ORGANIZATIONAL PROFILE

P.1a Organizational Environment The Boeing Aerospace
Support (AS) organization is part of the Boeing Company, the
largest aerospace company in the world. Boeing employs
approximately 163,500 people in 60 countries worldwide. Two
major business units report to the Boeing World Headquarters:
Commercial Airplanes and Integrated Defense Systems (IDS).
AS is part of the IDS business unit and is collocated with IDS
headquarters in St. Louis, Missouri. We support both US and
international customers. Boeing is the only aircraft manufacturer
with a dedicated, integrated organization focused on providing
support systems and services.

Military aircraft programs are generally divided into three
phases: development/design, production, and support with the
duration shown in Figure P.1-1. In 1993, some support services
were grouped to provide focus on the support phase of the
aircraft’s life cycle, which can be 60-75 years. This organization
was refined and consolidated in 1997 to align our business
elements to the needs of our customers; to show our unique
ability to support aircraft throughout their life cycle and thereby
establish ourselves as the market leader for the full range of
aircraft support, or sustainment services; and to increase
efficiency and effectiveness by combining similar operations. In
the support phase, aircraft have already been delivered and are in
use by the customers. Our products and services include
maintenance, modification, repair, training, and spare parts
(Figure P.1-2).

Aircraft : Life Cycle
5+ Years 2+ Years 60+ Years

Figure P.1-1. Aircraft life cycle

We are a matrix organization that is divided into businesses,
sites and functions. To address support needs AS is composed of
six market segment businesses, two small joint ventures, and a
subsidiary. The six market segment businesses are Training
Systems and Services (TS&S), Spares and Technical Data
(S&TD), Modifications and Upgrades (M&U), Contractor
Logistics Support and Services (CLS&S), Maintenance and
Modifications (M&M), and Life Cycle Customer Support
(LCCS). Each market segment business is responsible for its
own profit, loss, and market growth. The market segment
businesses are further divided into programs, which reside on
one or more sites. All the businesses have work accomplished at
multiple sites.

Our sites are geographic entities, and are often collocated with
our customers. Sites focus on efficient execution of plans to
support the businesses. Of the nine major sites, eight are located
within the continental US and one in Australia. A function is a
discipline such as Engineering, Information Technology, or
Human Resources (HR), which provides people, processes, and
tools to businesses and sites. Businesses, sites and functions
have defined responsibilities, authority, and accountability
(RAA) for their respective organizations.

2003 AS Malcolm Baldrige Application Summary

P.1a(1) Our main products and services are shown in Figure
P.1-2, along with delivery mechanisms to the customers.
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Figure P.1-2. Our products and services

P.1a(2) Primary responsibility for the support phase of a military
aircraft system has traditionally belonged to the US Government
or military services (USAF, USN, USMC or US Army). As the
overall DoD budget began to decrease, commercial contractors
expanded their focus on this market opportunity. The result is a
highly competitive market. We successfully operate in this
environment by competing from a best-value position, which
leverages our aircraft design, development and production
capabilities with our ability to deliver an integrated support
solution at a competitive price. In this context, customer
satisfaction and performance to plan, or execution efficiency, are
extremely important factors in our success. Our vision, mission,
and values, shown in Figure P.1-3, demonstrate our commitment
to provide best value solutions for supporting military aircraft.
P.1a(3) Our employees have a variety of skills enabling us to
offer diverse support services. The employee skill mix at each
location is dependent on the operations conducted at the site.
P.1a(4) We have over 13,000 employees at more than 130
locations worldwide. Each site has the facilities, tools, personnel
and technologies required to execute the work performed at that



Boeing Vision 2016

People working together as a global enterprise for aerospace
leadership

Boeing and AS Values

o Leadership o People Working Together

o Integrity o ADiverse and Involved Team
o Customer Satisfaction e Good Corporate Citizenship
e Quality o Enhancing Shareholder Value

People working together as the world’s number one provider of
innovative sustainment solutions

Provide world-class sustainment solutions to our aerospace
customers

GP40023003.doc

Figure P.1-3. Our vision, values and mission

location. Our major technologies, equipment and facilities vary
across our businesses and sites. Because of the nature of our
business, our facilities include multi-acre sites with large hangar
and ramp space as well as office facilities and labs. We comply
with all Safety, Health and Environmental Affairs (SHEA) and
Occupational Safety and Health Administration (OSHA)
requirements and address safety considerations at each site
appropriate to the work accomplished there.

P.1a(5) We operate under a variety of regulations from multiple
federal government agencies. Other regulations are site-
dependent, as determined by local laws. We ensure compliance
to these requirements through regular audits and corrective
actions. We anticipate regulatory challenges by participating in
committees that guide regulation development and by sharing
knowledge and people between AS and IDS functional
organizations. Issues affecting multiple sites are reviewed and
discussed at our leadership meetings.

P.1b Organizational Relationships

P.1b(1) The Boeing Company provides the systems,
procedures and processes that define how AS is governed. For
example, as expressed in the Boeing values, we expect every
employee to “always take the high road by practicing the
highest ethical standards.” Boeing meets New York Stock
Exchange recommendations and requirements of the
Sarbanes-Oxley Act for publicly traded companies, including:

¢ Independent non-employee Board of Directors

Written charters for key Board committees

Key Board committees composed of independent directors
Audit committee authority for selecting outside auditors

Right of Board members to seek outside legal advice
Additionally, Boeing’s financial disclosures exceed not only
the current rules, but also the new rules being discussed. The
Boeing ethics program, including a code of ethics established 25
years ago, is industry-recognized and communicates our values
and standards of ethical conduct to the workforce. The
ethics code is being supplemented to include specific ethical
guidelines for The Boeing Company financial people. The
Boeing Company provides strong guidance to IDS and to AS
in many areas, including governance practices and ethics.
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P.1b(2) Our customers are primarily government entities
responsible for the support of military aircraft worldwide. We
use a tiered approach to identify our customer groups. The Tier 1
customers are divided into two primary groups, US and
international. Customers are further grouped in Tier 2 based on
the US or international government agency/branch of military
service, or commercial customer. In Tier 3, we further segment
Tier 2 groups based on the role fulfilled in conducting business
with us. AS market segments are synonymous with the AS
business units as represented by the ‘ring’ around our customer
segmentation cube (Figure P.1-4).
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Figure P.1-4. Customer Segmentation

Five key customer requirements are common across AS
business segments at Tier 1 and 2: quality, schedule, cost,
availability, and capability. Priority of these requirements may
vary depending on the specific customer or program. At Tier 3,
the key customer requirements vary by customer group. We
balance these five requirements for best-value customer
solutions. Within the Integrated Business Acquisition Process
(IBAP), (Figure 3.1-1) our Business Development function
devotes significant resources to understanding customer
expectations beyond the written requirements. Our
understanding of these expectations is continually revisited and
refined.

P.1b(3) Suppliers participate in our value creation processes as
part of our execution of the Process Management methodology
(Figure 6.1-1). Further, process 5.0, Manage Suppliers, enables
integration of our extensive framework of external suppliers into
our enterprise.

The most important supply chain requirements for all AS
suppliers are: Technical Performance (including Reliability and
System Availability), Quality, On-Time Delivery, Affordability,
and Cycle-time (Contract Award to Product Delivery). Clarity
and communication is a key enabler to achieving these
requirements. This is achieved by establishing close working
relationships. Communication is also enhanced through multiple
methods such as participation in supplier conferences and
councils and sharing some databases.

Our supply base is managed through defined processes and
procedures documented as Policies (POLs), Procedures (PROs),



and Business Practices such as Supplier Management (Policy 15,
SMPBP 4.0), Supplier Performance Measurement (PRO-3275),
and Common Source Selection (PRO-4919). The cornerstones
for continuous supplier improvement are the Preferred Supplier
Certification (PSC) and the Supplier Development Program.
PSC involves a series of processes that touch the entire business
operation of our suppliers. PSC identifies and recognizes
suppliers providing us with the highest quality products and
services delivered on time and at best value. The Supplier
Development Program provides resources such as Lean Training
to enhance supplier performance.
P.1b(4) We partner with customers and suppliers through our
matrix organization structure, and through our programs and
processes.
P.2 ORGANIZATIONAL CHALLENGES
P.2a Competitive Environment
P.2a(1) We have considerable opportunity for growth in the
DoD market supporting non-Boeing built products and, even
more so in the global military aircraft support market. Our major
competitors compete across multiple areas of the value chain.
Second tier competitors are capable of providing some segment
of support such as training or maintenance, but not the full life
cycle spectrum support.

Our annual sales are expected to grow significantly over the
next 10 years.

} Total Contractor Available DoD
Aircraft Support Market
(Boeing Products)
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Total DoD Aircraft Support Market

o
(All Manufacturers)
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Figure P.2-1. Market Share

P.2a(2) The aerospace support market depends on DoD funding
and program priorities. We examine the administration’s budget
forecast and requirements and evaluate the likely funding
scenario for our target markets.

P.2a(3) Within the aerospace industry, competitive and
comparative data are available through the Aerospace Industry
Association (AIA), annual reports, Aviation Week Magazine,
Jane’s Defense Magazine, and other industry publications.
Customer and market comparative data are available through
customer databases and publications, our customer satisfaction
survey, and our annual Business Environment Assessment
(BEA) as part of the Enterprise Planning Process (EPP) (Figure
2.1-1). Through our process management methodology, process
owners select comparative data and information to determine
areas for process improvement. We benchmark our processes
against similar processes and approaches in related industries,
analogous processes from outside our industry, and comparable
processes in world-class organizations, such as Baldrige award
recipients.

2003 AS Malcolm Baldrige Application Summary

We must often look outside our industry to obtain analogous
comparative data to foster continuous improvement since the
companies with which we compete are hesitant to share their
results data, making it difficult to obtain competitive data.

P.2b Strategic Challenges

P.2b(1) We have defined our 10-year strategic objective to be a
recognized world-class global business, providing sustainment
solutions aligned with our customers’ evolving needs. This
objective is aligned with the aggressive growth goals. There are
five strategic challenges that the organization must overcome to
be successful (Figure P.2-2).

AS Strategic Challenges

1. Reluctancefinability of customers to commit long-term
2. Low-cost competitors

3. Legislative and regulatory market constraints

4. Diverse markets/customers and business complexity
5

. Maintaining a competent and skilled workforce
GP40023006.doc

Figure P.2-2. Our strategic challenges

P.2c Performance Improvement System

P.2¢(1) We have committed to using the Baldrige framework as
our business model. Internally, we performed our first
assessment against the Baldrige criteria in 2000 and our second
in 2001. In 2002, we performed our third assessment, which
included a comprehensive site visit. Beginning in 2001, each
of our major sites applied for its respective state or local quality
award, or was reviewed by external third-party examiners using
the Criteria for Performance Excellence (Figure P.2-3). These
assessments have driven significant improvement by
highlighting strengths and opportunities for improvement, and
by creating a common framework and language for
improvement at our various sites.
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Figure P.2-3. State quality award participation by site

Using the Baldrige framework as our business model has been
an effective vehicle for sharing best practices across our



organization. Strengths and opportunities for improvement
identified from our feedback reports have been analyzed, and
improvement plans implemented to ensure continuous
improvement throughout AS.

Organizational learning within AS occurs through a variety of
approaches including disciplined documentation of processes,
policies, and procedures; regular reviews of performance (Figure
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1.1-3); and structured communication. Additionally, senior
leaders participate in IDS and AS process councils in functional
areas such as quality and engineering to share enterprise-wide
best practices. Process councils are also chartered with
horizontal communication across Boeing business units to
ensure sharing of the latest processes, procedures and tools.

Category 1
LEADERSHIP

1.1 ORGANIZATIONAL LEADERSHIP

Our leadership system (Figure 1.1-1) serves as the model for
how our leaders set and communicate direction, review
performance, and maintain sufficient controls for effective
organizational governance. It is based on the Malcolm Baldrige
business model and is focused on balancing the needs of our
stakeholders.

1.1a Our leader, David Spong, and his Leadership Team (LT)
implement the Leadership System. They set the enterprise-wide
strategic direction and lead AS in the pursuit of our Vision,
Mission, and goals, in the reinforcement of our Values (Figure
P.1-3), and in addressing our strategic challenges.

1.1a(1) In order for our senior leaders to set and deploy short-
and longer-term directions, it is first necessary to understand and
consider all stakeholder requirements and expectations @
Involve and Communicate, Figure 1.1-1.

In our Integrated Business Acquisition process (Figure 3.1-1),
data are gathered to ensure that both current and future AS
products meet and/or exceed the requirements of our customers.

Leaders gather workforce issues, identify opportunities for
improvement and flow down strategy by spending time in direct
contact with employees. Two-way communication includes all-
hands meetings, roundtables, focus group meetings, personal e-
mail, and team celebrations. Mass communication is
accomplished via “Continuum,” an on-line weekly web
magazine. At our Wichita facility, where union representation is
highest, management meets with IAM and SPEEA
representatives on a monthly basis. Leaders also gather input
from our work force through two annual enterprise-wide
surveys: an  employee survey and a  Leadership
Effectiveness/Multi-viewpoint (MVP) survey that provide
actionable feedback to improve individual leaders and the
Leadership System.

We host supplier conferences at the program and enterprise
level, encourage dialogue between AS senior executives and
supplier senior executives, and sponsor a supplier advisory
council to communicate and address supplier concerns.
Suppliers also participate on Integrated Product Teams (IPTs).
Suppliers are given the opportunity to rate us in terms of how
well we perform as a customer.

Set and
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Figure 1.1-1. Leadership system
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Each AS operating site with over 500 employees has a
community relations focal and a community relations plan that
details how we will address key community requirements.

As members of Boeing company-wide teams and councils,
senior leaders learn Boeing shareholder expectations and
incorporate them during our annual strategic planning cycle and
frequent improvement reviews. In November of 2000, our
Leadership Team adopted the Boeing Company’s values and
created an AS Vision and Mission aligned with Boeing’s (P.1-3).
The Aerospace Support Leadership Team periodically reviews
the organization’s Values, Vision and Mission for continued
applicability to the business and societal environment. Based on
stakeholder expectations and requirements, and our Vision,
Mission and Values, senior executives then @®Set and
Communicate Direction (Figure 1.1-1).

Our leaders then ©Organize, Plan, and Align. We are
primarily organized by business, site and function, each with its
own specific set of responsibilities. The Leadership Team sets
short- and longer-term directions through the EPP (Figure 2.1-
1). The Strategic Business Council (SBC), a subset of the LT,
executes the EPP. They also provide the necessary tools and
resources and consistent flowdown of executive direction to both
run (short-term goals) and change (long-term goals) the
business.

As a part of the EPP, all AS businesses and major functions
develop implementation plans for both short- and long-term time
horizons. These plans and corresponding performance
expectations are deployed to the enterprise using our goal
flowdown process, which includes our Vision Support Plan
(VSP) Process. Goal flowdown is designed to balance the needs
of all stakeholders with a built-in feedback loop that ensures
two-way communication. Methods to ensure deployment and
two-way communication on our Vision, Mission and Values
include the annual employee survey, Leadership
Effectiveness/MVP survey, the yearly employee Performance
Evaluation (PE) process, and the Performance Development
Partnership (PDP) process used to create personal development
plans for employees. Other methods include leadership videos,
the monthly communication briefing, all-hands meetings,
roundtables, and focus group meetings on these topics. Key
suppliers and partners receive information on values, short- and
longer-term directions, and performance expectations through
supplier conferences, the Supplier Advisory Council, IPT
participation, and senior executive dialogue. Performance
purchasing agreements, standard supplier communiqués, and the
“Doing  Business”  website also facilitate two-way
communication with suppliers.

1.1a(2) Senior leaders create an environment for empowerment
through the execution of the leadership system.

We empower our teams by giving them the responsibility,
authority, and accountability (RAA) to produce products and
services, develop approaches, and manage results. We are
organized into cross-functional teams. One example is
Integrated Product Teams (IPTs) that combine expertise and
authority from various functions to get the job done. We also
have Employee Involvement (EI) teams, and other forms of
cross-functional teams. Our EI approach is designed to take
empowerment to the next level by providing a foundation to
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implement processes, high performance organizational
structures, and systems, training, and tools that give employees a
voice and ownership in running our business.

An environment for Innovation is created at AS through
investment and rewards. We invest heavily in independent
research and development (IRAD) programs to develop
technical solutions to known problems or to advance the
capabilities of our products and services. These efforts are
coordinated through the Technology Prioritization Process
(TPP). The Technical Fellows program recognizes employees
who by their technical prowess and innovative concepts have
made significant contributions to the organization. Also,
employees who develop patented inventions receive cash
awards. We have multiple programs where employees are
rewarded for developing innovative solutions to problems
ranging from the Atlas Award to cash awards and stock options.

Leaders create an environment for organizational agility
through our organizational structure. Our matrix of businesses,
sites, and functions enables employees to develop skills and be
quickly deployed from one business or site to another to meet
changing business needs.

We invest heavily to create an environment for organizational
and employee learning. We have access to the Boeing
Leadership Center where leadership courses and training are
held on an ongoing basis. Our employees also participate in
continuing education through tuition assistance. The
Performance Development Partnership (PDP) process aligns
these expenditures with organizational and employee
developmental needs.

We proactively promote legal and ethical behavior in all areas
of our business. Boeing Policy 2 sets the standard of ethical
business conduct. This is implemented through ten Boeing
procedures (Figure 1.1-2). Integrity is one of our values and an
integral part of our culture. Boeing has institutionalized ethics
and proper business conduct into the organization by
establishing an ethics position at the Company, IDS and AS
levels. Further, 1.08AS Self~-Governance and 8.06 AS Provide
Ethics Guidance are designed specifically to reinforce this
behavior.

Ethics and Business Conduct Program
Proper Marketing Procedures

Proper Marketing Practices

Offering of Business Courtesies
Conflict of Interest

Acceptance of Business Courtesies
Proper Relationships With Suppliers
Proper Use of Company, Customer, and Supplier
Resources

Former US Government Employees
Buying and Selling Securities

PRO-9
PRO-10

PRO-11
PRO-12

GP40023009.doc
Figure 1.1-2. Boeing ethical standards procedures

Ethics training is part of new employee orientation, and
mandatory annual ethics refresher training for all employees,
delivered at group sessions or via the internal web, ensures that
ethical standards are clearly communicated and understood.
More specific training in regulatory and legal compliance is
conducted based on job assignments.



1.1b Our governance system begins with Boeing Policy 1, which
defines decision-making authority at the highest levels. Policy 6
— Internal Control, flows oversight requirements down to all
managers within the corporation, and guides reliability of
financial reporting, and compliance with applicable laws and
regulations. PRO-1872 further defines these responsibilities to
include ethics and integrity, adherence to company values,
management’s attitude toward performance reporting, and
accountability. PRO-3175 defines our Compliance Assessment
Process that identifies legal and regulatory compliance risk areas
and names high-level officials as responsible executives tasked
with overseeing the management of those risks, including audit
requirements.

Fiscal accountability is also governed by the above policies
and procedures. In addition, our accounting practices are in line
with both Generally Accepted Accounting Principles (GAAP)
and the more stringent US Government Corporate Accounting
Standards (CAS). More specific requirements in our governance
system for fiscal responsibility include policies and procedures
for preparing financial statements, corporate accounting
manuals, personal certification of all financial statements and
audits of financial statements by internal auditors, external
auditors, and our government customer. The independence of
internal audits is maintained by having the audit function report
separately to the highest levels of Boeing. The independence of
our external auditors is maintained by allowing them to perform
audit functions only, which requires an additional expense to
hire and train separate groups for business consulting work. All
of the above processes and actions are designed to protect
shareholder and stakeholder interests.

1.1¢(1) Through the actions of our empowered teams, we
OPerform to Plan and Analyze and Compare our
performance (Figure 1.1-1) with relevant benchmarks. Our
senior leaders formally review business, site, and functional
performance at various forums (Figure 1.1-3). Changes in
organizational needs and directions are addressed in an
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iterative process between these review forums and our EPP.
This interaction helps us prioritize and allocate resources and
develop and implement improvement plans.

1.1¢(2) Key performance measures regularly reviewed are
included in Figure 1.1-3, along with examples of recent
findings/outcomes from those reviews.

1.1¢(3) Organizational performance review findings are
translated into priorities for continuous and breakthrough
improvement and opportunities for innovation through the EPP.
Suppliers and partners are apprised of changing priorities
through appropriate communication lines.

Every person on our team plays an important role in our
continuous improvement, so @ Reward and Recognize is a key
step in our leadership system.

1.1c(4) Senior leaders are evaluated through multiple processes
including PDP and Performance Evaluation (PE) processes, and
through both the employee and Leadership Effectiveness/MVP
survey results. In addition, the Boeing Leadership Center also
evaluates leaders for essential core competencies.

Our senior leaders use performance review findings to
improve their own leadership effectiveness and that of the entire
leadership system by formulating their yearly PDP and PE goals
and organizational goals captured through the EPP.

The Leadership Team evaluates the effectiveness of the
individual elements of our Leadership System on a regular basis
and reviews the total system annually. Through these methods,
our leadership system, the approaches described in 1.1a(2), and
through the use of the Baldrige criteria as our business model we
achieve @ Organizational and Employee Learning.

1.2 SOCIAL RESPONSIBILITY

1.2a(1) We operate in a highly regulated environment. Many of
these requirements are designed to mitigate either societal
impact or risks to the users of our products. We manage these
requirements through established procedures, processes,
training, and audits.

Frequency/Type Key Performance Measures Example Outcomes

Communication Call  |Daily/(P, C)

Current Issues/Events

Ways to better support the customer in
Operation Iraqi Freedom,; ability to better
meet customer needs

LT Staff Meeting Weekly/(P, C, STG, 0)

Audit Status

Business Excellence Plan Status, Internal

EPP and key process alignment

Strategic Business Weekly or As Needed/(C, |Strategy, EPP, New Business, Resources, [Realigned Vision, Mission, Values and
Council STG, LTG, CON, O) Work Placement Strategic Objectives

Communication Brief  [Monthly (P, O, CP) Financial Measures, Achievements Employee feedback on communication
(MCB) needs

Business Performance [Monthly/(P, C, O, CP, STG, [VSP (Businesses, Sites, Functions)

Develop recovery plans for businesses not

Review (BPR) LTG, CON) (Figure 4.1-1) meeting financial plans
Senior Leadership Quarterly (min), (P, C, Culture, Organizational Issues, Leadership |Changed organization to address our joint
Team (SLT) CON) Issues, Communications, Relationships with [ventures

Other Boeing Organizations

Leadership Team

Offsite LTG, CP, O, CON)

Quarterly (min) (P, C, STG, |Overall Organization Performance Status,
Vision, Values, Operating Principles,
Overarching Issues, Leadership System

Improvements to the Leadership System
(Figure 1.1-1)

Review Type — P = Performance, C = Capabilities, O = Organizational Success, CP = Competitive Performance,

STG = Short-Term Goals, LTG = Long-Term Goals, CON = Changing Organizational Needs

GP40023010.doc

Figure 1.1-3. Organization performance review and communication forums



Boeing Policy 4 provides overall guidance and commitment to
protect the environment wherever we conduct business, comply
with regulatory requirements, identify additional areas of
concern, and take actions to manage them. Boeing PRO-910
establishes the Safety, Health and Environmental Affairs
(SHEA) function, which exists at the Boeing company level,
group level, and at the major site level. In accordance with this
policy, each major site has designated an executive with the
oversight and authority to commit the resources necessary to
ensure compliance with applicable SHEA laws and regulations,
as well as relevant Company policies and procedures. We meet
or exceed the requirements of many other regulatory agencies
through established processes. Our measures for compliance are
requirement-specific, and our compliance goals are 100%.

1.2a(2) We anticipate public concerns largely through our EPP
including analyses of environmental impacts and other public
concerns of products, services and operations that address all
stakeholder groups. Other methods include: Gate Reviews as
part of our Integrated Business Acquisition Process, and the
annual SHEA Strategic Management Planning and Risk
Evaluation process., which we use to determine significant
issues, develop plans, and allocate resources to address them.

1.2b As part of the Boeing Company, we have a comprehensive
process for ensuring ethical behavior in all stakeholder
transactions and interactions.

Ethical requirements are communicated to all levels of the
organization during new employee orientation and at mandatory
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questionable practices or to ask advice on what to do in a
particular situation. A full-time ethics advisor is also available to
answer difficult or complicated ethical questions. To further
protect  stakeholder interests, Boeing’s  organizational
governance process maintains a comprehensive audit program to
ensure compliance with all legal requirements and ethical
standards. Supplier responsibilities are communicated via
contracts, through personal contact with Boeing employees, and
through the “Doing Business” website.

The key processes for monitoring ethical behavior are defined
and managed in 8.06AS Provide Ethics Guidance and Training
and under 1.08 AS Perform Self-Governance.

1.2¢ The Boeing Company and its employees are heavily
involved in the community. In 2002, they contributed more than
$88 million, 38% of which came from the Boeing Employee
Community Fund (ECF), the largest employee-owned charitable
organization in the world. Employee-controlled ECF charitable
programs are established at 71 Boeing locations, including all
AS major sites.

Our key communities are defined as those in which we live
and work. Boeing Procedure PRO-2606 guides company-wide
charitable contributions and community involvement activities.
This procedure gives specific requirements for major operating
sites and identifies four areas of emphasis: Education; Health
and Human Services; Culture and Arts; and Civic and
Environment.

Members of our Leadership Team play an important role in

annual refresher courses. There is also a 24-hour ethics line that supportigg both  organizational excellence and  their
employees may call to anonymously report communities.
Category 2
STRATEGIC PLANNING

2.1 STRATEGY DEVELOPMENT

One of Aerospace Support’s strengths is our ability to develop
a sound long-term strategy and create a competitive advantage
by systematically converting our strategic intent into meaningful
action. Through a defined, systematic approach to planning and
goal flowdown, we have developed and executed key strategies
to provide value-added products and services to our customers
through our focus on performance excellence. Our strategic
planning process has evolved from a simple planning
framework, to a more systematic process based upon a Baldrige
award recipient’s approach, to our current Enterprise Planning
Process (EPP) (Figure 2.1-1). Through our EPP, we align the
organization to achieve our goals and objectives.

2.1a(1) The annual EPP is comprised of four process elements
(Key Data Factors, Strategies, Plans and Execution) with ten
defined steps. In @ Guidelines and Constraints are detailed
based upon input from Boeing, IDS, and AS. Through this step,
we ensure AS alignment with the IDS group and the Boeing
Company. These Guidelines and Constraints provide the
baseline assumptions for our EPP. We collect additional key
inputs during step @ Yearly Assessments. These assessments

include specific analyses of customers, markets, competition,
and internal and external (including supplier) business elements.

Based on the key inputs collected during the first three steps
of the EPP, we ©®Review and Refine our Mission, Vision,
Objectives, Gaps, and Strategies (MVOGS). Annually we
review our Mission (what we do) and our Vision (what we aspire
to be). We define our strategic objectives (end states over time)
to reach our vision and we perform analyses at the AS, business,
and functional levels to identify the differences between where
we currently are and where we want to go. We also perform
SWOT analyses and develop or refine strategies to close
identified gaps and achieve our strategic objectives.

The planning time horizons for the EPP include short-term (1-
5 years) mid-term (6-10 years) and long-term (20 years). The
EPP addresses these horizons through Business Implementation
Plans (BIPs) and Functional Implementation Plans (FIPs), goals,
and targets (1-year, 1-5 year, 6-10 year) and through long-range
20-year business roadmaps. This lengthy planning horizon is
critical in our business since we support products for decades.

We convert our strategies into measurable actions through the
development and execution of @ Business Implementation
Plans (BIPs) and Functional Implementation Plans (FIPs).
These documents are critical to helping wus integrate
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SBC - Strategic Business Council
SPCs - Strategic Planning Councils
EPT - Enterprise Planning Team
FCs - Functional Councils

Figure 2.1-1. Enterprise Planning Process (EPP)

across the entire AS organization. BIPs and FIPs are living
documents that are reviewed and updated as needed and statused
quarterly in our Business Performance Reviews. We © Allocate
Resources against the strategies defined in the BIPs and FIPs
through a systematic process. Resource needs are identified for
each Business, reviewed by the EPT and our Business
Management Function, and approved by the AS SBC. Financial
commitments by each business are documented in the ® AS
Long Range Business Plan (LRBP). All financial commitments
flow from the BIPs. As needed, we redirect resources where they
will have the most significant impact.

We align the entire organization through our @ Goal
Flowdown Process (Figure 2.2-1). This process ensures that our
overall action plan measurement system achieves organizational
alignment and integration and covers all key deployment areas
and stakeholders. Once goals have been flowed throughout the
organization, Step ® Execute the Plan begins and continues
throughout the year. On a monthly basis we track both the
content of our BIPs and FIPs (health metrics) and strategy action
plan performance (execution metrics) through step © Monitor
the Plan. Based on input from all key participants involved in
strategic planning, data are collected on the EPP and all key
outputs of this process during ® Lessons Learned. In this step,
we review the previous year’s planning cycle and incorporate
improvements in our strategic planning and execution processes.

One of our significant enhancements has been to expand our
planning team from a small group of senior executives to our
current planning structure that engages a wide range of
participants from various levels of the organization. This
inclusive approach facilitates both involvement and integration.
David Spong and the SBC have overall responsibility for
strategic planning and execution of the EPP. Strategic Planning

Allocate
Resources

Councils (SPCs) within each Business and Functional Councils
(FCs) are responsible for planning for their respective
Businesses and Functions and have content responsibility for
BIPs and FIPs. These groups ensure integration and alignment of
the business, functions and sites to the overall AS plan. The
Enterprise Planning Team, led by the Manager of Enterprise
Planning, is composed of a representative from each SPC and
FC and is the “working” group that executes the EPP for the
SBC.

Boeing Company Vision 2016
—m—

AS Level Goals (1 5and 10 year) Step 3 EPP

BIP Goals 4J-} FIP Goals
Step 4 EPP Step 4 EPP
Site Integratlon Goals

-
Program/Group Goals
-

All Levels Manager Goals
~+

Workforce Goals
(PE, Team Goals)
<

Goals, Measures, and Targets

Performance Results & Reviews

Individual Goals
(Workforce Compass)

Figure 2.2-1. Goal flowdown process



2.1a(2) Annually, we collect and analyze a comprehensive set of
key data factors to ensure that we develop and refine strategies
and objectives based on both quantitative and qualitative data
and information. These data are collected and analyzed during
development of strategies and plans (steps @ through G).

The Business Environment Assessment (BEA) is an example
of the type of data and information that is collected and analyzed
as an input to the EPP. This assessment provides a robust market
and competitor analysis. Equally robust analyses are performed
around internal capabilities (overall performance, financials,
Human Resources, facilities, culture, and technology) and
external factors (customer satisfaction, supplier).

These Yearly Assessments are shared at the Leadership
Team’s Annual Planning Meeting. This information is also
reviewed and used by the SPCs and FCs who assess the
relevance of the information to their business or function and
refine strategies defined in their respective BIPs and FIPs.
2.1b(1) AS identifies key strategic objectives and develops
goals, measures, action plans, and estimated completion dates.

2.1b(2) We ensure that our Strategic Objectives address the
challenges we identified in our Organization Profile through a
systematic approach. A key element of step © Review and
Refine our Mission, Vision, Objectives, Gaps, and Strategies
of the EPP is gap analysis. As our leaders develop our gap
analyses, they define the most critical challenges that must be
addressed, and align our strategies accordingly in order to
successfully achieve our strategic objectives.

Through the deployment of our AS Leadership System, our
Leadership Team has defined our key stakeholders. Through the
EPP, we systematically ensure that all stakeholders are
considered. For example, in step @ Yearly Assessments, we
perform a Customer Satisfaction Assessment (Customer), a
Human Resources Assessment (Workforce), a Supplier
Assessment (Supplier), a Risk Assessment (Community) that
considers potential societal risks, and a Financial Assessment
(Shareholder). As part of step © Review and Refine our
Mission, Vision, Objectives, Gaps, and Strategies of the EPP,
our leaders develop key objectives and strategies to address all
stakeholders. Through this systematic approach, our leaders
ensure that we develop plans that will balance the needs of each
stakeholder group.

2.2 STRATEGY DEPLOYMENT

To achieve our strategic objectives, we must engage the entire
organization. We achieve this full engagement through our
planning council structure and the systematic development,
deployment and execution of step @ of our EPP, Develop BIPs /
FIPs. Through the Goal Flowdown process, we attain alignment
from the top of the organization to the individual contributor as
well as integration among businesses and functions.

2.2a(1) Once AS level strategies and objectives have been
defined in EPP step © Review and Refine our Mission, Vision,
Objectives, Gaps, and Strategies, the Business and Functional
Councils develop action plans in EPP step @ to execute their
strategies. These action plans and resource requirements become
a key element in each BIP and FIP.

On a yearly basis, businesses define resource requirements to
execute their strategies. These requirements include site and
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functional needs. Once the resources are identified, the EPT
aggregates and integrates these requirements and, depending
upon the type of resource being requested, submits the
requirement to the appropriate council for approval and
allocation. The resource requirements and plan are then
documented in the BIPs and FIPs. A key element of this process
is the prioritization of requirements by our councils. The
councils review the resource requirements and criteria to set
priorities.

As the year progresses and we execute and monitor our
implementation plans, we assess the need and allocate
appropriate resources to ensure efficient operations and the
greatest probability of successful achievement of our strategic
objectives. Through our continuous monitoring of BIP/FIP
execution metrics, we carefully evaluate the deployment of our
action plans and can quickly adjust and reallocate resources as
needs require.

Changes resulting from action plans are institutionalized by
modifying the existing process or implementing a new process,
as appropriate. We identify key needs around infrastructure,
culture, and/or training that may be needed to sustain the change.
Additionally, our systematic approach to performance review
and evaluation helps to ensure sustainment of the key changes
resulting from our action plans. In this review process we review
our performance against measurable goals. If at any point we are
not achieving the desired levels of performance, we take action
as necessary to achieve our desired outcomes. Because the BIPs
and FIPs are living documents, we can make business and
process adjustments as required. Another systematic process that
allows us to sustain changes is our yearly lessons learned
process through which we modify our planning process,
products, and associated execution. The implementation of a
change is not complete until we sustain the expected
performance over time.
2.2a(2) Our key short- and long-term action plans are captured
in our BIPs and FIPs. Specific deliverables are identified on 1
and 10 year schedules with longer term expected markets
defined as part of our 20 year roadmaps. We also have 1, 1-5,
and 6-10 year targets identified against our goals.
2.2a(3) Our key human resource (HR) plans to support our
businesses and functions are articulated in our Human Resources
FIP. The HR FIP is built based on information collected in our
HR Yearly Assessment, our business strategies and objectives,
and the HR requirements defined in our BIPs. The HR FIP
covers both short and longer term actions and includes 1, 1-5,
and 6-10 year targets. In the near-term, our key focus is on
increasing efficiency and effectiveness through technology with
initiatives such as Boeing Enterprise Staffing System.
Additionally, we have action plans in place to respond to
concerns identified in our employee survey and to fully deploy
our Employee Involvement approach.

2.2a(4) We ensure that our measurement system reinforces
alignment through our systematic Goal Flowdown Process
(Figure 2.2-1) that ensures linkage of goals from the AS level to
the individual contributor.

AS tracks the progress of our action plans through key
performance measures and indicators around our five strategic



objectives. Using our goal flowdown process we identify the
short- and long-term targets that we need to meet in order to
achieve our strategic objectives. Within our integrated Vision
Support Plans (VSP) we provide visibility to one-year goals and
objectives and linkage to key strategies from front-line managers
through David Spong. Our goal flowdown process (Figure 2.2-1)
demonstrates how we systematically reinforce organizational
alignment by flowing down plans and actions to the appropriate
level while “flowing up” measures to give visibility to
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ensuring that our measurement system covers all deployment
areas and all key stakeholders.

2.2b We develop short- and long-term performance projections
for our performance measures/indicators, and we project our
performance against our competitors through various means.

We have developed a competitive threat matrix to assess each
of our competitors against each of our businesses. Along with
this comparison, we’ve projected how each competitor fits our
value chain core competencies that are the foundation of our

performance throughout the organization. strategies. This also allows us to address our strategic
Through our systematic EPP, we ensure that action plans challenges.
address key stakeholders and measure action plans, thereby
Category 3

CUSTOMER AND MARKET FOCUS

Detailed Customer Knowledge and Focus is a Boeing core
competency and Customer Satisfaction is an AS value. As we
pursue new business, maintain existing business, and deliver
products and services, our Integrated Business Acquisition
Process (IBAP), Figure 3.1-1, guides our actions.

Maintain

Create & Grow

Acquire

Management Oversight

GP40023013.ai

Figure 3.1-1. Integrated Business Acquisition
Process (IBAP)

3.1 CUSTOMER AND MARKET KNOWLEDGE

3.1a(1) Aerospace Support customer groups and market
segments are determined within the Enterprise Planning Process
(EPP) shown in Figure 2.1-1.

The yearly assessment phase of the EPP begins with the
Business Environment Analysis (BEA) and Market Assessment,
which utilizes multiple inputs to compile data on our customers,
customer needs, competitors, customers of competitors, and
potential customers.

Business Development creates and updates the Aerospace
Support Business Development Functional Implementation Plan
(FIP). The Business Development FIP is a document that
articulates the plans and actions necessary to accomplish
Aerospace Support’s Long Range Business Plan (LRBP).
Throughout the process of creating the AS BD FIP, our
understanding of customers, their needs, our markets, and our
opportunities for growth are validated and/or changed as
warranted.

Our current view of customer groups and market segments can
be found in Figure P.1-4.

The first distinction in our customer segmentation is whether
the customer is a US or international customer (Tier 1).
Awareness of the cultural paradigm this represents is a critical
step in successful customer interaction. Tier Two represents
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different government and commercial agencies that AS deals
with in business. Many times, we interact with multiple
agencies on a procurement even if the product/service is bought
for the use of one agency. Each government/commercial agency
and military service brings differing characteristics and ethos’
critical to understanding what is important to them. At Tier
Three, we further refine our customers as Users, Gatekeepers, or
Decision-Makers. Users actually operate AS products/services
and represent key influencers in future business decisions that
relate to purchases from that customer. Gatekeepers stand
between the user and the procurement authority and possess
influence on the purchasing decisions that is self-evident.
Decision-makers are those personnel who have actual signature
authority to contract and have the final say in from whom a
certain product/service will be procured.

AS has created business units that match our market
segments that are defined by evolving customer needs. As our
customer requirements evolve/grow, we identify markets to
develop business.

Customer knowledge is used to target and execute individual
opportunities with identified customers during the Create and
Acquire phases of the IBAP. We also leverage high-level blind
information ratings of competitors’ proposals following each
source selection competition, which can be used as lessons
learned on future proposals.

3.1a(2) We determine key customer requirements through a set
of processes across the entire product/service life cycle.
Requirements are systematically defined during the Create
phase through interaction between the customer and Business
Development.  Requests For Estimates and Requests For
Proposals during the Acquire phase formalize our understanding
of customer requirements and expectations. During the Keep It
Sold phase, customer requirements are validated/changed and
reviewed as the program matures. We also use informal data
gathered from sources including field and marketing office
personnel, on-site company representatives, IPTs, consultants,
Win-Strategy Steering Committees, and executive leadership to
understand and refine customer expectations.

Relevant information from customers including marketing,
sales, loyalty, retention, win/loss analysis, and complaints, are
input into the EPP. The Enterprise Planning Team evaluates this



data during the Yearly Assessment portion of the EPP to assist in
developing objectives, strategies and gaps. Business
Development uses additional mechanisms such as joint steering
teams, data mining exercises, and technology road maps to
further increase market knowledge and shape customer
requirements. We identify areas for improvement to our formal
requirement determination processes by following the PBM
process.

3.1a(3). Our approaches for keeping listening and learning
methods current with business needs include:

e Annual Baldrige-based evaluations

o Lessons learned steps of the EPP and IBAP

e Regular reviews by the Strategic Business Council

o Quarterly Customer Satisfaction Council off-sites

e PBM evaluations

As a result of the above activity, the IBAP was modified to
streamline the gate review process increasing our agility in
winning quick response business opportunities.

An improvement to our listening and learning processes is the
Customer Relationship Management System (CRMS), process,
and on-line tool. CRM will allow Customer Contact Persons
(CCPs) to input customer information such as meeting notes, trip
reports, customer profiles, and stated expectations. This tool will
assist multiple employees whom interact with the same customer
in presenting ‘one Boeing voice’, and also measure health of
customer relationships.

3.2 CUSTOMER RELATIONSHIPS AND SATISFACTION

Our 1.09 AS Manage Customer Satisfaction Approach and
Deployment process reflects a cycle of improvement designed to
ensure consistency in our customer satisfaction approaches and
systems. A web-based Customer Satisfaction Management
System (CSMS), has been designed to support our 1.09 AS
process. CSMS is designed with three main components: a Top
Issues database, a CCP database, and the CRMS. The CSMS is
structured into levels of input and visibility tailored to support
various organizational structures within AS.

3.2a(1) In addition to performance requirements, levels of
customer satisfaction are driven by our relationships with
customers. To maintain focus on both performance and
relationship excellence, we use the Customer Satisfaction Model
(Figure 3.2-1). This model, along with systematic customer
processes that include Getting Started Process, Satisfy Customer
Process (performance excellence), and our Customer

CUSTOMER SATISFACTION

Performance Excellence Relationship Excellence
Products and Services That Customers Want Suppliers
Delight the Customers: That:
* Meet or Exceed Requirements | | « Sensitive to Their Point
+ High Quality, On Time, At Cost of View
+ Competent and Professional + Understand Their

Support Expectations
* Meet Unanticipated Demands | | * Responsive to Their
Requests
* Keep Our Commitments

Quality + Schedule + Cost + Relationship = Customer Satisfaction

~PA023014.ai

Figure 3.2-1. Customer satisfaction model
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Building Process (relationship excellence) are taught in our CCP
training class for employees who interface with external
customers.

The Customer Satisfaction Council (CSC) was established to
develop and deploy common customer satisfaction processes.
Each major site has a representative on the CSC. The CSC uses
process a defined process to evaluate and identify opportunities
for improvement to our approaches.

3.2a(2) We have systematic approaches for customers to seek
information, conduct business, and make complaints. These
formal and informal mechanisms include scheduled assessments
(i.e., CPAR) and meetings (Joint Management Council), the
Request for Proposal process, on-site representation, off-site
meetings, and electronic interface (ex. customer intranet access
to Boeing systems).

Customer contact requirements for access are jointly
determined with the customer during the Keep It Sold phase of
the IBAP. This phase addresses high-level customer accessibility
and complaint management. Customer contact requirements at
the individual level are determined through the development of
Customer Contact Plans and Customer Profiles.

We ensure contact requirements are deployed to CCPs through
training and inclusion in our CSMS CCP Database. Our IPT
work environment also provides program personnel a forum to
enhance customer contact requirements at the team level as
necessary.

3.2a(3) We resolve complaints through our Satisfy Customer
process.

The Satisfy Customer process uses CSMS as the support
system to ensure effective and prompt resolution of customer
complaints. CSMS is a cycle of improvement to our previous
approach. With CSMS, complaints are entered and tracked in the
Top Issues database by date, priority, and risk level to ensure
timely closure. CSMS is designed to generate automatic on-line
notices, including two-week ticklers, as reminders when items
are due. Resolution of customer complaints is completed when
follow-up with the customer occurs per the Satisfy Customer
process.

CSMS is the central repository for the aggregation of Top
Issues and has reporting features that allow leadership to view
and analyze issues to determine status, corrective action, help
needed, and lessons learned. The system can elevate issues
through multiple levels depending on the level at which the issue
is input or its level of criticality.

3.2a(4) We evaluate approaches to building customer
relationships through a set of processes which include internal
and external Baldrige-based assessments, Customer Satisfaction
yearly assessment inputs to the EPP, Readiness Assessment and
Practices (RAP), and our customer satisfaction process reviews.
The CSC, through benchmarking past Baldrige recipients, has
identified improvements to our existing processes, systems, and
measures.

3.2b(1) Our approach to customer satisfaction captures four

types of customer data for measurement and analysis:

e Formal — Official assessments (CPAR, Award Fee, On-time
deliveries, and Corrective Action Requests). These contractual
processes are conducted annually or semi-annually.



e Informal (Formal Internal Assessments) — Operational or
performance metrics captured on a regular basis (Delivery and
Field Service Surveys, win rate, and repeat business).

¢ Open-ended — External and Internal Customer Surveys or in-
person data received on relationships or customer perceived
value.

e Process — Customer-focused process measures of government
‘ticketed’ systems relating to our products and services
(Process Assessment System).

The evaluation of four types of customer feedback is designed
to balance performance indicators (CPAR, Award Fee, etc.) with
relationship indicators (External Survey, Field Service Surveys,
etc.) that influence satisfaction and loyalty. Understanding how
feedback relates to our various levels of customer groups,
customer satisfaction model elements, and our VSP, allows us to
identify requirement variation, unique expectations, and high-
leverage areas for improvement. To ensure measures capture
actionable feedback, key areas for improvement are placed in
CSMS and tracked by requiring action plans and disposition
documents attached to the item during the closure process. The
Satisfy Customer Process shows a commitment to meeting
customer expectations by getting real time feedback during the
issue closure process.

3.2b(2) We follow up with customers on products, services and
transaction quality through delivery surveys, field surveys, and
the external survey. The External Survey Process requires a
formal response letter to be submitted to the customer following
receipt of the results to validate appropriate areas for
improvement have been captured. Key areas for improvement
are again input into the Top Issues portion of CSMS. Next a
mid-year update is distributed to the customer to formally
communicate the progress of the improvement activities to the
customer. Validation of the desired improvement comes during
the next cycle of the survey when the customer responds to
specific issues/areas that program managers identify. Informal
feedback is also gathered on product/service and transaction
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quality through our Field Service Representatives located on
customer sites. We conduct various field service surveys and
track data on response time, etc. This follow-up interaction is
key in identifying top issues to be communicated back to
management and senior leadership. CSMS allows documented
visibility to be web-based as opposed to previous manual
methods for aggregation and tracking.

3.2b(3) We obtain information on customer satisfaction levels
relative to competitors and benchmarks through multiple
external and internal mechanisms.

External — The CSC schedules benchmarking activities
during quarterly offsites. These activities allow us to gather
improvement practices and implement applicable processes and
systems from other world-class companies.

We also use blind industry comparative data extracted from
on-line databases for items such as CPAR and CPAR Block 18,
and also gather information through our AS Comparative
Mindset team.

Internal — Monthly Business Performance Reviews provide
comparisons between the six AS business units for common
processes and measures. Additionally, the EPP includes
comprehensive competitive analysis as part of the BEA. These
inputs are used in developing BIPs/FIPs and as inputs to the
Create phase of the IBAP.

3.2b(4) Our Baldrige-based assessments provide feedback on
our approaches to determine satisfaction by identifying
actionable areas for improvement. In addition, the CSC has
deployed a semi-annual on-line survey requesting feedback on
the quality and level of internal support the customer satisfaction
process provides. The CSC takes the feedback from the
customer staisfaction survey and builds a plan for improvement
in the Council’s Business Improvement Matrix. The Council
also uses the Readiness Assessment and Practices to evaluate the
health of each customer satisfaction competency to ensure they
are current with our needs.

Category 4
MEASUREMENT, ANALYSIS, AND KNOWLEDGE MANAGEMENT

4.1 MEASUREMENT AND ANALYSIS OF
ORGANIZATIONAL PERFORMANCE

Our performance measurement system drives what we
measure at all levels of the organization. We select, analyze and
align data and information to improve our performance using the
five-step performance measurement system (Figure 4.1-1).

Our performance measurement system begins with gathering
requirements and expectations from stakeholders. We facilitate
the analysis of those data and information through the
integration of @ The Leadership System and EPP. The result
is a set of action plans, performance goals, and metrics.

Goals and direction are communicated through the @& Goal
Flowdown process to our businesses, sites and functions and are
shared with our customers and suppliers at each organizational
level as appropriate.

Goals and performance expectations are measured through
the ® AS Organization at organizational, operational, and
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individual levels. Employee personal and professional
development goals are defined and documented through the PDP
process.

Our performance measurement system is supported through
use of integrated @ Measurement, Analysis and Knowledge
Management systems, which provide performance status and
other information needed for organizational decision-making
and innovation. @ Performance Review and Communication
is conducted at the AS, business, site, function, program, and
organization/team levels and reported through the Vision
Support Plan (VSP) system.

4.1a(1) Our goal flowdown process (Figure 2.2-1) is our system
for selecting, aligning, and integrating our performance goals
and measures. The VSP is our system for collecting, monitoring,
and reporting progress towards these goals. Key
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@ Leadership System and
Enterprise Planning Process

Businesses, Sites,
Functions

Programs/Groups

Individual Employees

Figure 4.1-1. Performance measurement system

benefits of the current VSP system include web accessibility,
password protection for sensitive data, and the ability to view
selected strategies and metrics across multiple businesses, sites,
and functions.

Our selection process for key measures balances leading and
lagging indicators with stakeholder requirements and process
measures. Goal flowdown is repeated through all levels of the
organization, in businesses, sites and functions with each level
combining items it is responsible for with organization-unique
measures to create its VSP.

Data and information for tracking daily operations are selected
and collected at the ©® program/group level. These data are
aligned through process metrics in our value creation processes
and our PBM methodology to support decision-making.

The VSP documents our goals, monitors our progress, and
provides a common format and location for performance
reporting and communication across the organization. We use a
common color-coding system of red (off target, will not meet
goal), yellow (off target, but expected to meet goal), and green
(on target, expect to meet goal). Analysis and action items
concentrate on red and yellow ratings to improve performance.

4.1a(2) We select and use comparative data to drive
improvement and innovation in organizational and operational
processes. By participating in comparative activities such as
trade shows, conferences, and internal and external
benchmarking studies, we are able to introduce new ideas and
innovation to the organization. In 2002, we participated in
numerous state quality award processes at our major sites and
conducted an overall internal AS assessment. In these
assessments, the use of comparative data for operational
measures and decision-making was identified as an opportunity
for improvement. We have since created a Comparative Mindset
Team to improve our processes for selecting and using
comparative data. Knowledge components include a

benchmarking process and a process for attaining
comparative/competitive data.
We analyze comparative data to identify strategic

opportunities for process improvement and to increase our long-
term competitiveness.

13

4.1a(3) We keep our performance measurement system current

with changing business needs and directions through several

methods:

e Annual internal and external assessments using the Baldrige
criteria, ISO9001, and AS9100.

e Internal improvement initiatives such as Lean and Program
Management Best Practices.

e Performance reviews conducted at
throughout the organization.

e PBM methodology, which requires regular review and
reporting of process health.

e Alignment with Boeing and IDS parent organizations. We
ensure that our performance measurement system is sensitive
to rapid organizational or external changes through the
integration with our leadership system, performance reviews
and EPP.

4.1b(1) We conduct a variety of analyses to support our
organizational leadership reviews and strategic planning. These
measures drive decision-making, action plans, and improvement
throughout the organization. The data and analyses of our
performance measurement system support our strategy by
providing inputs to EPP Yearly Assessments such as customer,
financial, and people factors.

regular intervals

4.1b(2) The primary methods of communicating the results of
our performance are the VSP system, the monthly
communication briefing, and business and program reviews. The
AS-level monthly communication is provided through the
Monthly Communication Briefing (MCB) that is distributed to
all managers for communicating with their teams.

Effective decision-making is supported throughout the
organization at all levels through the various performance
reviews and communication mechanisms. We ensure that goals
and measures are supported by the appropriate level of
responsibility in the organization through the VSP process.
Measures and analyses are performed at the lowest level in the
organization so that those who have local knowledge are able to
create and execute action plans to achieve the goals.



4.2 INFORMATION AND KNOWLEDGE MANAGEMENT

4.2a(1) We rely on an integrated set of tools, technologies, and
processes to provide reliable, pertinent, and current data and
information to customers, suppliers/partners, and employees.
Information availability is based on the three considerations
shown in Figure 4.2-1.

The data access needs for our customers and suppliers are
generally driven by contractual and relationship agreements.
Employees have much broader access to data and information.
Our employees are given access to the processes, systems, data,
and other information to perform their job. Since much of our
data and information is electronic, we have made provisions for
shop areas where employees may not have a dedicated PC to
access information.

4.2a(2) Our Information Technology (IT) group uses many
methods to maintain reliable and secure hardware and software
and to deliver user-friendly systems to end users. We use Boeing
standards, processes and hardware/software configurations to
achieve reliability and security, and the Software Engineering
Institute/Capability Maturity Model (SEI/CMM) disciplines to
manage our IT processes, products, and services throughout the
organization. The IT organization conducts user surveys of its
internal customers and uses the results from the annual employee
survey to identify opportunities for improving systems,
hardware, and software.

4.2a(3). The EPP yearly technology assessment provides a
means to evaluate the strategic direction of information
technology. The IT function participates in the EPP and
assesses systems against changing business requirements and
technology innovations such as PC upgrades and integrated
systems. The AS Information Systems (AS IS) Council, which
includes IT management from all major sites and businesses,
identifies constraints (in resources, skills, and priorities) and
develops strategies for driving improvements to meet AS
business needs and direction. This ensures we set and

@ Who and What @ Policies and Procedures _Im

CUSTOMERS
Performance (Cost, Schedule,
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implement IT strategies, plans, and actions consistent with AS
strategies.

4.2b(1) We manage organizational knowledge in a variety of
ways to provide employees the ability to apply, acquire, and
update market knowledge assets to serve customers and business
partners. Figure 4.2-2 illustrates the collection, transfer, and
sharing of knowledge and best practices for our employees,
customers, suppliers and business partners. It shows:

¢ Organizational knowledge assets - where the knowledge we
need to run our business resides or is stored.

e Knowledge transfer vehicles - processes or other methods
used to capture knowledge assets and transfer knowledge from
individual, tacit knowledge to organizational, applied
knowledge and learning.

¢ Organization structure - the people, teams, organizations, or
interactions with others that provide opportunities for sharing
and transferring information knowledge.

Organizational Knowledge Organizational
Knowledge Transfer Structure and
Assets Vehicles Work Systems
« Employees « PBM, Lean, El * Natural Work
+ Suppliers « OJT Groups
+ Customers + Job Rotation * |PTs (Internal,
* Business Partners | |« Certification External)
+ Policies * Professional + Cross Functional
* Intranet/Web Certs. (APICS, and Cross
* Procedure CPM, ...) Business Teams
Manuals * Leadership * HPWTs, AIWs,
* Work Systems Training (BLC) Kaizan Based
+ Databases + Training via Teams, etc.
+ Tech Publications University * Process Councils
+ Advanced Alliances (Identify and
Technology + Simulation and Share Best
Organization Virtual Realities Practices)

Figure 4.2-2. Knowledge management approach
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+ Establish Secure Connection with
Boeing via User ID and Password

* Physical Access to Boeing
Facilities Based On Identification

Servers
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AS EMPLOYEES
Boeing Intranet (News,
Information) Process-Specific
Systems and Data (Accounting
Systems, Operations, etc.);
Performance; HR; Policies
and Procedures
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+ Security and Confidentiality
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Figure 4.2-1. Data and information availability
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Additionally, information is shared by applying and using
disciplined processes and daily operational procedures such as
Employee Involvement and IPTs, which typically include our
suppliers and customers. AS process councils are chartered with
identifying best practices and organizational lessons learned in
functional and program areas.
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4.2b(2) Figure 4.2-3 lists our approaches for ensuring that
various properties of data, information and knowledge are
protected. Because the majority of our business is with
government customers, security and confidentiality are
especially vital.

Property Data, Information, and Organizational Knowledge How Properties are Ensured

Integrity Code of ethics, Certification (employee, suppliers), Audits, SEI/CMM
Process and Systems Audits training

Accuracy Experience and skill level, Patents, training Error proofing and validation for entry, field masks, audits

Timeliness OJT, Just In Time Training, Employee Orientation, Intranet | Pilots of new software systems and user group testing
and Systems Access (employees, customers, suppliers)

Reliability PBM, Metrics, Certification of financial statements, ISO, Change boards, SEI/CMM, service level agreements;
AS9100, QA backup systems

Security DoD security clearances, ITAR, Access Control, Export Account permissions processes, firewalls, reverse proxy,

Control, Boeing sensitive/proprietary IP, Classified
Programs, Nondisclosure agreements

anti-virus software, standard PC configurations, Computing
Security Policy

Confidentiality
proprietary

Governed by business agreements, DoD specified, Boeing

Account permissions processes, firewalls, reverse proxy,
anti-virus software

User Friendliness

Web and Boeing contacts

Training, Accessibility to references and resources via

Help Desk, user pilots and training labs, user surveys,
SEI/CMM, ergonomics

(GP40023016.doc

Figure 4.2-3. Properties of data, information, and organizational knowledge

Category 5
HUMAN RESOURCES

The Boeing Company vision begins with “People Working
Together....”. Our people are the core of the business and the
key contributors to achieving success. We are organized and
conduct business in a manner that encourages our employees to
give their best, continually learn, share ideas and knowledge,
and work cooperatively at every level and across all activities of
the business.

5.1a(1) Our Leadership System (Figure 1.1-1) provides the
framework for the AS People System (Figure 5.1-1). In concert,
these systems integrate leadership responsibilities with human
resource processes to support a culture in which an empowered
workforce successfully achieves business objectives.

Each element of the People System has key interrelationships
with the Leadership System. @ Our Workforce Strategies
identify the resources and approaches necessary to achieve
strategic business objectives flowing from the Enterprise
Planning Process. @ Design Work, Acquire Workforce, Set
Direction, and Define Expectations ensures we successfully
maintain capable employees who fully understand our priorities
and expectations for their performance through our team-based
work system. Through © Lead Workforce and Assess
Performance, empowered teams are provided with the
knowledge and tools to perform to plan and assess performance
against goals and objectives. Reward and recognition programs
are provided to @ Retain Motivated High Performing
Workforce and ensure that individuals and teams are recognized
for their contributions to AS business objectives. Comprehensive
development and training is provided to @ Develop Workforce.
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Through the collaborative efforts of business, site, and
functional leaders, our organization’s matrix structure provides a
framework to organize and design work and job assignments.
Business leaders focus on ensuring that customer needs are met
and functional leaders provide skilled employees to perform
work to meet those needs. This approach provides us with the
flexibility to support both existing and new business while
allowing effective redeployment of people as requirements
change.

5.1a(2) © Lead Workforce and ® Retain Motivated High-
Performing Workforce are accomplished through our team-
based structure, which allows us to capitalize fully on the
diversity of our employees. Our matrix structure of functions
providing people to programs, allows us to assign employees to
capitalize on the skill, experience, knowledge and regional
diversity of our employees.

We have a Diversity Blueprint that guides us to include all
employees and the uniqueness each brings to the workplace.
To reinforce the imperative that all employees participate and
feel valued for their contributions, one of our senior business
leaders champions the AS Diversity Council. This council,
tasked with supporting diversity efforts across AS, has
sponsored deployment of diversity training programs. Our
diversity focus has also led to the creation of several affinity
groups, such as Boeing Black Employees Association, Women
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Figure 5.1-1. AS People System

Retain Motivated
High-Performing
Workforce

of Boeing Network, and the Boeing Employees Hispanic
Network. These groups encourage employees with a common
background and culture to meet, discuss, and act on issues
relevant to their shared viewpoint.

5.1a(3) We achieve effective communication and skill-sharing
across AS through functional Process Councils. Each function
has a council or leadership team that links to a council at higher
levels in the Boeing Company. These councils are chartered to
ensure that discipline-specific knowledge is shared across
organizations and that resources are effectively used, standards
are established and deployed, and recommendations for
company-level business decisions are coordinated. Company-
wide best practice audits assess process effectiveness and share
the best practices across the company to enable learning from
the success of others. .

5.1b © Assess Performance and © Develop Workforce is
achieved through the Performance Management system and
supporting tools (Figure 5.1-2). The Boeing Vision 2016 serves
as a roadmap to the future, focusing on key strategies, core
competencies, and values that form the foundation of our
culture. Our performance management system links Vision

Salary Review

April

GP40023020.ai

Figure 5.1-2. Performance management system

erformance
Management

July
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Workforce
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Perform

to Plan Lead Workforce
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2016 values to individual performance. These processes
encourage and enable employees to contribute effectively.
Individual development objectives and performance evaluations
are structured to reinforce our values.

Our performance management system supports a customer
and business focus. The business focus is achieved through
flowing goals into Performance Evaluation (PE) from the Vision
Support Plan (VSP). Customer focus is achieved through a
specific category on the PE form.

We offer a variety of reward and recognition programs. Our
programs are designed to optimize performance while
reinforcing organizational objectives and values. All programs
offer incentives to individuals, and most reward teams. We
evaluate the effectiveness of our reward and recognition
programs through the Boeing Employee Survey and by tracking
progress towards recognition goals.

5.1c(1) Functional organizations work with businesses and
programs to identify characteristics and skills required for open
positions based on job requirements and the Salaried Job
Classification system (Figure 5.1-3). A corporate-wide staffing
system supports employment processes from creating job
requisitions through pre-employment processing. It also allows
internal and external job seekers to easily search for jobs across
the Boeing enterprise and be notified automatically of job
openings matching their job interest and experience.

5.1¢(2) A variety of methods is used to recruit qualified
candidates. We make extensive use of college recruiting by
focusing on both undergraduates and graduates. We actively
recruit minority students at Historically Black Colleges and
Universities and through Minority Engineering Programs at
other institutions. We also support campus-based affinity
groups such as the Society of Women Engineers, the National
Society of Black Engineers, and the Society of Hispanic
Professionals. The Inroads program helps attract and retain top
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Figure 5.1-3. New hire skills/staffing requirements model

minority students by providing summer jobs throughout their
college experience. To meet our needs for touch labor and
support skills, our sites partner with federal, state, and local
outplacement agencies as well as with local schools to ensure
adequate staffing sources.

5.1¢(3) Formal succession planning is used to prepare employees
to compete for executive leadership positions. Executive
succession plans are used to identify ready-now and
developmental candidates. In addition, high-performing
employees are identified and key development actions monitored
to prepare them for future leadership roles. Our Training and
Leadership Development Council oversees these activities.

Effective career progression for employees is managed
through  functional process councils, which establish
development activities and career paths for their employees.

5.2 EMPLOYEE LEARNING AND MOTIVATION

AS has created an environment of continuous personal and
organizational learning through © Develop Workforce. We
believe highly skilled employees are critical to achieving our
short- and long-term goals. Therefore we invest significantly in
the education, training and development of our people. This
investment includes a generous tuition assistance program, the
Boeing Leadership Center, a virtual Learning Center, and a wide
variety of specifically tailored training programs. These
opportunities provide professional development and assist our
employees in meeting professional and personal goals.
5.2a(1) The role of education and training in achieving our
action plans is defined through our organization’s goal flow-
down process (Figure 2.2-1). Individual short-term training
requirements are identified through the PE process, and longer-
term learning and skill objectives are defined in the PDP
process. Additionally, functional managers and skills teams help
align functional skills and training needs with organizational and
business objectives through the Enterprise Planning BIP and FIP
processes.

As a further enhancement to our systematic identification of
training needs, we have recently deployed an Integrated Training
Plan that aggregates training requirements for AS (Figure 5.2-1).
This approach helps leaders plan training requirements to
achieve the key goals of the organization while supporting
developmental needs of employees.

5.2a(2) AS provides a comprehensive training curriculum to
ensure a capable workforce. There are many ways employees
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Figure 5.2-1. Integrated training plan process

receive training, including much that is on company time and
presented through a wide variety of media.

5.2a(3) The Performance Development Plan is our primary
process for incorporating employee and manager perspectives on
employee training and education needs. An action plan that
identifies training and development needs is developed in this
collaborative process. The plan also identifies the best delivery
method for receiving the training and education. Thus, the plan
considers learning style, application to current and future
assignments, availability of budget, and time required to acquire
the necessary training. An employee’s PDP is reviewed at least
annually as a part of the employee development process.
Training and development activities identified through this
process are flowed into the Integrated Training plan.

5.2a(4) Understanding that each employee learns in different
ways, we deliver education and training through a variety of
methods. In addition to participation in formal training courses,
employees and their managers may identify special assignments,
job shadowing opportunities, or mentoring to address
developmental needs. Additionally, our tuition assistance



program allows employees to choose their own developmental
approaches.

5.2a(5) We use various methods and tools to reinforce on-the-
job use of new knowledge and skills. Course completion tests,
certifications and qualifications, recognition programs, job aids,
and mentoring are a few examples. Much training is delivered
“just-in-time” providing the opportunity for instant application
of the new knowledge and skills, thus increasing the likelihood
of retention. Some training, such as compliance training, is
delivered online and includes tests at the end of the course to
reinforce learning. A number of jobs require certifications.
These tests assess knowledge and reinforce levels of
understanding. In addition, leaders use formal program and
project reviews to coach job execution and provide feedback.

5.2a(6) Training effectiveness is evaluated through a variety of
approaches that encompass the full spectrum of the Kirkpatrick
Model. Kirkpatrick Level 1 evaluation includes the post-training
evaluation focusing primarily on the student’s opinion of the
training and the instruction. Some courses, such as certification
and compliance training, are evaluated at Kirkpatrick Level 2,
and pre- and post-tests or checklists are used to determine
whether students learned the concepts/skills outlined in the
course objectives. Level 3 evaluations, which assess the
behavior change due to training, are the responsibility of
management through the Performance Evaluation process.

Our Boeing Leadership Center is in the early stages of
evaluating its training to Kirkpatrick Level 4. These evaluations
have determined that the BLC training has resulted in significant
cost savings or revenue generation across Boeing.

5.2b Motivation and Career Development Boeing supports
lifelong learning as a part of the corporate culture. Our Chairman
and CEO has stated, “Being ready for the opportunities of
tomorrow is a primary reason Boeing makes available a wide
range of training and educational programs for employee
development. It’s a strategy that fosters ‘lifelong employability’,
because no company can guarantee lifelong employment.”

Our generous tuition assistance program provides every
employee the opportunity to pursue additional education. We
pay the cost of tuition and books for employees to pursue
degrees at accredited institutions. Upon successful completion of
a degree program the employee is awarded shares of stock.
Other opportunities for employees to pursue learning and
development include off-shift and on-shift training. This variety
of approaches, methods, and opportunities creates an
environment that motivates our employees to learn.

5.3 EMPLOYEE WELL-BEING AND SATISFACTION

We are committed to providing a safe, hazard-free, and secure
work environment for all employees through preventive
approaches and constant feedback from our employees.
5.3a(1) Work Environment

Our commitment to a safe, secure, and healthy work place is
based on the Vision 2016 value of Good Corporate Citizenship.
We have a comprehensive approach to Safety, Health, and
Environmental Affairs (SHEA) and industrial security that goes
beyond mere compliance with government regulations. We
achieve this by involving employees in these processes through
participation on shop safety, office ergonomics and facility
security teams.
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Results of our focus on safety are demonstrated in the
employee survey, with a 77% positive response rate to the
questions relating to safety and health. To address the specific
needs of our diverse workforce, we tailor our processes to meet
employee needs based on type of work being performed as well
as site or employee-specific requirements.

5.3a(2) Workplace preparedness for emergencies or disasters is
supported by robust processes and procedures to ensure
responsiveness and business continuity. Plans are based on site,
business, and government regulations to ensure we can handle
any situation and continue operations. An Emergency
Procedures Guide with guidelines, procedures and phone
numbers is distributed to employees. AS sites have recurring
drills to ensure rapid response in an emergency situation. Our
preventive approach is further evidenced through self-
assessments, audits, various communication processes, and
involvement of employees. Teams inspect work areas for unsafe
conditions, and help investigate the root-causes of accidents.
5.3b Employee Support and Satisfaction

5.3b(1) Our Leadership Team uses multiple tools to identify
factors that drive employee well-being, satisfaction and
motivation. Our primary tool is our annual employee survey and
the embedded Employee Satisfaction Index (ESI),
complemented by our leadership assessment tools.

An example of the data is seen in Figure 5.3-1, which shows
correlations between each of the ESI factors and a high
performance work environment. The ESI questions in the annual
employee survey that have the highest correlation with employee
satisfaction relate to employee involvement. This correlation
exists through each segment of employees. Our Employee
Involvement (EI) initiative addresses this key motivator. The
approach encourages employees to take ownership and
responsibility for operations and processes. The AS EI approach
provides skills training and team support. Teams are empowered
to make decisions that directly improve the quality of their work,
resulting in improved customer and team member satisfaction.
Teams are facilitated through development process encompassing
technical and team-based decision-making skills integrated with
customer satisfaction and process management competencies.

Involvement in Decisions (0.78)

Opportunity to Improve My Skills (0.73)
Encouraged to Come Up With New and Better Ways (0.73)

Satisfaction With Recognition Received for
Doing a Good Job (0.73)

Job Makes Good Use of Skills (0.72)

0.25

0.35 0.45 0.55
Strength of Correlation

0.65 0.75

High Performance Work Environment

Figure 5.3-1. AS 2002 ESI key motivators



5.3b(2) We are able to attract, retain, and meet the diverse needs
of our workforce by offering a variety of excellent benefits and
services. Many of the benefits and services include choices that
allow employees to select the benefits that meet their diverse
individual and family needs. Access to many benefits and
services is enabled through TotalAccess, a state-of-the-art web
portal and phone access system.

5.3b(3) We use multiple formal and informal methods and tools
to assess employee well-being, satisfaction, and motivation.

Our primary formal assessment tools are the annual Boeing
Employee Survey and our leadership assessment tools. The
employee survey is distributed to all employees annually across
Boeing. Employee participation has been exceptionally high in
AS, achieving nearly 97% in 2002 and 2003. The Employee
Survey includes twelve key questions identified as the Employee
Satisfaction Index (ESI). Factors represented by the twelve items
have been shown empirically to correlate positively with
improved productivity, motivation, turnover, unionization,
customer satisfaction and business success. These key questions
were developed from extensive research and allow us to
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compare ourselves with premier companies. The employee
survey and ESI results are segmented for action by business,
site, program, function, manager, and department. The
leadership team follows a systematic process to analyze the ESI
results and define specific actions plans to address key employee
issues.

Other factors considered in determining employee satisfaction
include safety, attrition rates, union employee grievances, and
the outcomes of alternate dispute resolution for non-union
employees and EEO concerns. AS leaders monitor these data
and take action to improve performance in these areas as a part
of their VSP and various reviews.

5.3b(4) Our Leadership Team understands the positive
correlation between employee satisfaction and superior business
performance. Each senior leader reviews employee survey
results, the ESI, and the results of the leadership effectiveness
survey. The correlation between individual satisfiers and overall
satisfaction is used by the leaders to establish action plans for
their VSPs.

Category 6
PROCESS MANAGEMENT

Our strong focus on process management is reflected in our
organization chart, which shows functional leaders responsible
for people, processes and tools/technology, as integral members
of the LT. Our senior leadership’s involvement ensures RAA for
process management is at the highest levels within the
organization.

6.1 VALUE CREATION PROCESSES

6.1a(1) Our over-arching process management approach, which
stems from the Baldrige criteria, is @Define, @ Measure and
OImprove as shown in Figure 6.1-1. The latest cycle of
improvement being used to standardize and manage our
processes is PBM, a 7-step methodology for process
management used by Baldrige recipient Boeing Airlift and
Tanker Programs. PBM focuses on measures and improvements
and requires interaction and agreement between the process
owners, users, suppliers and customers. The alignment of
PBM’s seven steps to the over-arching approach is shown in
Figure 6.1-1.

@ Define Process @ Measure Process

Our Enterprise Process Model (EPM) (Figure 6.1-2) is the
framework used to identify and show the interconnections of our
organization’s top-level processes. The EPM consists of eight
process families and several process levels within each family.
The EPM provides the vital foundation for Process Management
(Figure 6.1-1) for the organization. With the EPM established,
our key value-creation processes were determined to be process
families 1.0 thru 7.0. Value creation processes were identified as
those meeting the following criteria: key to achieving the AS
strategic objectives (Process family 1.0) or part of delivering a
product or service to the customer (Process families 2.0 — 7.0).
6.1a(2) Process requirements (Figure 6.1-3) are identified in
contract requirements, customer involvement during proposal
and development effort, supplier agreements, customer
performance reviews and internal/external customer inputs and
agreements (PBM Step 2).

€ Improve Process

.- Return to STEP 3
STEP 1 STEP 2 STEP 3 STEP 4 STEP 5 STEP 6 STEP 7
Define the Establish _’ Determine Stabilize the _} Develop Implement
Process Metrics Performance Process Improvement Plan il Improvement
Six to Ten Metrics from How You Are Predictable Where YouAre  How and Why You Get There
Manageable Customerls Doing Performance Going and Why  Will Get There
Steps Perspective
- .
=4 POL, PRO, BQMS, Process 6-Sigma, Breakthroughs, CMM/CMMI,
Definition/Agreement ACEEBLAEREE (L Customer Satisfaction, El, Lean, PBM, PMBP

Figure 6.1-1. Process management
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1.0 Manage Enterprise (Set Vision and Strategic Direction)

2.0 Manage Programs (Ensures Integration of Product/Service and Support Processes)

3.0
Create, Acquire
and Grow
Business
(Converts
Opportunities
into Reality)

4.0
Integrate

Product/Service

Definition
(Develops
Customer
Technical
Solutions)

5.0
EQEDT
Suppliers
(Integrates

Suppliers into
Our Business)

6.0
Produce
Product
(Creates

Products/
Services )

7.0
Support
Products and
Services
(Provides

Product Service)

8.0 Provide Enabling Infrastructure (Supports Value Creation Processes)

Figure 6.1-2. AS enterprise process model
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performance delivered on-time
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# - Enhances customer satisfaction and loyalty (our excellent past performance record)
- Provides unique product/service not available elsewhere (our resident technical expertise and platform knowledge of Boeing products)
& - Provides best-value solution (our ability and willingness to invest funding to achieve long-term lower overall program cost)
m - Grows market share and/or stock value (our focus on the AS strategic imperative of '‘Growth through Full Service')
% - Inserts new tools and technology into processes/workforce

- Enhances corporate citizenship and social responsibility
v - Provides high-quality products which meet customer demands (the Boeing Company's industry-recognized quality reputation)

Figure 6.1-3. Key AS value creation processes

2