systems

- Weekly Quality Meetings

BBQ
Blackbaud Quality

BBQ :
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RDO Quality Review Initiated

\ Weekly \
Measures /

N\

/ QI Review / /

Quality QI Coverage
Dashboard Incident Overview Update on
Weekly Metrics Prior week review program

Review planning

Incident
Management
Process

Uptime/Avalil New Root
Uptime/ Cause
Availability Tracking

Cases per
Active Site RIS
Metric

Report Card
Product
Performance
2016 Root
Cause

IT Read Out

BBQ _
@mw blackbaud
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Waterfall = “One Big Bite”

How familiar is this?

Requiremem-

o

O
O

Scope:!
ABCD

Business Value

Design ABCOI
Cons’rr'ud-

Opportunity cost of
Staff during project

BBQ

Blackbaud Quality
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Agile: One Bite at a Time

What can we learn from an elephant?

Func'ri-
NS Func’r-
Scope: Releal )
ABCD? ]
FuncrionTARE
Releas
Q)
3 One bite at a timel e
S == /-
4
g /
v
3
m _____________________________________
BBOQ | | | |
Q“ Months 1 - 3 blackbaud

84
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An Agile Approach - Process

Customer & Team Connects Every Day

Team self-organizes

S PM Removes
:D(Jrc?clii)éltrir\]/ﬁ)e/ /'mpediments Daily
\Day Scrum
Meeting

Break Backlog tasks Decide next
k . ; expanded .
work into Sprint Backlog by team action based

< on customers’
inspection of
Patentially Shippable working results

Fraoduct Increment

Bites \ :>
Product Backlog

As printitzed by Product Owener

customer Team builds
eelaes vaiie on Iy Wh at IS Source: Ken Schwaber and Mike Beedle:
needed Agile Software Development with Scrum

“blackbaud

ity
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When to use which?

Fast and Furious Feedback

lterations

* Stable requirements * Dynamic requirements

» Established technology It de e ' * Emerging technologies
* Few deployment windows n S ’ * Few or frequent deployment

 Can tolerate longer ROI * Need for faster ROI

Blackbaud Quality ’ bluckbqud‘
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Blackbaud Quality (BBQ) — Program

and Culture
the vehicle for execution & change

blackbaud



BBQ Program Rollout -
A Phased Approach

BBQ
@Mw i blackbaud



Build a Quality Culture and Brand

Market Blackbaud Quality (BBQ)
- Established the BBQ brand
- Developed a quarterly BBQ Newsletter
- Established BBQ Sharepoint site
« Established BBQ Communications Plan
- Generated awareness of quality and continuous improvement

- Celebrated and made transparent process improvement success
stories

« Developed Team and Individual recognition systems (Quality Awards,
Quality Summit, etc.)

- When process improvements have been demonstrated, with successful
results- communicated internally, and now externally

BBQ :
@ Quality bIGCkaUd
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BBO MeeBee Site

meebee I

you, me, and the b

Home = BB Sites

MissionValues H Welcom
Life J

[ Al Sites

Fun
HR
[ ]
IBU HR
s DDSITES s
Chatter 1.ﬁ g
CorpMktg
Knowledge Center = -
——— (Y | @Blackbaud
Libraries = [ F q
Lists == > ; : ~ g
) + ¥ | Blackbaud at Work W B
My Applications = | w & |
Help Desk f
Enterprise L GMBU International
& Recycle Bin ( )} Home Page l‘ Home Page - Business Unit
Accounting and _ Administrative u
: g Finance = Services - EB Travelers
B o Blackbaud ey T
e ﬁ Blackbaud Forms - Hosting Services [Blackbaud II{@. i
_ :::i"“’ Coathuity m Customer & - wwepy Blackbaud
- Disaster Recovery | T Market Insights 21  Quality
= - S
m Customer Support “ Dms _.’% ECBU Finance
Employee Referral v Employee Sales \ Enterprise
];]](’ Program E 2 Laadgw 3 l% Risk Management
Blackbaud Quality [ Ir 1

blackbaud
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http://meebee/BBSites/BBQ/Pages/BBQ%20Home.aspx

meebee

you, me, and the b

Home  Mission/Values -
|

Lists
BBQ Calendar
Training Participants
Project List

BBQ Training
Registration

Project Benefits

Tracker
Discussions
Libraries

BBQ Documents

Newsletter Archives

Six Sigma Green Belt
Homework Examples

Lean Homewark
Examples

Change Management

Matrix Management

Toolz and Templates
Sales Excellence
Program

SFDC Data Health
Initiative 2015

WebAnalytics

2] Recycle Bin

BBQ

Blackbaud Quality
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Life -~  HR -
I I U S R e ——

It
Workday Fadliies Blackbaud at Work  Chatter  Travel CorpMkig -

Site Actions ~

Hedin = | @

blackbaud

BB Sites  Help Desk My Applications -

[ Al sites

Home = BB Sites = BB Quality

v 2]

Contact Details [3] -
W steve
Halleck
VP,
A L Business
S Operations
Contact Details [5] -
" | Ryan
Roberts
Directar,
Risk
Management
— Contact Details [ 2] -
A Everyday Quality — what we do and how we do it B steven Hodin
+  Education Sr Director,
The «  Enablement Operational
Foundation i, e o : Excellence
A Building Capabilities — for key processes which drive business success
«  Assessment & prioritization
. + Strategic Capability initiatives
F‘é’ Blackbaud Quality (BBQ) — Program and Culture — the vehicle for Contact Details [1] -
Tying K Fi wexecution & change B Jadkic
togethar = Structure Huffiman
= Visibility Operational
_ - Change management Excellence
Engineer
A Building Loyalty — the primary metric
The Why - Taking action
+  Maving the needle Contact Details [4] -
Sarah Beauregard
blackbaud’ Operational
Excellence
e R " EERR IR MRS TR AR RURER BT MR URRIL R D Rie 10 1) ] StrateQISt
Helpful Links
ASQ

American Sodety of Quality

Building
Capabilities
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1 2017 3
Jan Feb Mar
Apr May Jun
Jul Aug Sep

Oct Mov Dec

Today is Monday,
October 23, 2017

m%%v HR - Workday Fadlites Blackbaud at Work
L __d__

Chatter %% BE Sites ﬁbﬂ( Mi% - I

[a

| Sites

v

BBQ Calendar

Home = BB Sites = BB Quality = BBQ Calendar
Displays training and other BBQ events.

| 2]

Lists
Training Participants
Project List

BEQ Training
Registration

Project Benefits

Tracker
Discussions
Libraries

BEQ Documents

Mewsletter Archives

Six Sigma Green Belt
Homework Examples

Lean Homework
Examples

Change Management
Matrix Management
Tools and Templates
Sales Excellence
Program
SFDC Data Health
Initiative 2015
WebAnalytics
|2] Recycle Bin

Registration is open for Root Cause Analysis Q3 and Q4. Complete steps 1 and 2 before you register for a class.

i. Review the syllabus with vour manager and get approval for the time commitment of 2-4 hours a week for 6 weeks.

2. Make sure you can attend all & classes bel

ow.

3. Register for Q3: Dates are August 10, 17, 24, 31 September 14, and 21. 10 AM EST. 90 minute WebEx classes.

Reqgistration link.

4., Reqgister for Q4: Dates are October 4, 11, 24 November 1, 8, and 15 at 3 PM EST. 90 minute WebEx classes.

Registration link.

New ~ | Actions ~ | Settings ~

View: Calendar ~

October, 2017

Sunday Monday Tuesday

Expand all

Wednesday

Collapse All

Thursday

| [d]oay [7]week [31] Month

Friday

Saturday

4

5

3:00 PM

Root Cause
Analysis Course
Q4 Class 1

11

14

3:00 PM

Root Cause
Analysis Course
Q4 Class 2

19

21

3:00 PM

Root Cause
Analysis Course
Q4 Class 3

3:00 PM

Root Cause
Analysis Course
Q4 Class 4

3:00 PM

Root Cause
Analysis Course
Q4 Class 5

Building
Loyalty

Building

Eueryday
Qudity Capabiliies

blackbaud



http://meebee/BBSites/BBQ/Lists/BBQ%20Calelendar/calendar.aspx

p |F\II::I'[ES Vl | Pl
D Training Participants

Home = BB Sites = BB Quality = Training Participants

- -
| ra I n I n q Lists List of participants in BBQ training dasses.
Mew =  Actions = View: All Ttems ~

BBQ Calendar Settings ~ 1-30 »
. . Training Participants Mame1 g Email Class  Year Seatlocation Status BU/RG CurrentEmployee Class 1 Class2 Class3 Class4 Class 5 Certification Org
Participants == e
Discussions Aaron Aaron Dershem RCA 2016 Indianapolis  Certified RDO Yes Yes Yes Yes Blackbaud
- Dershem

Aaron Dershem

Libraries
Business Swc Eng I

BEQ Documents

Newsletter Archives Aaron 1 Aaron Percy lean 2016 Austin Certified RDO Yes Yes Yes Yes Yes Yes Blackbaud
Value Steam Maps Percy Aaron Percy
A3 Problem Solving Sr Software
Projects Development Manager

n

Six Sigma Green Belt Adam
Projects Wilson

Adam Wilson Lean 2016 Charleston Certified ECBU Yes Yes Yes Yes Yes Yes Blackbaud
Adam Wilson

Lean Curriculum Data Analyst 111

Six Sigma Green Belt

Curriculum Adriene Adriene Chisolm Lean 2016 Charleston Certified ECBU Yes Yes Yes Yes Yes Yes Blackbaud
Marketing Best Chisolm = Adriene Chisolm
Practices %’ Production Manager
Transformation Project
Change Management Alan Harris . Alan Harris RCA 2016 Austin Certified RDO Yes Yes Yes Yes Blackbaud
Alan Harris
Sales Excellence )
Program Supervisor, NOCC
SFDC Data Health Alex Alex Hatton Green 2016 Charleston Wait List ~ Finance Yes NjA
Initiative 2015 Hatton Belt
bA - Alex Hatton
WebAnalytics Cybersecurity Project
|&] Recycle Bin Manager
Alex Alex Hatton Lean 2016 Charleston Certified  Finance Yes Yes Yes Yes Yes Yes Blackbaud
Ratton Alex Hatton
Cybersecurity Project
Manager
Alexandra - Alexandra Zousmer RCA 2016 San Diego Certified  GMBU Yes Yes Yes Yes Yes Blackbaud
Zousmer
Alexandra Zousmer
Sr Sales Ops Analyst
Alexi Alexi Valenda RCA 2015 Charleston Dropped  RDO Yes Yes Mo Mo MjA
Valenda ) ]
Alexi Valencia
) Info Security Analyst
Alexis _ Alexis Albronda Lean 2016 Charleston In RDO Yes Yes NjA
Alhronda . N . Pronress
Blackbaud Quality bl | b d'
1T AN NIRRT N T NI I EEA IR ImrmE Ty o ve AT o rnET T mIr I I T IT e



http://meebee/BBSites/BBQ/Lists/Training%20Participants%204/AllItems.aspx

BBQ Meebee Site Updates

hitp://meebee/BBSites/BBQ/ Lists/BBQ%20Training %:20Registration/Alle O = & BBQ Training Registration - ... %

:  Edit View Favorites Tools Help
(B Share Browser WebEx v|

R FedEx Login Page . Suggested Sites @ Web Slice Gallery +

@

meebee

B B! ! you, me, and the b blO.CkbO.Udl

T - Home | Mission/Values -  life ~ MR ~ Workday  Faciities Blackbaud atWork ~Chatter Travel CorpMkto - BB Sites | HelpDesk | My Appiications ~

- - E [all sites v| |p|
Req Istration BBQ Training Registration

Home = BB Sites = BB Quality = BEQ Training Registration

Li n k Lists Mew -  Actons - Settings - View: All Ttems ~

BEQ Calendar § Class Class Date Registration Link
Training Participants BBQ 101 This course is designed to introduce all Blackbaud associates to  Self Paced/Online Click Here for
Proiecily Six Sigma and Lean process improvement concepts. The course Training (takes about Instructions on How to
BBQ Training consists of two online modules that provide a high level 1.5 hrs to complete) Access
Registration D overview of these methodologies.
e
o = Root Cause Learn DMAIC problem solving approach and root cause analysis Q4 Oct 4, 11, 24, Register Here
Discussions :
3 i Analysis tool (Pareto Analysis, Cause and Effect, 5 Whys). Must be able November 1, 8, & 15 -
Libraries to attend all 6 classes per course session. 3-4:30 PMEST
B B I O O | S / BEQ Documents Quantifying This class is open to all certified RCA, Lean, and GB practitioners.  Sept. 21, 2017: 2-4PM  Register Here
Newsletter Archives Project Benefits Learn about different types of financial benefits associated with EST
Six Sigma Green Belt @ project and how to convert project metrics to financial
I e rT] D | at e S Homewark Examples benefits.
Lean Homewark Quantifying This class is open to all certified RCA, Lean, and GB practitioners. Dec. &, 2017: 10-12PM  Register Here
. Examples Project Benefits Learn about different types of financial benefits associated with ~ EST
L I n k Change Management a project and how to convert project metrics to financial
benefits.
— Assessments

Matrix Management

ools and Templates

Sales Excellence

blackbaud
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http://meebee/BBSites/BBQ/Lists/BBQ%20Training%20Registration/AllItems.aspx
http://meebee/BBSites/BBQ/Tools%20and%20Templates1/Forms/AllItems.aspx

Project
List

L

Project List

Home = BB Sites = BB Quality = Project List

| Al Sites |

[#]

1-30 »

sts Projects from all team members.

3BQ Calendar Mew =~  Actions = Settings -

Training Participants @ Project Name A3? Strategic Initiative

Sroject List Application Mo

. SDLC Analysis

scussions and Matrix

raries Marketing Best Possibly

3BQ Documents Practices

Wewsletter Archives

Value Steam Maps

43 Problem Solving

Jrojects

Six Sigma Green Belt HR. Recruiting Mo

rojects Process Kaizen

_ean Curriculum

Six Sigma Green Belt .

Curriculum Transformation Yes
Office

Marketing Best

Fractices

Transformation Project

Change Management

iles Excellence

ogram

‘DC Data Health

itiative 2015

ebAnalytics

| Recycle Bin
Assessment-Pro Mo
Services

M TR ARRIBl e TR R o raa 1 R RiEEIn i retinn 1w 1Al i i i mei .

Owner

Ryan
Roberts

Hodlin

Hodlin

Sarah |
Jackie |
Hodlin

Hodlin

1

Status
Complete

In
Progress

Completed

In
Progress

Completed

TTEETRIE A i

Collecting initial benchmarking data analysis
utilizing a Sirius Dedsions survey. Expect
completion week of July 25. Targeted analysis
and recommendations from this initiative is
week of August 8, Process survey questions
are completed, Working on finandal questions
regarding revenue and budgets,

Recruiting module on Workday has been
implemented. Some actions from kaizen still
being implemented. Most are on track for
delivery dates

Met with representatives of each area and
determined whether thereis a
benchmark "Best” identified.

# Hodiin met with John Mistretta for HR.
There is no "best” benchmark
currently. Researching one; Steve met
with Hieko, Jagtar, and Halleck for
planning. There is no current "Best™,
Research will be done for one,
including consulting connections,
industry information, Baldrige winning
applications; met with marketing and
Sirius Decisions about a model, since
marketing currently does not have
a "best’ model, Engaging Sirius
Dedsions and their Marketing Eco—
System model for marketing. Kicked off
formal marketing transformation
project, and inventory of current state
has begun. Professional services has
requested we review at a later date,
however we are engaged in several
lessons learned analyses with them. Al
others are underway.

# See marketing best practices project.

= Met with CDA, KPMG, and Blackbaud
for report-out on results

T1 VIREIE BRI 1 2l

Green

Complete benchmark survey  Green
and submit to Sirius

Decisions. Review analysis

and recommendations.

Identify SaaS organizations

that are within our growth

targets and benchmark their
marketing organizations.

Green
Incorporating improvements
into WorkDay for April 1
release

CSM - Esther conducting call
on 623 with TSIA to discuss
scope of membership,

Green

Product Management -
Pinged Mike McCarthy about
gap assessment, He just
hired & new Ops Manager
and this is one of the things
she will be focused on this
year.

Green
Meeting scheduled with CDA
to work on improved process
from assessment results,
Operational Excellence

Health Indicator

“blackbaud



http://meebee/BBSites/BBQ/Lists/Project%20List/AllItems.aspx

meebee

you, me, and the b

blackbaud

Home  Mission/Values » Life + HR -~ IBUHR Workday Blackbaud atWork Chatter Trawvel CorpMktg ~  Knowledge Center = BB Sites  HelpDesk My Applications »  Blackbaud Cares
it - ; | Al Sites v| | 2|
[ BBQ Documents
Home = BB Sites = BB Quality = BEQ Documents
Lists Mew ~ Upload ~  Actons v Settings ~ View: = All Documents ~
BEQ Calendar Type Name Checked Cut To Modified Modified By
Training Particpants C3  ASQ Materials 6/2/2016 3:59 FM Jackie Huffman
Project List C@  BBQ Practiioner Community 4/29/2016 10:40 AM Sarah Beauregard
Discussions 3  BBQ Tools Tailgates 9/21/2015 10:47 AM Sarah Beauregard
Libraries 3 Biling Quality Meeting &/7/2016 11:12 AM Jackie Huffman
| BBQ Documents [@  Business Operations 2/27/2015 10:02 AM Jackie Huffman
Newsletter Archives ] Customer Loyalty 7/9/2015 11:34 AM Jackie Huffman
Value Steam Maps
CH  Customer Loyalty Cohort 10,/20/2015 8:36 AM Kelly Angus
A3 Problem Solving
Projects ] FMEA 6/9/2016 4:10 PM Steven Hodlin
Six Sigma Green Belt C@  Kaizen 2/27/2015 10:01 AM Jackie Huffman
Projects
. CA  FRoot Cause Analysis WebEx Course Materials V2 11/22015 8:25 PM Jackie Huffman
Lean Curriculum
o 3  Strategic Account Plans 5312016 1:45 PM Jackie Huffman
Six Sigma Green Belt
Curriculum CA@  Tools and Templates 2/27/2015 10:12 AM Jackie Huffman
Marketing Best L3 Training 2/27/2015 10:01 AM Jackie Huffman
Practices
Transformation Project Ca  Yellow Belt Training 4/18/2016 11:40 AM Steven Hodlin

Change Management

Sales Excellence
Program

SFDC Data Health
Initiative 2015

WebAnalytics

5] Recycle Bin
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http://meebee/BBSites/BBQ/Documents/Forms/AllItems.aspx?RootFolder=/BBSites/BBQ/Documents/Strategic%20Account%20Plans/Girl%20Scouts&FolderCTID=0x0120005116246C23F1294F9DA1849D31F3019F&View=%7B1EFF7067-2F28-47E5-BBC6-8E8562CCD59F%7D

Tools

Training

BBQ Calendar
Training Partidpants
Project List

scussions
braries

BEQ Documents
MNewsletter Archives
Value Steam Maps

A3 Problem Solving
Projects

Six Sigma Green Belt
Projects

Lean Curriculum

Six Sigma Green Belt
Curriculurm

Marketing Best
Practices
Transformation Project

Change Management
iles Excellence
‘ogram

‘DC Data Health
itiative 2015

ebAnalytics

| Recycle Bin

Al DI

L]

BBQ Documents»BBQ Tools Tailgates

Home = BB Sites = BB Quality = BBQ Documents = BEQ Tools Tailgates

New

v Upload ~

Actions ~

Settings -~

View: All Documents ~

Type

&)

E B B B B B B B 28§

e o A e e e I e e

=

Name

BBQ Change Management Quick
Start Guide

BEQ Change Management Quick
Start Guide

BBQ) Tool Tailgate - Data
Collection Plan

BEQ Tool Tailgate - DEC 2015
Fishbone and 5 Whys

BEQ Tool Tailgate - Jan2016
Prioritization Matrices

BBQ Tool Tailgate - June 2016
Managing Change

BBQ Tool Tailgate - March2015
Project Charter

BBQ) Tool Tailgate - Nov2015
Graphing Your Data

BBQ Tool Tailgate - Oct2015
Understanding your data

BBQ) Tools Tailgate Process Maps
Feb 2016

BEQ Tools Tailgate SIPOC July
2018

BBQ Tools Tailgate Stakeholder
Analysis April 2016 Final

BEBQ Tools Tailgate-Graphing
‘Your Data

BBQ Tools TailgateMPS Survey

BBQ) Tools Tailgates - Data
Collection Planning

BEBQ Tools Tailgates -
Prioritization Matrices

BBQ) Tools Tailgates-Change
Management

BEQ Tools Tailgates-Project
Charter

Blackbaud Quality Training-
Dec2015 Fishbone and 5 Whys

Fisbone Diagram with 5 Whys
Template

September 2015, Template for defining and collecting data.

December 2015 Slides for creating a cause-and-effect diagram using the
5 whys technique.

January 2016 Slides for using Prioritization Matrices.

March 2016, Describes the usage and content of a project charter.
November 2015, Learn how to graph your data using a Trend Chart and
a Pareto Chart.

October 2015. Learn how to visualize your data and use descriptive
statistics before drawing condusions,

February 2016, Describes the steps used to create a process map.

Describes how to conduct a stakeholder analysis to ensure your process
improvement changes are successful.

Link to recorded session for Nov 2015 BBQ Tools Tailgate.

May 2016, MPS Survey recorded session,
Link to recorded session for Sept 2015 BBQ Tools Tailgate.

Link to recorded session for January 2016 BBQ Tools Tailgate.

Link to recorded session for March 2016 BEQ Tools Tailgate.
WebEx recording to learn how to create a cause-and-effect diagram and
use the 5Whys technique.

December 2015, Use to conduct root cause analysis of a problem using a
cause-and-effect diagram to brainstorm potential causes and the 5 whys

Checked Out To Modified

NIEBPEETAIN R IR 1T ENER IR I EEE Iy M e iy v m o R emE ot or e ot asMIiE NI T TnET L e

6/16/2016 11:45 AM

6/16/2016 11:45 AM

2(25/2016 11:30 AM

2{25/2016 11:30 AM

2/25/2016 11:30 AM

6(16/2016 2:05PM

3/17/2016 8:56 AM

2(25/2016 11:31 AM

2/25/2016 11:31 AM

3(3/2016 4:10 PM

7/20/2016 11:50 AM

4{21/2016 10:28 AM

2/25/2016 11:31 AM

5/19/2016 12:55 PM
2(25/2016 11:30 AM

2/25/2016 11:30 AM

6(16/2016 2:20 PM

3/17/2016 1:55PM

2(25/2016 11:30 AM

2/25/2016 11:30 AM

Modified By

Sarah Beauregard

Sarah Beauregard

Jackie Huffman

Jackie Huffman

Jackie Huffman

Sarah Beauregard

Sarah Beauregard

Jackie Huffman

Jackie Huffman

Sarah Beauregard

Jackie Huffman

Jackie Huffman

Jackie Huffman

Sarah Beauregard

Jackie Huffman

Jackie Huffman

Sarah Beauregard

Sarah Beauregard

Jackie Huffman

Jackie Huffman

“blackbaud



http://meebee/BBSites/BBQ/Documents/Forms/AllItems.aspx?RootFolder=/BBSites/BBQ/Documents/BBQ%20Tools%20Tailgates&FolderCTID=0x0120005116246C23F1294F9DA1849D31F3019F&View=%7B1EFF7067-2F28-47E5-BBC6-8E8562CCD59F%7D

Tools and

Templates

Lists
BB Calendar
Training Partidpants
Project List
Discussions
Libraries
Newsletter Archives
Value Steam Maps

A3 Problem Solving
Projects

Six Sigma Green Belt
Projects

Lean Curriculum

Six Sigma Green Belt
Curriculum

Marketing Best
Practices
Transformation Project

Change Management
Sales Excellence
Program

SFDC Data Health
Initiative 2015

WebAnalytics

18] Recycle Bin

| all sites

v =1

BBQ Documents:Tools and Templates

Home = BB Sites = BB Quality = BBQ Documents > Tools and Templates

New - | Upload - Actions - | Settings - 1-30 »  View: | All Documents - |
Type Mame Checked Out To Modified Modified By
15-Time Observation 2/27/2015 10:20 AM Jackie Huffman
@ 5 whys examples &/19/2015 403 FPM Jackie Huffman
@ 5 Whys template 8/19/2015 403 PM Jackie Huffman
A3 A3 is a problem solving tool to help communicate your process. 7/7[2016 4:07 PM Sarah Beauregard
a3_word_template Simplified A3 template used to decument and track process improvement 4/30/2015 2:44 PM Jackie Huffman
projects.
@ A3-problem-zolving-example Example of an A3 with instructions. 4/30/2015 2:58 PM Jackie Huffman
@ asg-fmea-template Failure Mode and Effects Analysis Template used to identify risk priority 8/10/2015 10:52 AM Jackie Huffman
numbers,
@ BBQ Cyde Time Worksheet 2/27/2015 10:20 AM Jackie Huffman
]

Cause and Effect or Fishbone
template

Choosing the Method

Control Chart Selection Flow
Chart

Creating a Pareto Chart in
Excel

Data Collection Plan

data-analysis Check Sheet
with historgram and pareto

DMAIC and Root Cause
Analysis

DMAIC Tools Matrix
Fishbone Diagram
FMEA

Green Belt Project
Presentation Template v2 (1)

Initiative Charter Template -
vl

Kaizen Invite Memo-eTap
Kaizen_Slides

Materials Meeded for Lean
Week

Create a cause-and-effect diagram with this template. This is also known
a2 3 fishbone diagram.

Used to help decide what type of quality tool to use to improve a process.

Use this to select what type of control chart to use based on your data
set.

Describes the steps used to create a Pareto Chart in Excel.

Used to develop a written strategy for collecting data.

Use to collect data on a problem. This excel file will automatically ceate a
historgram and Pareto chart from the check sheet data.

Use this template to plan and document your progress in conducting roat
cause analysis,

Shows lean and six sigma tools mapped to the DMAIC methodology.
Fishbone Diagram (Cause & Effect Diagram Template)

Failure Modes and Effects Analysis (FMEA) is used to identify and quantify
potential risks to process, products, solutions, technologies, etc, and
action plans to mitigate where necessary.

Takes you through the steps in DMAIC,

This is an example of a meeting invite to send out regarding a Kaizen
event to help give context and set expectations with attendees. The
process owner usually sends out the meeting invitation.

These slides can be used as starter material for conducting a Kaizen
session.

List of supplies needed for conducting a Kaizen or other process
improvement events.

TR BOTEE vl

THAN VIBEIR B IIGEII  amniin

4/20/2016 9:09 AM

3/20/2015 2:08 PM
8/10/2015 10:27 AM

3/25/2015 9:08 AM

9/21/2015 10:49 AM
10/8/2015 2:26 PM

10/9/2015 2:28 PM

5/14/2015 3:22 FM
6/(7/2016 8:38 AM
6/20/2016 11:31 AM
/31/2015 11:46 AM
2/27/2015 10: 18 AM

4/28/2015 4:13PM

7/7/2016 4:28 PM

4/28/2015 414 PM

Sarah Beauregard

Jackie Huffman
Jackie Huffman

Jackie Huffman

Sarah Beauregard

Jackie Huffman
Jackie Huffman

Jackie Huffman
Sarah Beauregard
Sarah Beauregard
Jackie Huffman

Jackie Huffman

Jackie Huffman

Sarah Beauregard

Jackie Huffman

fing

Bl
Capabilies
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http://meebee/BBSites/BBQ/Documents/Forms/AllItems.aspx?RootFolder=/BBSites/BBQ/Documents/Tools%20and%20Templates&FolderCTID=0x0120005116246C23F1294F9DA1849D31F3019F&View=%7B1EFF7067-2F28-47E5-BBC6-8E8562CCD59F%7D

BBQ Practitioner Community: Agenda

Meeting Theme — Engagement: Getting the Team Involved!

Community Spotlight — Great process improvement stuff going on in the business!
» Case study of improvement initiative by a member of the community

BBQ New and Noteworthy

Fabulous Prize Drawing!

Problems to
solve

Quality tools

Value to the
business

Challenges
and ongoing
work

BBQ :
@ Quality bIQCkaUd

99
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BBO

Blackbaud Quality

Operational Excellence
Recognition

Name

Date, 2016

Reason: For teaching her team the Root Cause Analysis
tools and methodology, and utilizing them to improve the
process to co-term contracts for customers.

blackbaud

» POWEr yOur passion

blackbaud
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Building

Capabilities

Building Loyalty
the primary metric

BBO
Blackbaud Quality

blackbaud




Building Loyalty

Improve overall Blackbaud Net Promoter Score
- Established customer loyalty goals for each BU/RG

- Established customer loyalty action plans associated with
above goals

- Incorporate tracking of action plans into BU/RG Monthly
Ops Reviews

Improve the accuracy and confidence level of the
loyalty surveying process

Improve Customer Satisfaction Scores
Improve Retention

BBO
Blackbaud Quality

BBQ :
@ Quality bIGCkaUd
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Leadership Development

BBQ
Blackbaud Quality

blackbaud




Goals of the Leadership Development
Program

Goals of the Leadership Program are to develop skills and organizational
behavioral norms in the areas of:

-Building Trust

«Open and Honest Communication
-Collaboration

-Effective Decision-Making

-Accountability

-Change Management

The Leader’s Role in Continuous Improvement

The program is designed to not only deliver information about how to
develop these skills, but also to help facilitate individual and organizational

behavior change.
BBQ
Blackbaud Quality

blackbaud
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Change Management

BBQ
Blackbaud Quality

blackbaud




Kotter
‘Kotters Eight Steps of Change”

iESEA T Creatinga ——=---——-- :

. climate for change |
Innreaae ' Emldthe Get the Cummumnate Empower  Create Short- I Don'tLet i RMake it i
Urgency | Guiding Team Right for Buy-in Action term Wins i Up : E Stick

Vision

Ekotter, John P.and Cohen, Dan 5. The Heart of Change. Boston: Harvard Business School Press

106
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Blackbaud Change Approach

Execute the Change: Engage and Enable
- Create and engage change network
- Develop detailed communications plan
- Complete change impact analysis and mitigating change plan
- Develop training & performance support plans
- Define metrics (short and long term)
- Celebration/recognition plan

BBQ

Blackbaud Quality

BBO .
Blackbaud Quality bl G-CkbGU-d




Transforming Culture

Goal: Provide middle management with the skills
to begin the transformation to institutionalizing
continuous improvement

Why?
« Leaders must create the culture

- Middle management leaders are closest to
the daily work

- 4 components to culture
- Experiences: Foundation of the culture

- Beliefs: Experiences form the beliefs;
beliefs people hold about what they should
do and how they should do it drive the
actions they take

- Actions: Those actions produce the
results they achieve

« Results: Results achieved from
experiences, beliefs, and actions produce
results, and form the culture e :

| blackbaud

Experiences

Beliefs

108
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Managing Resistance

Traditional Situation Forcing Change
Increasing . , Increasin Increasing _. Increasing
resistance Neutral g cooperati%n resistancg Neutral ~ cooperation

Critical mass

Early adopters

Anchor
draggers Strong pull
» from early

adopters

Y
4
L
L]
&
hd
4
”y
L
L4
4

"Uncommitted
Mass"

‘\\\\&\\\§

Management Management
attention attention

“blackbaud
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Customer Reported Defects Chart

Escaped Defects
Customer Filed Crit/High Defects - p Chart

Defects Flled

A
FFE gL EF TS EFEF P

Konth

e Cuysomer Fled Crit/Migh Defects - fiean — | L e LCL

BBQ :
Blackbaud Quality " blaCkbGUd
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Blackbaud Stock Price Over 5 Years

100

a0

G0

40

20

2013 2014 2015 2016 2017

Open 92.37 Mkt cap 4 478
High 93.00 P/E ratio 90.36
Low 91.69 Div yield 0.52%

@D lit |
dckbaud Uualty blaC|(bGUd
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The Excellence Framework

RES u |tS . m:g:mMCMhm
» Better employee relations / ; . \
/- Strategic Workforce

« Higher productivity e FOT ~ ,
I -
« Greater customer loyalty et | — o
™~ Custo:ler and Pr:oess /
* Increased market share Market Focus Management
 Improved profitability @
¢ Improved quallty Measurement, Analysis, a:d Knowledge Management

* Increased capacity

blackbaud
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Critical Tips

- One-size-fits-all approach is not effective

- Adapt the concepts and theories to the organization

- Use the approaches, tools, and language that will
be effective

- Fit to the organization’s goals, strategies, and
culture

Link all improvement activity to dollars (soft or hard)

- Report out on improvements in the language of
management- dollars

BBQ

Blackbaud Quality

BBQ :
@ Quality . bIGCkaUd




Critical Components, Perfectly Synchronized
Creating Customer Value and Corporate Growth

; “?'., . .I'F ."

[

blackbaud



Questions?

BBO

Blackbaud Quality




	Dr. Steven Hodlin�Vice President of Leadership & Operational Excellence�Blackbaud, Inc� PDT 2017 2017 Professional  Development Training�AGA - Charleston, SC Chapter �December 14, 2017 �
	Slide Number 2
	Slide Number 3
	Our History
	Slide Number 5
	Slide Number 6
	Blackbaud by the Numbers
	Blackbaud’s Philosophy: Mike Gianoni, CEO
	Slide Number 9
	5 Principles
	Blackbaud Leadership Principles
	Blackbaud Strategic Themes
	Leadership Development: Four content tracks  
	What is  Operational Excellence?
	Operational Excellence: Said another way
	Systems Thinking
	Slide Number 17
	 Bicycle System
	Slide Number 19
	Slide Number 20
	Blackbaud Quality (BBQ) Themes
	Customer-Centric
	Process Focused
	Management by Process
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Process Control Supports Improvements �in Process Capability�
	Data Driven
	Process Management Overview
	Improvement as a Problem Solving Process
	BBQ Strategic Approach
	BBQ Approach
	Everyday Quality�what we do and how we do it
	Everyday Quality 
	Slide Number 36
	Consistency with DMAIC in All We Do
	What is Your �Learning Style?
	What do you Blend?
	Slide Number 40
	Two Powerful BBQ Business Improvement Approaches
	Lead with Lean; �Follow with Six Sigma
	Slide Number 43
	Something to help you remember….�                 “Down Time”
	The Basic Tools
	Slide Number 46
	Value Added Activities
	Slide Number 48
	Current State Value Stream Map
	Current State Value Stream Map
	Future State Value Stream Map
	Slide Number 52
	A3 Diagram : Data Health 
	Slide Number 54
	Make the Process Visible
	Slide Number 56
	Prioritization Matrix
	Record Significant Before and After Results
	Six Sigma Problem Solving Equation�
	Six Sigma Process�
	Everyday Quality 
	Driving a Quality Culture
	The What: Vision of Dual Function of Work Program
	Slide Number 64
	Building Capabilities�for key processes which drive business success
	Transformation Defined
	Transformation Approach
	Blackbaud Enterprise Processes
	Software Engineering Example
	Software SURVEY ANSWERS MAPPED TO CMMi - TMM Model
	Finance
	Risk Management
	IT
	Operating Model Projects - Design Criteria�Our design criteria were developed against these core organizational perspectives
	Slide Number 75
	Evaluating Key Process areas�
	Evaluating Key Process areas�
	Evaluating Key Process areas�
	Areas of Focus
	Software Factory Structure
	Software Factory
	RDO Quality Review Initiated
	Waterfall = “One Big Bite”
	Agile: One Bite at a Time
	An Agile Approach - Process
	When to use which?
	Blackbaud Quality (BBQ) – Program and Culture �the vehicle for execution & change
	BBQ Program Rollout – �A Phased Approach
	Build a Quality Culture and Brand 
	BBQ MeeBee Site
	Slide Number 91
	Calendar
	Training�Participants
	BBQ Meebee Site Updates
	Project �List
	Docs
	Tools �Training
	Tools and �Templates
	BBQ Practitioner Community: Agenda
	Operational Excellence Recognition
	Building Loyalty�the primary metric
	Building Loyalty
	Leadership Development
	Goals of the Leadership Development Program
	Change Management
	Kotter
	Blackbaud Change Approach
	Transforming Culture 
	Managing Resistance
	Customer Reported Defects Chart
	Blackbaud Stock Price Over 5 Years
	Slide Number 112
	Critical Tips
	Slide Number 114
	Questions?

