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RE: Efficiency Coaching S.A.
Ay.de la Jonction, 4
1060 Brussels

Letter of Recommendation

During the fourth quarter of 1994 the Europe and Africa Regional Office of DHL Worldwide Express
commenced a plan to develop an in-house productivity improvement group. The purpose would be to
establish an activity with the necessary skills to lead, co-ordinate and promote efficiency drives
throughout the region.

DHL approached Efficiency Coaching to design, develop and deliver a training programme for a
selected group of people drawn from the Engineering, Operations and Audit activities within the
business.

So that the training course was tailored to DHL's specific needs and was focused onto the DHL
environment Efficiency Coaching spent 5 weeks preparing a customized training course. This
preparation period was undertaken on DHL's premises which allowed Efficiency Coaching to establish
a thorough working knowledge of the company organization, its culture and method of work. Interviews
were carried out with key personnel and observations were made of a broad spectrum of activities
within the business. The derived 20 session, 5 week, training course was composed of both theoretical
and practical training sessions. It demonstrated a structured approach to problem identification,
development and agreement of solutions, their implementation and the need for full local ownership. All
aspects of the technical, tactical and behavioral issues of this form of work were thoroughly covered in
Efficiency Coaching's teaching.

The features which should be highlighted through this approach are:
« The programme drew from the latest developments in the field of productivity improvement.

« It was a balanced theory and practice programme, the practice positively reinforcing the classroom
work.

* All exercises and examples were developed in DHL environments in cooperation with DHL
departmental Managers.

» Efficiency Coaching trainers fully supported the practical sessions giving guidance and direction
where necessary.

The overall result of the programme was the creation of a skilled group of people who were
immediately ready to be used on Process Analysis projects. Their knowledge and experience of DHL
had been enhanced by a substantial exposure to the field of productivity improvement. Additionally, the
common approach and understanding of the terminology, tools and techniques established during the
course, created a firm foundation on which DHL will further develop the activity.

For these reasons we sincerely recommend a similar productivity training programme to all companies
who would like to improve their productivity and who can invest in the resources necessary to carry out
such an approach.
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