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ME il quotidiano dei mercati finanziari
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| wealth. Chief Operating Officer Giorgio

Zappe will be stregsing the concept to the
managers mecking in Milan for the annual
| Finmeceanica convention, because this is
| the primary response to the total quality
| challenge laid down by CEO Pier France-
a0 Guarguagling.
tion. What exactly does following
the North Star of the market mean in
terms of the Group?
Answer. It means kﬂmuﬁ your client bose
well encugh to be able to identify the targeis
to set, to offer new solutions alead of
market developments, and to make compe-
titive and flexible bids. In other words to
ke sure that whiet you 're offering tran-
slates in terms of quality orders for the
Growp. It's absolutely essential for us to
adopt a new approach, and abandon he-
bits picked wp over the years of dealing with
a hational armed forees efientele. Nowa-
dizys we have to adopt o more listening ap-
proach, more reactive and proactive, and
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we have to be multicultural because the
markets are expanding both in geographi-
cal terms and  terms of supply, It's up to
wsto mohke sure that the
swiftly following the course indicated by
Py pinala it i
es fime. How

the line is Finmeccanica?

A The elient-centric philosophy is spreading
through the Group, not just as some emply
formuda but as an operational reality, asour
Chairman Mr, Guarguaglini pointed out,
Every single one of us has to osk onrselves
hoe theclient will benefit, both in the present
and i the fidure, from what we are doing,
whichever gector we are operating in, from
research to planning, from organisation to
finanece is convention ts going
to go um uH nf aspects of the implemen-
taton of totel quality. We must think of in-

novation and its economic value in terms of

pay-back. We are investing heavily in tech-
research, and sowe have bo be sure
thed this investment is properly oriented. We
also reed to think about customer support,
which invelves management of ectivities
which are new to us, We have to osk oursel-
ves whether we are egu ourseives suf-
ﬁmﬂjuﬁ’!m ﬁrmwoflpm-wﬂ, resources
and aititude, in order fo derive velue from
kel de nents. And the answer has
to be honest if we are fo be able fo immedia-
tedy identify proctices which might possibly
affect client benefit.

. So a revision of the Group's opera-
Imnalﬁmdefﬂuak'emfjrmﬂdfﬁmg?
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A, The machinery has bo function i ac-
cordance with market expectotions. The
core competencies of the Group are still
those identified at the lost convention in
Rirmingham: processes, know-how, fe-
chrology, products, organisation, assets
and uﬂuurﬁt personnel, But they can
only be seen o8 such if they contribute fo
the creation of wealth for sharcholders,
And right now I would add that they al-
g0 have to ereate a benefit for the eusto-
mers, this ensuring the creation of va-
lue which is sustainable in the long term,
Q. There's also a lot of stress on the
time factor. It only used fo be im-
pmfumforﬁuammmmadmeﬂ. Is this
r the case?
A.. No, it's now a key foctor in our market,
in ﬂ:{:f incrensingly so. Complingnee with
esiablished terms is our calling card.
Punctuality is o sign of trustwoerthiness,
because it shows whether a partner is se-
riowes and indicetes the level of coopere-
tion that can be expected from them. A de-
livery that's made without delays shows
evidence of team work, but compliance
with delivery terms is part of o larger con-
mpﬁmﬁ behﬂ:gﬁ it inmi ves the entire process:
the bid through to customer support,
from the final delivery through fumr-
sales service. We have to put ourselves in
the place of @ customer who might be en
frusting a company with complex parts of
an overall program. The first thing :hey -
re going to do is evaluete credibility in
terms of punctuality. And if they have @
negative impression in rd it's
going to reflect on the capacity of the com-
paiy to satisfy fougher demaonds. Even
the best product or system iz spotled if if's
delivered late, becanse it's not gotng to de-
liver all of its potential,



