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customer satisfaction
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PERFORMANCE OUTCOMES

strategic, staff quality
systemic |engagement
innovation

KEY PERFORMANCE DRIVERS
devolved & self- team enabling | knowledge frust
consensual jmanagementy orientation culture retention
decision- and sharing
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HIGHER-LEVEL PRACTICES
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people labor retention of | succession people top-team behavior | perspective | organizat- | dence from mental responsi- | approach |shared visio
confinuously| relations staff planning leadership ional change] financial responsi- bility
markets bility
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