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TPI: A Partner for Change

 We lead clients in optimizing their business operations through the best
combination of business process improvement, shared services, sourcing
and shoring . . .

Expertise for evaluating opportunities for improvement and achieving results

Implement AchieveDesign + +
 . . . across functional areas and across the globe

 . . . in all stages of the of business operations service delivery lifecycle

Functional Domains of Expertise

Information Technology Infrastructure

Financial Services Operations

Finance & Accounting

Facilities

Contact Centers Human Resources

Network Services

Procurement ADM
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Leveraging the Sourcing Lifecycle
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Sourcing Lifecycle Overview
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Implement

Deliver

Design strategic
roadmap based on:

•Critical business
objectives

•Current state
baselines

•Future strategic
alternatives (internal
and external)

Implement strategic roadmap including solution refinement, selection, funding,
contracting and change management

Deliver optimized
services:

•Manage change
through transition

•Track results to
business case

•Measure and
govern towards
continuous
improvement

•Adjust delivery
model as business
needs change
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Approach to the Business Services Delivery Lifecycle:
Design the Solution

Early alignment of business requirements and delivery framework is key to
designing the optimal model to maximize the ROI and ensure a solution can be
achieved

DesignDesign

AlignAlign

AnalyzeAnalyze

RecommendRecommend

Develop current state functional decomposition
Create current state delivery model
Begin financial baseline

Identify current business requirements
Identify future business requirements
Create portfolio map of existing

functions

Align business requirements to current state
delivery model and create rationalized current state

Complete financial baseline
Complete functional assessment for outsourcing

candidacy

Complete service delivery options list
Factor marketplace comparisons
Begin service delivery risk

assessment

Analyze and validate service delivery options
Make service delivery model recommendation
Complete business case on recommended

model

Complete high-level project plan,
timeline and resource requirements

Develop risk mitigation and change
management strategy

DesignDesign ImplementImplement DeliverDeliver

Each phase has multiple checkpoints
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Global Sourcing Framework

Portfolio
Bundling
Alternatives

Strategies

Tactics

Operating
Models

Operating &
Organization
Alignment

InSourcing
Selective
Sourcing

Strategic
Sourcing

Value
Based

Single Function Value SharingBroad ScopeIn-house / Captive

Supplier Joint Venture Subsidiary

Sole-Sourced Multi-Sourced

Staff
Aug.

Extended
Centers

Project
Based

Virtual
Captive

Build
Operate
Transfer

Traditional
Sourcing

Fixed Time
Fixed Price InsourcedShared

Services
Captive

Over the Wall Traditional Integrated Center of Excellence

Development /
Maintenance

Source
It All

ERP –
Package –
Custom

Business
Process

Technology
Platform

Development
Lifecycle DiscreetNon-

Strategic Geography

Single Geography

Onshore OffshoreNear Shore Hybrid

Sourced Competencies / Functions / Roles / Ratios Retained Competencies / Functions / Roles / Ratios

Rate Card

Multi-Geography Single versus Multi Language

Accountability Risk Sharing

Portfolio for Less Portfolio Rationalization Portfolio Modernization

Operating Model and Organization Alignment
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Approach to the Business Services Delivery Lifecycle
Implement the Solution: RFP through Contract Signing

Early collaboration with service providers defines the optimum solution, while
a disciplined approach to contracting assures the delivery of value

ImplementImplement

DiscoverDiscover

DefineDefine

ContractContract

Develop retained-sourced model
Confirm and refine business objectives
Identify qualified service providers
Conduct collaborative sessions to

confirm scope and explore solutions

Develop communication plan and
project governance

Gather data and develop due diligence
approach

Define solution
Define HR strategy and approach
Define agreement terms and pricing structure
Develop RFP package

Service provider and client due diligence
Service provider selection process
Develop client Governance; assess

process gaps

Complete due diligence, if needed
Negotiate agreement terms
Execute contract
Implement Governance structure
Initiate transition of services

DesignDesign ImplementImplement DeliverDeliver

Each phase has multiple checkpoints
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Sourcing Transaction Planning and Execution
Sourcing Transaction Principles

Organizational Change
Service Management &

Governance
 Transition/Transformation

Planning
Change Management/

Communications Plans

Clarity of Scope
Statements of Work
Definition of Services

Defined and Variable Pricing
Consumption Based Pricing
 In-Scope Project Pricing
Asset Treatment
 Transition and Transformation

Fees

Below is a set of elements that every successful sourcing agreement should include.

Market-Based Business Terms
Exclusivity
Control Rights
 Intellectual Property
 Limits of Liability
Performance Reviews
Dispute Resolution
Exit Rights
Gain Sharing Potential

Measures of Service ROI & Quality
Operational Performance Reporting
 Transaction Performance Reporting
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Approach to the Business Services Delivery Lifecycle
Transition through Ongoing Operations

A robust Governance program is core to managing sourcing risk, measuring
success and ensuring potential value is achieved and retained

DeliverDeliver

ImplementImplement

ManageManage

OptimizeOptimize

Participate with other service
provider customers through Sourcing
Leadership Exchange (SLE)

Change Management

Manage service provider transition /
transformation Plan

Manage internal transition / transformation Plan
Initiate Governance operating model

Anticipate future changes / needs by:
Facilitating joint strategy development
Forecasting business process / consumption / technology / regulatory

changes
Continuous communication / alignment on future direction

Amend contract to reflect desired
changes

Adjust operating model as needed
Track results to Business Case
Measure / benchmark

Dispute resolution
Governance function
Continuous improvement
Training / Investment / Focus

DesignDesign ImplementImplement DeliverDeliver

Each phase has multiple checkpoints
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Change
Management

Service Management
& Governance

Business
Results

Performance

Growth

Financials

Sustainability

Solution
Implementation

Focused
on creating

the new delivery
model

Focused
on maximizing

performance under
the new delivery

model

+

Change Management and Governance are an Integral Part of Successful Selection
and Transition. It takes more than implementing the “Change” to get intended results.

Transition Planning, Change Management & Governance
Deliver the Solution: Transition through Ongoing Operations
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Strategy &
Assessment

Evaluation &
Negotiation

Transition &
Commencement

Project Team ManagementProject Team Management

CommunicationsCommunications

Change AcceptanceChange Acceptance

Staff TransitionStaff Transition

Defining the Retained OrganizationDefining the Retained Organization

Defining the Sourcing
Management Function

Defining the Sourcing
Management Function

Ongoing
Delivery

Ongoing Management of
the Service Provider

Change
Management
efforts should
generally
begin early in
the project
lifecycle

Change Management
Through the Project Lifecycle
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Service Management and Governance lifecycle

Evaluation & Negotiation

Transition & Commencement

Ongoing Delivery

Contract ExpirationStrategy & Planning

Greatest time, money, and complexity occur post-contract; that is
where true value and success are measured – not at contract signing.

Post-Contract Stages

 Strategy and Evaluation Stages:

 ~10-15% of time spent in
overall lifecycle

 About 2-3% of total spend

 Choreographed process

 Small group of “insiders”

 Post-Contract Stages:

 ~85-90% of time spent in
overall lifecycle

 About 97-98% of total spend

 Dynamic business changes

Multiple internal and external
stakeholders
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Four disciplines of Service Management & Governance

Governance
Forecasting and demand

management
Regulatory & tax compliance
Workplace services
Customer satisfaction survey

management
Communications management
Project spend pool management

Performance analysis & service
delivery management
Service requests & authorization
Security, architecture & standards

management
Risk management
Asset management
Incident, problem, escalation,

change management

Contract administration
Contract change management
Contract issue management
Dispute resolution
Service provider audit
Governance library

Invoice management.
Performance credits,

earnbacks, and critical
milestones
Financial analysis & planning
Procurement
Contract pricing adjustments
Value leakage mitigation
Chargeback

Relationship
Management

Performance
Management

Financial
Management

Contract
Administration

These disciplines include
both Client and Service

Provider facing activities

Right work, done right Validate and manage costs

Satisfaction, direction setting Ensure compliance

Strategy &
Objectives
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Service Delivery Optimization
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An Operating Model to Leverage “Right” Skills and Resources

Engine Room
Global Low Cost Centers

Automated, commoditized, volume
intensive core

transactional processes

Self-Service
Web Based Technology for employees, suppliers,
customers
-Transactions
- Information

Human Interface
Customer Service Centers

Inquiries -
Manage exceptions -

LeadershipLeadership

Professional Services
Centers of Expertise & Business Unit Liaisons

Knowledge based/analytical services

Broad business perspective
Process stewardship
Enterprise-wide integration
Alliance management &

partnering
Change leadership

Broad business perspective
Process stewardship
Enterprise-wide integration
Alliance management &

partnering
Change leadership

BPO players emerge to take
administrative, operational,
and management control of
bundle of enabling processes
using web-technology

BPO players emerge to take
administrative, operational,
and management control of
bundle of enabling processes
using web-technology
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Tiered Service Delivery Model Manages Costs and Efficiency

$50+ cost per
contact

$25+ per contact$3 - $15 per contact$.50 to $2 per
contact

Respond to cases
involving
interpretation of
policy or most
complex situations

Final decision

Resolve highly
complex issues,
requests

Resolve cases or
escalate to COE

Process initial
requests

Handle routine items

Open cases if
needed and escalate

Routine transactions

Common information
requests

Initiate requests

Center of Expertise
Leaders / Executives

Corp functions /
legal

SME’s / Case
Managers

Vendor Managers

Customer Service
Agents

Webchat

Employee / Manager
Self-Service via
Portal

IVR

Tier 3
Executive

Decisioning

Tier 2
Policy / Process

SME
Tier 1

Service Center
Tier 0

Self ServiceA
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Standardization and Co-Location Are Significant Cost
Reduction Opportunities with Shared Services

Source: Working Council for Chief Financial Officers

A/R Fixed
Assets

Proj.
Acctg.

Gen.
Acctg.

T&E A/P Payroll
&

Benefits

42
% 41

% 37
%

36
%

36
%

36
%

30
%

Breakdown of Average Cost Reduction
From Shared Services Implementation

By Financial Activity

Percentage of Total Shared Services Cost Savings
from Process Standardization vs. Co-location

A/R

Fixed
Assets

Project
Acctg.

General
Acctg.

T&E

A/P

Payroll &
Benefits

70%
30%

27%
56%

60%
20%

54%
39%

69%
18%

67%
26%

64%
35%

By Financial Activity

Process Standardization

Co-location
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Trends Impacting Sourcing Strategy
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Labor Arbitrage
Reduced cost/unit

Cost Reduction

Move to more efficient
cost structures

 Improved scale at lower
cost

 Increase variable costs

Cost Efficiency

Access to qualified
personnel and specialized
skills

Access to investment in
specialized capabilities
outside your “core”

Legacy migration to offshore
operations – keep key
resources focused on core
business critical areas

Skills & Experience

Leverage supplier
processes & best
practices

 Improved testing
Source to someone

whose core business
what is non-core to you

Improve Quality

New Markets / Growth
Strategy

M&A Activity
New Products &

Services
New Process/System

Improvements
 Increased Capacity

Competitive Changes

Globalization
Drivers

1 2

3
4 5

Global sourcing does more than merely lower costs. As capital markets and global
competition raise the bar on performance, it offers a centerpiece for other strategies.

Diverse Drivers Exist
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Single vs Multi-Supplier Solutions
Advantages and Disadvantages

Single (Sole Sourced) Multi-Supplier

“One throat to choke” metaphor
End-to-end accountability
Single supplier to build relationships
Single contract to manage
Consistent reporting and management

information

Competition drives up quality and keeps
prices competitive

New projects can be bid in a competitive
manner with known suppliers

Best of breed approach aligned with
needs of the business

Client tends to deal with lower quality
of service and higher costs due to
cost and complexity of switching

Supplier will not be the “best” in all
categories of work, e.g., technology
or domain, so quality and cost
effectiveness can suffer

Pricing may vary due to timing of deals
Supplier management can be more

complex
Multiple suppliers to build relationships
Multiple contract to manage is more

complex
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ERP Overview

 Historically, ERP’s relied on a transactional basis for value:
 Executing specific transactions and updating data

 Silo approach despite integration capabilities

 Most companies only leveraged 30-50% of ERP potential

 Newer Trends in ERP’s that provide significant value:
 Multi-function process based approach vs silo / transactional

 Role based electronic workflows to route transactions / reports /
changes

 Expanded business rules and edits that enable less human interaction

 Crossing silos to electronically link functional areas and business rules

 Improved analytical capabilities including predictive modeling, trend
analysis, etc

 ERPs are exploring Software as a Service (SaaS) options
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ERP Trends – Software as a Service (SaaS) Update

Software as a service (SaaS) is:

a model of software deployment where an application is hosted as a service
provided to customers across the Internet. By eliminating the need to install and
run the application on the customer's own computer, SaaS alleviates the
customer's burden of software maintenance, ongoing operation, and support.
Conversely, customers relinquish control over software versions or changing
requirements; moreover, costs to use the service become a continuous expense,
rather than a single expense at time of purchase. Using SaaS also can reduce the
up-front expense of software purchases, through less costly, on-demand pricing.

1. The application is owned, delivered, and managed remotely by one or
more providers

2. The application is based on single set of common code and data
definitions which are consumed in a one-to-many model by all contracted
customers at any time.

3. The application is licensed on pay-per-use or subscription basis
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The SaaS Model has really taken off in today’s economy

 Why SaaS is so attractive:

 Subscription pricing reduces capital expenditures (capex). Minimal
upfront cost.

 SaaS enables more-rapid deployment. Easy configuration and intuitive
interfaces save time.

 Enterprises expect frequent updates with new functionality. Multitenant
SaaS users experience frequent upgrades with minimal downtime.

 Business leaders drive more and more software decisions. Cuts in IT
budgets leave funding and selection with the business.

 Vendor success generates buzz and increased interest. SaaS vendors
continue to grow quarterly revenue

 Warning!!!

 You cannot later choose to customize

 Multiple SaaS solutions means more integration work for the customer

 Financial stability poses risk

 Pricing models may not accommodate shrinkage
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