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Competence of staff
A key factor in laboratory management

� Why is the competence of staff a key factor ?

� Process to improve the competence of staff
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The Service Profit Chain (Heskett et al, 2000)
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The Service Profit Chain (Heskett et al, 2000)
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Improve
Competence
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Process to improve the competence
… the Siemens model
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… the Siemens model
Management by objectives
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Achievement
- objectives
- pers. devel.

-> Define needs
for next period

Agreement
- objectives
- personal development
(methodical & social skills)
- course, training
- job rotation

Achievement Agreement

Inputs from
SPP

Outputs to
SPP
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… the Siemens model
Strategic personnel planning
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Agreement
- actions for development

of employee 
- courses
- trainee programs
- job rotation

Assessment
- discussion of

skills of each
employee in team

- plan personal
development of
each employee 
- stregth / weakness
- ability for leadership

Outputs to
MBO

Inputs from
MBO
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Conclusion

� The improvement of competence of the staff
enhances the satisfaction of the employees which 
leads to a higher customer loyalty and better 
business results.

� SPP and MBO are useful tools to provide
a continuous improvement of competence 
of the staff
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Thank you for your attention !
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