Heroes

Few processes. Ad hoc.
Tribal knowledge.
Friction, confusion, and
underperformance.

No process orientation. Often the #1 hero
making results happen by the force of
genius rather than process and effective
delegation to a competent team of
dedicated team members.

Drama, blame, finger-pointing; resigned
to the idea that they work in a messy place.

Feedback only comes from complaints.
Financial and other reporting does not

exist, is inaccurate, not shared, or so delayed
that it does not aide in decision making.

Tribal knowledge.

Ad hoc. Cobbled together.

Basic on-the-job training (OT]). Inconsistent.

Friction, confusion,
and underperformance.

Maturity Matrix

Defined

Key processes are defined but
not applied by 100% of the people
100% of the time. Less friction.

Leaders know they need to increase
process orientation, but have only taken
initial steps in the direction of increased
process orientation. Leaders realize
that the culture and health of the
management team is closely related to

a healthy company culture.

Less drama; some are excited about the
new processes; a divide between process
oriented and the “old guard” emerges.

Basic financial measures are available
after close ofperiods: P&L, balance sheet,
cash flow.

Key processes are documented.
Less than 100% adherence.
Limited management.

Basic functionality.
5S Method.

Basic functional training. Inconsistent.
Skills verification is limited.

Below average.

Managed

People are enthusiastic
and proud. Processes
are defined and managed.
Performance is good.

Leaders are invested and dedicated to
increasing process orientation, getting
direct reports excited about increasing the
effectiveness of the processes, increasing
quality, and decreasing drama. Leadersare
in sync with and supportive of the
othermembers of the management team.

Low drama; staff are enthusiastic;
teamwork;victories are often celebrated;
everyone knows the organizations objectives;
unaccountable people leave.

KPIs exist for all operational units
and aid indecision making. Clients are
surveyed periodically.

All processes are
documented and managed.

Lean. Advanced functionality.
Good integration.

Documented, delivered professionally,
and skills mastery is verified.

Good.

Quantitatively
Managed

All processes have KPIs.
All units have scoreboards.

Leaders feel like they work for the

people “below” them in the organization.
The leaders feel like it’s their job to serve
the direct reports and make their ability
to do excellent work easier and easier
over time.

Virtually zero drama; the staff love the work
and each other; everyone knows exactly
why their job is important in accomplishing
the organizational objectives; they
recommend that their smartest friends

join the team.

Leading KPIs are connected to
organizational success and roll up from
bottom to top. All individuals have a
dashboard. All units have scoreboards.
Clients are surveyed often.

All processes quantitatively managed
with measures of quality and quantity.
Continuous improvement.

Six Sigma. Fully integrated
and continuously improving.

Continuously improving.

Great.

World Class

Zero defects. Continuous
improvement. Agile. Fewer people
doing more paid highest in industry.
Greater than 2X industry
average performance.

“ Leaders are evangelists for the
organization and how awesome their
people are. They give all the credit to the
people doing the work and to the managers
who support the people doing the great
work of the organization.”

SEAL Team; 100% trust; 100% accountable;
fewer people doing more and better work
for the highest pay in the industry.

Industry leading. Everyone knows how they
are contributing every day. Everyone enjoys
contributing to the organization’s success.

Industry leading. Staff are industry leading
experts. Were, will be, or could be specialty
consultants in process management.

Industry leading, proprietary
“technology accelerators.”

“University Organization.”

Awesome.
>2X industry average.

Chubb. Insured.

Chubb is the marketing name used to refer to subsidiaries of Chubb Limited providing insurance and related services. For a list of these subsidiaries, please visit our website at www.chubb.com. Insurance provided by ACE Property and Casualty Insurance Company, or, in some states, other insurers with Chubb Group. Coverage and pricing may vary by state.
This communication contains product summaries only. Coverage is subject to the language of the policies as actually issued. Chubb is the world’s largest publicly traded property and casualty insurance group. With operations in 54 countries, Chubb provides commercial and personal property and casualty insurance, personal accident and supplemental health
insurance, reinsurance and life insurance to a diverse group of clients. Chubb Limited, the parent company of Chubb, is listed on the New York Stock Exchange (NYSE: CB) and is a component of the S&P 500 index.
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