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Speakers

John Hugill currently serves as the Lead Consulting Principal for Deloitte Consulting 
State of Florida account. John has more than 20 years of management consulting 
experience, with 18 of those years dedicated to serving the Public Sector.

John Hugill
Principal

Nicholas Clarke is a Senior Consultant with Deloitte Consulting with over 12 years IT 
experience in public and private sector.  He is a Program Management, Enterprise 
Architecture and IT Operations practitioner.

Nicholas Clarke, PMP
Senior Consultant
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Find balance through the art of planning, value-driven decisions, turning 
failure into success, & heeding the law of unintended consequences

Why is project management discipline important?

The Core Disciplines:
§ Integration
§ Scope
§ Time
§ Cost
§ Quality
§ Human Resources
§ Communications
§ Risk
§ Procurement

But, are they enough?
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When applied appropriately you increase the probability of success
Right-sizing tailors methods & tools to a custom fit
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Does Project Management discipline exist in Florida?  
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Florida Department of Revenue

Results:  “While recognition from external 
organizations is encouragement that we are going 
in the right direction, the true measure of success 
is results.” … FDOR Long-Range Plan

Achievements since the beginning of this decade 
include:
§ Increased Paternity Establishment From 2001 to 

2007
§ Increased Order Establishment From 2001 to 2007
§ Reduction in Undistributed Child Support 

Collections In 2003
§ Implementation of Administrative Order 

Establishment 
§ Child Support Collections >$1B
§ Integration of Taxes In 2008
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Portfolio, program and project management to a flawless “Day 1”
Large Healthcare Merger Integration

Portfolio A

Project A Portfolio BProgram A

Program B Project D Program CProject B Project C

Project F Project G Project HProject E
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We use tools & methods to help realize the program
What is PMC?

¡ Deloitte standardized on Project Management 
Center (PMC), a web-based, centrally hosted PPM 
solution

¡ Key features include
‒ User specific portals
‒ Work plan management
‒ Issue, risk, action item, decision, change tracking
‒ Timesheets & progress tracking
‒ Performance (e.g., earned value) measurement
‒ Real-time dashboards

¡ Aligned with but not dependent on PIM method

Project Work Plan

Earned Value Analysis

Why PMC?
¡ Accelerates project start-up
¡ Centralizes project information & enables 

distributed delivery with web-based user 
portals

¡ Enables concurrent project data access & 
maintenance

¡ Provides managerial data via dashboards & 
reports

¡ Facilitates the standardization of project 
management processes across the firm via 
workflows

Issue Manager Dashboard
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Optimiz e depreciation
met hods/lives  for
propert y, plant and
equipment

Optimiz e valuation
and cost ing methods
for inventories
(LIF O, F IFO, uniform
capitalization, shr inka ge,
obsolescence, etc.)

Ensure full utiliz at ion
of  t ax carryf orwards
(credits, net op erating
losses, cap ital losses, etc.)

Cons ider tax implic a-
tions  in t he location/
selec tion of  facilit ies
(distribution center s, ser vice
centers, br anches, etc.)

Improve sales
forecast ing and
campaign execution
proces ses and tools

Improve
relationship/account
development
proces ses

Improve sk ills of
sales  st af f

Provide st af f w ith
bett er c ust omer
inf ormat ion
(demogr aphics, inquiry
history, etc.)

Improve st af f
inc entiv es  around
sales  effic iency

Improve processes
for generating,
qualifying and
as signing leads

Improve
field sales  and
telesales
proces ses

Cons olidate/realign
sales  territ or ies

Improve terms w ith
sales  channels

Improve terms w ith
serv ice providers
(network services, airlines,
information services, etc.)

Improve terms on
leased sales  ass ets
(computers, vehicles, etc.)

Target new
geographies

Target new s egments
within current
geographies

Expand sales  and
advert ising channels

A cquire new produc t
and servic e of ferings

P ursue joint-vent ure,
partners hip and OEM
arrangements

Increase focus on
high-value/high-
potent ial customers

Increase focus on
most  profit able
produc ts  and services

Increase focus on
most  effect ive sales
and advert ising
channels

Improve brand
strength and good will

Increase time spent
selling

Improve quality and
as signment  of s ales
leads

Improve access  to
inf ormat ion and
analy tic al tools

Improve sales and
marketing skills  of
staff

Improve alignment of
staff  incenti ves  w ith
strat egic objectiv es

Improve effect iveness
of  marketing,
advert ising and sales
proc es ses

Tailor marketing and
sales  approac hes to
customer s egments

Tailor products  and
servi ces  t o new
customer s egments

E vol ve product and
s ervic e feat ures ,
f unct ionali ty and value

Improve total
customer experienc e
(purchasing, fulfillment,
usage, support, service,
etc.)

Increase focus on
high-value/high-
potent ial customers

Improve
responsiveness to
customer c omplaints /
feedback

Improve
unders tanding of
customer needs

Proac tiv ely  manage
transition points
(lif e events, ends of
co ntracts and leases, etc.)

Tailor ac count
management
approaches t o
customer s egments

Maintain competitive
funct ionality and value

Tailor c ross -s ell/ up-
s ell of fers  to c us tomer
needs

I mplement pricing and
aff init y programs
based on volume and
breadt h

Off er  v alue-adding
produc t and s ervic e
bundles

I mprove ef fectiveness
of cros s-s ell/ up-sell
process es

I mplement proact ive
and reac tive c ross -
s ell and up-sell
c ampaigns

I mprove staff
incentives for c ross -
s elling/up-selling

I mprove ident ificat ion
of cros s-s ell/ up-sell
opport unities

I nc rease focus on
high-value/high-
potential c us tomers

I nc rease focus on
most  profitable
produc ts and serv ices

I nc rease focus on
most  effect ive sales
and adverti sing
c hannels

I mprove retenti on and
w in-back  processes

Build cust omer
s ati sfact ion and
ret ention int o staff
incent ives

I mprove
underst anding of
c hurn/def ec tion
driv ers

I mprove i dent ification
of c hurn/defection
c andidates

I ncrease focus  on
high-val ue /high-
pot ential c us tomers

I mprove
c ompet itivenes s of
product  and s ervic e
offer ings

Shorten time-t o-
market

I mprove brand
awareness  /  Elevate
brand image

I ncrease emphasis
on supply chain
management
(pr oduction, distribution and
sales pipelines)

Obt ain exc lus ive
agreement s w ith
partners
(licenses, distributorships,
etc.)

I mprove f eatures and
f unctionalit y of
product s and serv ices

I mprove qualit y and
reliability of  product s
and s ervic es

I mprove produc t and
s ervice lif ec yc le
management

I mprove
c ommunic at ion and
c oordination wit h
dist ribut ion c enters

I mprove
c ommunic at ion and
c oordination wit h
s ales c hannels

Improve f ocus  on
higher-v alue
segments

Rationaliz e and/ or
refocus channel/
media usage

Rationaliz e and/ or
refocus product and
serv ice portf olios

Rationaliz e target ed
cust omer segment s

Improve campaign
des ign and
management
processes and tools

Improve skills  of
marketing st af f

Improve s taff
incenti ves  around
marketing effic iency

Prov ide s taf f with
bett er mark et  and
cust omer inf ormat ion

Improve def init ion of
product  and service
specific at ion

Improve produc t and
serv ice launch
processes

Prov ide s taf f with
bett er c ompet itiv e
information

Improve t ailoring of
marketing and
adv ertising
approac hes to
cust omer segment s

Improve t erms w ith
adv ertising channels

Improve t erms w ith
serv ice providers
(re sea rchers, information
services, advertising
channels, etc.)

Improve emphas is on
produc t qualit y and
ease of s ervic e

Design produc ts  for
ease-of-us e / s elf -
servi ce

Rout e low -value
transactions t o lower-
cost sales  channels

Improve routing of
servi ce requests  t o
appropr iat e staff

Increase use of  lower-
cost serv ice and
inf ormat ion c hannels
(contact centers, automat ed
vo ice r esp onse, web, etc. )

Improve work force
planning and dis patc h
proc es ses and t ools

Improve capacit y/
demand planning
proc es ses, ski lls and
tools

Improve serv ice and
support proc es ses

Improve sk ills of
servi ce st af f

Provide st aff  w ith
better cust omer
inf ormat ion
(profiles, transaction
histor ies, etc.)

Improve incentives
around s ervic e
ef ficienc y and
ef fec tiv enes s

Improve terms  wi th
servi ce providers
(network services,
outsourced functions, etc.)

Improve terms  on
leased serv ice assets
(computers, vehicles, etc.)

I mprove forecasting,
planning and
pri or itization sk ills and
t ools

I mprove credit
analy sis
process es

I mprove skill s of order
management  and
billing staff

Provide staff  wit h
better customer and
order inf ormat ion

I mprove incentives
around order
management
eff icienc y

I mprove pic k, pack
and s hip process es

I mprove
provis ioning/
inst allation processes

I mprove inv oic ing/
billing proc es ses

I mprove policies and
process es  around
merchandise returns

I mprove terms wit h
s ervic e prov iders
( deliver y ser vices,
out sou rced functions, etc.)

I mprove terms on
leased ass et s
( co mputers, vehicle s, e tc.)

Cons olidat e and/ or
re-archit ec t data
stores

Inc rease ut ilization of
IT, t elecom and
network res ources
(servers, route rs, netwo rk
cap acity, etc.)

Improve design,
development and
tes ting processes

Improve processes for
managing sys tem
operat ions,  maint en-
ance and c hanges

Improve end-user
support and
adminis trat ion
proc es ses

Improve selec tion,
acquisiti on and
contracting
proc es ses

Improve ins tallat ion/
deployment
proc es ses

Improve technical and
project  management
skills  of s taff

Improve dispatch,
diagnostic , res olution
and replacement
proc es ses

Improve incentives
around I T/netw ork
eff icienc y

Improve terms  wit h
servic e providers
(contractors, network
ser vices, consultants, etc.)

Improve terms  on
purc hased and leased
ass et s (PCs, servers,
networ k equipment, leased
lines, etc.)

I mprove terms on
purchased and leased
real est at e,  furniture
and f ixt ures

I nc rease ut ilization of
real est at e

I mprove capacit y/
demand planning
process es  and t ools

I mprove real es tate
design and develop-
ment  processes

I mprove operational
process es
( administr ation, security,
ene rgy, HV AC and
maintena nce )

I mprove real es tate
s elect ion, ac quisit ion
and c ontrac ting
process es

I mprove real es tate
improvement and
deployment
process es

I mprove terms wit h
s ervic e prov iders
( se cur ity, e nergy, etc.)

I mprove terms on
improvements
( HV AC, ca bling, e tc.)

Improve t erms with
third-part y produc t
and s ervic e prov iders
(payr oll, be nefits, t raining,
etc)

R educ e salary and
benef its  cost s /
Improve value of
employee benefit s

Improve capacity /
demand planning
process es  and tool s

Implement/improve
company-wide
process es  and tool s
for assess ing s taf f
performanc e

Improve
rec ruitment  and
orient at ion process es

Improve skills  of HR
st af f

Prov ide s taff with
bet ter H R inf ormat ion
and t ools

Improve
training
process es

Improve salary and
benef its  administra-
tion processes /
Increase employee
self-service

Improve
pay roll
process es

Improve
performanc e
assess ment
process es

Rationaliz e/
cons oli date vendor
portfolio

Increase f ocus  on
hi gher-v alue vendor
partnerships

Improve collaborat ion
wit h vendors

Increase use of lower-
cost  channels
(self-service, etc.)

Improve ass ignment
of  procurement
transact ions to
appropr iate st af f

Improve demand
pl anning processes
and tools

Improve produc t
procurement
processes
(equipment, sup plies, etc.)

Improve service
procurement
processes
(travel, contr act la bor, etc.)

Improve contrac ting
and negot iat ion s kills
of  procurement st aff

Prov ide st af f w ith
bett er produc t and
serv ice information

Improve incent ives
around proc urement
ef fic iency

Improve t erms on
equipment  and
supplies

Improve t erms w ith
serv ice providers
(equipment ma inte nance,
delivery, war ehousing, etc.)

Improve terms  w ith
serv ice providers
(information services,
consult ants, etc.)

Improve
strategic  planning
proc es ses

Improve sk ills of
busines s
management s taff

Provide st af f w ith
bett er manageri al
inf ormat ion and t ools

Improve incent ives
around busines s
planning ef ficiency

Improve
program planning
proc es ses

Improve capit al
budgeting
proc es ses

Improve
program
management
proc es ses

Improve
ac counting and
measurement
proc es ses

I mprove terms  wit h
f inancial services
prov iders

I mprove
c as h/ treasury
management
prac tices

I mprove sk ills of
f inancial management
s taff

I mprove incentives
around f inanc ial
management
eff icienc y

I mprove debt and
equit y management
proc es ses

I nc rease focus on
materi als -effic ient
produc tion
mechanisms

R at ionalize and/or
refocus produc t
port fol io

I nc rease emphasi s on
designing for
materi als  ef fic iency

R at ionalize/
c onsolidat e vendor
port fol io

Focus ef forts  on
higher-value v endor
relat ionships

I mprove terms  on
materi als  purchases

R at ionalize order
quantit ies  and timing

I mprove mat erials
perf ormance
management
methods and tools

I mprove demand
f orecasting
proc es ses, skills  and
t ools

I mprove ordering and
receipt  processes
( raw materials, intermediate
ma terials,  finished
compo nents, etc.)

I mprove mat erials
eff icienc y of
produc tion proc es ses

I mprove cont ract ing
and negotiation sk ills
of purc hasing st af f

P rovide staff  wit h
better product
i nformation and tools

D es ign produc ts to
use c os t-ef fec tiv e
materi als

I mprove terms  wit h
s ervic e prov iders
( deliver y, war ehousin g, etc.)

R at ional ize and/or
ref ocus  product
portf olio

I mprove focus on
higher-value produc ts

R at ional ize product ion
quantities and timing

I nc rease use of  lower-
c os t produc tion
c hannels

I mprove terms wit h
s ervic e prov iders
( outsourced functions, etc.)

I mprove terms
on equipment
purchases

I mprove production
performance
management
methods and tools

I mprove demand
f orecas ting
process es , s kills  and
t ools

I mprove capacit y
planning process es ,
s kills  and tools

I mprove
produc tion scheduling
and s taging
process es

I mprove ut ilization of
produc tion channels /
R educe downtime

I mprove skill s of
produc tion staff

Provide staff  wit h
better production
information and tools

I mprove incentives
around product ion
eff icienc y

I mprove coordination
w ith bus iness
partners

I mprove
manufact uring and
qualit y c ontrol
process es

R at ional ize and/or
ref ocus  product
portf olio

R at ional ize/
c onsolidate v endor
portf olio

I mprove focus on
higher-value v endor
rel ationships

I mprove terms on
merchandise
purchases

R at ional ize order
quantities and timing

I mprove
merchandis ing
performance
management
methods and tools

I mprove demand
f orecas ting
process es , s kills  and
t ools

I mprove assignment
of transactions t o
appropriate s taff

I mprove
merchandise
ordering and receipt
process es

I mprove skill s of
merchandis ing s taf f

Provide staff  wit h
better inf ormat ion and
t ools

I mprove incentives
around merc handising
eff icienc y

I mprove coordination
w ith vendors

I mprove terms wit h
s ervic e prov iders
( deliver y, wareh ousing , etc.)

Rationalize and/or
refocus produc t
port folio

Inc rease emphas is on
designing and
packaging
for dist ribut ion

I nc rease quali ty and
c onsis tenc y of
materials

Rationalize product ion
quantit ies  and timing

Rationalize
merchandise order
quantit ies  and timing

Inc rease use of  lower-
cos t logist ics and
dis tribution channels

Improve inventory
receipt  and st orage
proc es ses

Improve transport and
delivery  processes/
algor ithms

Improve sk ills of
inv entory  and
dis tribution staff

Provide staff  wi th
better information and
tools

Improve incentives
around inventory/
dis tribution eff icienc y

Improve logist ics
perf ormance
management
methods  and tools

Improve demand
forecasting
proc es ses, skill s and
tools

Improve terms  wit h
servic e providers
(transport,  ware housing ,
etc. )

Improve focus on
higher-v alue customer
segment s and
products

Rationalize and/or
realign product
development
ef forts

Increase use of lower-
cost product
development
channels

Improve product
conc eption/ init iat ion
proc es ses

Improve utilization of
product development
channels

Improve sk ills of
product development
staff

Improve defi nit ion of
product and serv ice
spec ifications

Improve incent ives
around produc t
development
ef ficiency

Improve
prot ot yping, piloting
and testing processes

Improve
design and
development
proc es ses

Improve identif ication
and dis cont inuat ion of
unsucc es sful
ef forts

Lic ense or ac quire
products  and
int ellect ual property

D ev elop busines s
models with low real
estate requirements

R educ e number of
dat a cent ers, branch
offic es , dealers hips,
ret ail outlets , etc .

Out source bus iness
f unctions

I ncrease use of
leas ed real est at e

I mprove t erms
on property  and
f aci lities

R ec onfigure facilit ies  /
I ncrease util ization of
f aci lities

I ncrease use of
f lex ible facili ties

D ivest low -utiliz at ion
real est at e

Rationaliz e and/ or
refocus product and
serv ice portf olios

Outs ource business
func tions

Increase
us e of  leas ed
product ion equipment

Improve t erms on IT
sy stems

Increase use of
flexible/expandable
product ion equipment

Increase emphasis on
design for
manufacturability and
serv ice

Div es t low-utilization
equipment

Improve
ef fecti veness of  plant
maintenance

I mprove t erms
on inf rast ructure

D ivest low -utiliz at ion
infras truc ture

I ncrease
use of f lex ible and
expandable
infras truc ture

I ncrease use of
leas ed infras truc ture

Rationalize and/or
refocus product
portfolio

Rationalize and/or
refocus customer
segments and
dis tr ibution channels

Develop low-Invent ory
business models

Increase emphas is
on build-to-order

Improve t erms on
merchandise

Improve
collaboration with
vendors /partners

Improve
demand forec ast ing

Cons olidate
inv entory

Improve logis tic s/
dis tr ibution ef fic iency

Div es t low-demand/
obsolete inventory

Rationalize and/or
refocus produc t
port folio

Short en produc tion
cyc les

Rationalize raw
mat erials

Increase use of just -
in- time procurement

Improve
demand forecast ing

Improve terms  on
mat erials

Divest  obs olete
mat erials

Coordinate
management of
credit/ receivables
ac ross  busi ness units

Increase focus on
customer s egments
wit h low credit/ loan
needs

Tighten credit/ loan
terms

Improve assessment
and benchmarking of
credit/ receivables
perf ormance

Improve management
of  delinquent
ac counts

C oordinat e
management  of
payables ac ross
busines s units

Leverage c redit  rat ing
t o lengthen payment
c yc les  and reduc e
i nteres t rat es

Leverage breadt h of
v endor relations hips
t o lengthen payment
c yc les

I mprove management
of debt portf olio

I mprove ident ificat ion
and predict ion of
indus try  and mark et
t rends

I mprove ident ificat ion
of opportunities and
t hreats

I mprove strategy
devel opment c apa-
bilities at  corporate
and busines s-unit
levels

I mprove alignment of
budget s and c apital
programs w ith
s trat egic pr ior ities

I mprove execut ive
devel opment,
rec ruiting and
s uc cession planning

I mprove ident ificat ion,
ass es sment and
execution of
M&A/ dives tit ure
opport unities

I mprove
c ommunic at ion of
s trat egic direc tions
and pr ior ities

Improve s truc turing
and launch of
cohes ive program
portf olios

Improve coordinat ion
and c ommunic at ion
acros s programs and
projec ts

Improve program/
projec t management
methods and tools

Improve alignment  of
projec ts  wit h program
and bus iness
object ives

Improve
measurement and
reporting of
operational and
financial performance

Improve analys is of
managerial
inf ormat ion

Improve focus on
mos t important
managerial
inf ormat ion

Improve
communication
around i mprov ement
pr ior ities

Improve abilit y
to launch
improv ement  effor ts

Improve quality  and
cons istency of
perf ormance
as sessment  methods

Improve career
options  and pat hs

Align management
and staff  incent ives
with c ompany
perf ormance

Improve monetary
and non-monetary
recognition of  s taf f
cont ribut ions

Improve breadth,
dept h,  quality  and
timeliness  of  perform-
ance information

Improve eff ec tiveness
of organiz at ional
st ruct ures  and
gov ernance models

Increase emphasis  on
quality  management
and benchmarking

Improve
process  innovation
sk ills of  st af f

Improve dept h
and breadth of staff
technical sk ills

Improve quality
and speed of
communication wit h
partners

Improve abili ty to
integrat e merged
and acquired
organizations

Improve abili ty to
identify  and ass es s
partner ing
opportunit ies

Improve
management of
partner relations hips

Improve integration of
business proces ses
ac ross  partner
netw orks

Improve value
delivered to
customers

Improve value
delivered to partners
(vendors, channel par tners,
etc.)

Improve value
delivered to
employ ees

Improve identif ication
of  opportunit ies  to
inc reas e value t o
stakeholders

Improve underst and-
ing of s takeholder
int eres ts (customers,
shareholders, regulators ,
employees, su pplier s,
partners, alumni, etc.)

Improve conversion of
strong relations hips
int o sources of com-
petit ive advantage

Improve
communication with
stakeholder groups

I mprove agility  and
f lex ibil ity of
organiz at ional
s truc tures

I mprove agility  and
f lex ibil ity of
governance models

I mprove flexibility
of business
proc es ses

I mprove versat ility of
managers and staff

I mprove flexibility
and versatili ty of  IT
s ys tems  and
platforms

Rationalize
customer portf olio

Improve
responsiveness to
customer reques ts
and inquiries

Improve tracking of
customer interact ions
(purchases, support
requests, etc.)

I mprove i dent ification
of v aluable c us tomer
relationships

R ef ocus and/or  refine
ret ention priorities and
s trategies

C reat e barr iers to
s witc hing

Solicit  and res pond t o
c us tomer feedbac k

I mplement aff init y
programs

I ncrease emphasis
on dif ferent iat ed
product s and serv ices

I mprove demand
f orecas ting

Improve
underst anding of
cust omer,  product
and channel
profitability

Cons olidat e or
outsourc e servic e and
support operat ions

Diff erentiate s ervic e
treatment of
customers/ segment s

Provide st aff  w ith
better product  and
servi ce inf ormat ion

I mprove financial
r isk  management
proc es ses

I nc rease use of  lower-
c os t delivery /
inst allation channels
( se lf- se rvice, p artners, etc.)

I nc rease use of  lower-
c os t billing channels
( automated, self-service,
etc.)

D ifferentiate treatment
of customers/
s egments

I mprove emphasis  on
design f or pac king/
s hipping effic iency

C onsolidate or
outsource order
f ulf illment funct ions
( pick, pack and ship,
install, provision, etc.)

C onsolidate or
outsource billing
operat ions

Cons olidat e or
outsourc e design,
development and
deployment  services

Cons olidat e or
outsourc e operat ions
and maintenanc e
servic es

Cons olidat e or
outsourc e end-us er
support

C onsolidate c ompany
real est at e/ facilities

C onsolidate or
outsource des ign and
devel opment
f unct ions

Rationalize IT
applic at ion portf olio

C onsolidate or
outsource
improvement and
deployment

C onsolidate or
outsource property
management
f unct ions

I nc rease use of  lower-
c os t real est at e and
f ac ilities /  Relocate
business  operati ons

C onsolidate or
out source benef its
administ ration
functions

C onsolidate or
out source pay roll
functions

C onsolidate or
out source rec ruitment
functions

Refine vendor
st rategies

Standardize product
catalogs
(equipment, office supp lies,
promotional mater ials, etc.)

Cons ol idate or
outs ource
procurement funct ions

Cons olidate and/or
align business
planning,
management and
reporting f unct ions

Improve alignment of
organization struc -
tures and governance
models  w ith business
strategies

C onsolidat e and/ or
align financial
planning,
management  and
report ing f uncti ons

C onsolidat e and/ or
align financial
acc ounting and
analy sis func tions

I mprove incentives
around procurement
eff icienc y

I nc rease emphasis  on
design f or produc tion
eff icienc y

C onsolidate or
outsource produc tion
f unct ions

Refine/align
logist ics and
dis tribution strat egies

Inc rease focus on
higher-value produc ts
and part ners

Cons olidat e/
outsourc e l ogistic s
and dis tr ibution
funct ions

Rationalize and/or
refocus produc t and
servi ce portfolios

Cons olidat e or
outs ourc e product
development
func tions

Increase emphas is on
modular, ext ensible,
scalable des igns

Cons ol idate
IT sys tems,
product ion lines  and
serv ice mechanisms

Increase emphas is on
high-t urn products

Increase emphas is on
designing for
manuf ac turing
ef ficiency

Improve
collaboration with
vendors/ part ners

Increase emphas is on
designing for
mat erials  effic iency

I nc rease focus on
v endors w ith
f avorable payment
t erms

I nc rease emphasis
on ris k- inf ormed,
s cenario-based
planning

Increase emphasis  on
ent erpr ise-w ide
program planning and
collaborativ e program
deliv ery

Increase emphas is
on c ontinuous ,
proact ive perform-
ance management

Improve
determinat ion of key
perf ormance metr ics
and target s

Es tablis h a c ult ure
centered on
operational
excellenc e

Increase f ocus  on
partnership,  merger
and acquis ition
opportunit ies

Increase focus on
stakeholder
relat ionships

Es tablis h proc es s
improvement and
innovation as  key
compet encies

Establish
management of key
stakeholder
relat ionships as
organizational priorit y

I nc rease focus on
busines s agility and
f lex ibil ity

E stabl ish agility  and
f lex ibil ity as  key
c ompetencies

Increase integration of
bus iness  processes
acros s organiz at ional
boundaries

Improve
partnership and
collaboration sk ills of
st af f

Improve utilization of
sales  st af f

Improve utilization of
servi ce st af f

Provide st af f w ith
bett er product , s ervic e
and competit ive
inf ormat ion

Implement int egrated
applic at ions ac ross
organiz at ional
boundaries

Cons olidat e IT,
telecom and network
equipment and
fac ilities

Ut ilize more
ef fic ient produc tion
equipment

Improve quality  and
cons ist ency  of
manufacturing
mat erials
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Improve value /
Decrease pric es

Improve assessment
and benchmarking of
bus iness  process
performanc e

Improve sharing of
knowledge ac ross
organizational
boundaries

Improve sharing of
know ledge ac ross
organizational
boundaries

Improve business
continuit y planning
and disast er rec overy
capabilities

I mprove ability  to
devel op and s pin-off
new bus iness es

Increase focus on r isk
management and
regulatory compliance

I mprove f ocus  on
pric e- ins ensit ive
c us tomer segments

Increase emphasis on
di fferentiated pr icing
ac ross  c ust omer
segments

Improve
underst anding of
cust omer pr ice
sens itiv ity

Align advertising wit h
pric ing s trategies

Improve t ailoring of
of ferings t o customer
needs

Increase use of
di fferential pr icing
mechanisms (based on
customer value, risk, etc.)

Increase emphasis
on prev entive
equipment
maintenance

Defer/ change t iming
of  c apital investments

Increase utilizat ion of
product ion equipment

Increase focus on
managerial, f orward-
looking inf ormat ion

Improve
underst anding of
product /serv ice v alue
to cus tomers

Increase f ocus  on
pricing effect iveness /
pr ice optimization

I nc rease focus on
R &D,  product
innov at ion, and
produc t leaders hip

B roaden produc t and
s ervic e of ferings

I mprove product/
s ervic e R&D
and deployment
c apabilit ies

A dapt  current
produc ts and serv ices
f or new segments /
c hannels

I mprove product- and
s ervic e- innovation
s kills  of s taff

I ncrease emphasis  on
s ervice prev ention /
R educ e need f or
s ervice

I ncrease emphasis  on
des igning f or s ervic e
effic iency  and s elf -
s ervice

R oute low-value
t ransac tions  to lower-
c os t s ales channels

I mprove rout ing of
s ervice reques ts to
appropriate service
c hannel s

I ncrease use of
c heaper s ervic e
c hannel s

I mprove service
performanc e
management
methods and tools

I mprove workf orce
planning, dispatch
and ass ignment
process es
and t ools

I mprove capacity /
demand planning
process es , s kills  and
t ools

I mprove service and
s upport  process es

I mprove skills  of
s ervice s taff

Prov ide s taff with
bet ter cus tomer
information
(pr ofile s, t ransaction
histories, etc.)

I mprove s taff
incent ives around
s ervice eff icienc y

I mprove t erms with
s ervice prov iders
(ou tso urced services,
network services,
informat ion ser vices, etc.)

I mprove t erms on
leas ed s ervic e ass et s
(comput ers, vehicles, etc.)

C onsolidate or
out source service
operations

D ifferentiate treatment
of c us tomers/
s egments

Prov ide s taff with
bet ter produc t, serv ice
and c ontrac t
information

R at ionaliz e and/ or
ref ocus  serv ices
offered

I mprove utili zat ion of
s ervice s taff

I mprove f ocus  on
higher-value c us tomer
relationships

Conv ert free s ervices
to f ee-based services

Align product and
serv ice pric es  wit h
value t o customers

E stabl ish product,
s ervic e and process
i nnov at ion as k ey
c ompetencies

I mprove product
i nnov at ion process es

I mprove product,
s ervic e and process
i nnov at ion s kills of
s taff

Improve assignment
of  accountability and
author ity

Improve effect iveness
of  organizational
structures

D ynamically canc el or
redirect  inef fective/
obs olete programs
and projects

Improve t rack ing and
communic ation of
program/ projec t
progress

Improve ass ignment
of resources t o
projec ts

Improve program/
projec t management
sk ills of  st af f

Improve management
of v endors/s ervic e
providers

Es tablis h program/
projec t delivery  as a
key competenc y

I mprove alignment of
c us tomer, produc t,
advertis ing, sales ,
s ervic e,  support , and
f ulf illment strat egies

D ev elop, s pin-off  and
s ell new busines ses

I mprove inves tment
ret urns on cash/
t reasury funds

License or s ell
intellectual capit al to
other enterpris es

I mprove brand
s trengt h and good w ill

I mprove brand
s trengt h and good w ill

Sell apprec iat ed
ass et s

I nc rease emphasis  on
generating revenue
f rom company asset s

I nc rease focus on
devel oping and
protect ing intellectual
c apital

Increase focus on
creditworthy c us tomer
segment s

Improve collections
proc es ses

Improve and
standardize c redit
as sessment
proc es ses

Dif ferent iate c redit
treatment  of
customers/ segment s

I mprove
unders tanding of
c us tomer needs

I nc rease focus on
expansion of
c us tomer
rel ationships

Improve produc t and
serv ice w ithdrawal
and ret irement
processes

Ac quire c ompet itors

Improve
est ablishment  of  and
adherence to s ervic e-
lev el target s

Increase use of
distance/on- line
learning

Es tablis h customer
c ommunit ies

I mprove cross-sel l
and up-s ell
approaches /models

A pply brand to new
and unbranded
produc ts

D ev elop and leverage
s trong/ unique partner
relationships

D ev elop and leverage
s trong brand

D ev elop st rong
c us tomer
relationships  and
c ommunit ies

D ev elop and utilize
unique phys ical
resources
( facilities, land, etc.)

D ev elop and utilize
unique human
resources
( thought leaders, manag ers,
subject matter  experts, etc.)

D ev elop and leverage
intellec tual capit al
( cop yr ig hts,  patents,
tr ademarks, etc.)

I nc rease focus on
s trategic ass et s

I mprove asset
dev elopment s kills  of
management  and
s taff

I mprove incentives
around asset
dev elopment

Es tablis h
dev elopment of
s trategic ass et s as a
k ey  competency

I nc rease emphasis  on
leveraging s trategic
ass et s

Short en product ion
c ycl es

I mprove development
and analy sis of
business  c as es

Improve security  of
applications , sys tems
and dat a

I mprove cost
acc ounting and
allocation of  shared/
overhead c os ts

Improve recruiting
effect iveness

Improve relationship
management
strategies f or k ey
stakeholder groups

Improve value
delivered to
shareholders

R at ionaliz e and/ or
ref ocus  product  and
s ervice portf olios

Rationalize and/or
refocus produc t and
serv ice portfolios

Improve physical
security of  people

I mprove
c ommuni cat ion and
k nowledge t rans fer
across organizational
boundaries

C onsolidate or
out source learning
and dev elopment
functions

Increase emphas is
on people/t alent
development

Improve talent
management models
and programs

Improve identif ication
of  st ak eholder groups
and es tablis hment  of
pr ior ities

Improve value
delivered to other
stakeholders
(public, alumni, analysts,
etc.)

Short en order- to-
delivery  cy cle t ime /
Improve product  and
servi ce av ailability

I nc rease emphasis
on desi gn for
c onfigurabilit y/
c us tomization

I mprove platf orm and
portf olio s trat egies  f or
produc ts and serv ices

I nc rease emphasis  on
t ime-to-market  and
t ime-to-produc tion-
v olume

I nc rease number and
qualit y of produc t and
s ervic e launc hes

I nc rease ut ilization of
modular,  reusable
designs

I mprove collaboration
w ith des ign,
development and
produc tion part ners

I mprove reuse of
produc t and s ervic e
c omponent s

I mprove management
of product lifecyc les
( la unch through r etir ement)

Increase emphas is on
ac count/relat ionship
development

Improve account
management skills  of
staff

I mprove incentives  for
produc t development
and innov at ion

Improve incentives  f or
ac count/relat ionship
development

Improve  account
management
strat egies

Short en order-t o-
delivery cy cle time /
I mprove product and
s ervic e av ailabili ty

I mprove total
c us tomer experience
( purchasing, fulfillment ,
usage,  sup port, service,
etc.)

Improve execution of
market- and supply -
dr iven promot ions

Improve s truct uring
and pric ing of
promot ions

Improve coordinati on
wit h suppliers and
sales  c hannels

I mprove use of
s upply - and capacit y-
driv en promot ions

Increase use of
promot ions

Rationaliz e and/ or
refocus produc t and
serv ice portf olios

Improve focus on
segment s w ith lower
av erage cost -to-serve

Improve collaboration
with partners  and
customers

I nc rease use of
v endor-managed/
v endor-warehoused
inventory

I mprove due-dat e
rel iability

Manage procurement
on a national/global
basis

Ut ilize nat ional/ global
purchas ing pow er

I nc rease focus on
c omponent  reuse

R educe procurement
c yc le times

I mprove collaboration
w ith v endors

Improve design/
struc ture of
dis tribution networks

Align produc tion and
merchandise ordering
schedules  wit h
dis tribution schedules

Improve retr ieval
proc es ses

Manage purchasing
on a national/global
basis

R ef ine and/or ali gn
merchandis ing
s trat egies
( ce ntral vs. local
mer chandising, etc.)

I mprove use of
national/global
purchasing power

Increase use of
vendor-managed/
vendor-warehoused
inventory

I nc rease use of
v endor-managed/
v endor-warehous ed
i nventory

I nc rease use of
v endor-managed/
v endor-warehoused
inventory

Improve product  and
serv ice introduc tion/
launc h proc es ses

R at ionaliz e
product ion f ac ilities

Rationalize produc tion
quant ities and t iming

Rationalize
merchandise order
quant ities and t iming

Increase use of
vendor-managed/
vendor-warehoused
inv entory

Rationalize product ion
quantit ies  and t iming

Increase emphas is on
us e of common
component s

Increase utilization
of  st andardiz ed
component s

Manage mat erials
sourcing on a
national/global bas is

Increase use of
vendor-managed/
vendor-warehous ed
inv entory

I ncrease emphasis  on
c us tomer retention

Proact ively manage
t rans ition point s
(life events, ends of
contra cts and  lea ses, etc.)

Offer  value-adding
product  and s ervic e
bundles

Improve f ocus  on
employee retent ion

Improve employee
ret ention programs

Ut ilize more effic ient
IT sys tems

Ut ilize more
flexible/expandable I T
sy stems

Improve maint enance
of  I T sy stems

Increase utilizat ion of
IT sys tems

Div es t low-utilization
IT sys tems

Improve t erms on
product ion equipment

I mprove focus of
c ompany resources
on high-prior ity
initiativ es

Increase emphasis  on
cross-busi ness-unit
and c ross-company
collaboration

Increase proactive
pursuit of
partnerships , mergers
and acquis itions

Increase emphas is on
customer s at isfact ion

Improve quality
as suranc e programs

Sell or  leas e exc es s
c apac ity  to other
enterpris es
( production capacity, service
capacity, etc.)

Coordinate pric ing of
complementary
product s and s ervic es
(razor s v. b lad es /  product v.
shipping charges, etc.)

Improve price/ margin
know ledge of  st af f

Build product
margins /profitability
into sales  incent ives

R at ionalize portfolio of
f inancial services
prov iders

I mprove audit and
c omplianc e
management
proc es ses

I mprove business
c as e development
and analy sis
proc es ses

I mprove breadth,
dept h and qualit y of
f inancial information
( asset, budget, price/cost,
t reasury, debtor /cr editor,
p erformance, tax, r isk, etc.)

I mprove budgeting
and forecasting
c apabilit ies

I mprove financial
report ing eff iciency

I mprove asset
management
proc es ses
( fixe d and variable assets)

Improve integration of
IT sys tems across
partner net work s

Increase emphasis on
operational integration
wit h part ners

R emove barr iers t o
s wit ching

Improve contrac t
management
processes
(negotiation, e xecution an d
compliance)

R ef ine v endor/
s uppl ier st rategies

C onsolidate or
outsource
merchandis ing
f unct ions

Est ablish
cros s-company
collaboration as  a key
competency

Improve performance
and reliability of  IT
sy st ems/ platf orms
(app lications, equipment,
networks, etc.)

Improve breadt h,
depth, qualit y and
timeliness of business
information

Improve access t o
and dist ribut ion of
bus iness  information

D ev elop and utilize
unique IT res ourc es
( applications, networks, etc.)

Improve
unders tanding of
current customer
satisf ac tion

I mprove visibilit y of
c us tomer
rel ationships  and
interact ions ac ross  all
c hannels

I mprove adherence to
c ontrac ts and
agreement s

Increase f ocus  on
higher-v alue product s
and services

Improve f ocus  on
higher-v alue
adv ertising channels /
media

Foc us  sales eff orts on
higher-margin
products  and s ervic es

Increase use of lower-
cost sales  c hannels
(telesales, outlets, self-
service, etc.)

Improve focus on
higher-v alue
customers /segments

Rationalize and/or
refocus produc t and
serv ice portfolios

Bypas s current
channels  / Sell
directly  to c us tomers

Rationalize t argeted
markets  and cust omer
segment s

Improve analyt ical
processes and tools

Improve channel
management
processes and tools

Outsource property
t ax  administration
act ivities
( co mpliance, assessment,
neg otia tion s, e tc.)

Improve bus iness
perf ormance report ing
proc es ses

I mprove alignment of
H R and technology
s trat egies  wi th
business  s trategies

Improve manage-
ment  of  regul atory
compliance

D ev elop and leverage
poli tical relationships
and allianc es

D ev elop and cultiv at e
good will

I mprove antic ipation
and unders tanding of
c urrent and potential
regulat ions/ legislation

I mprove ef fectiveness
of legislativ e/ lobby ing
eff orts

Acquire companies in
target ed geographies

Acquire companies
with relationships  in
target ed cust omer
segment s

Improve met hods and
tools  for managing
sales  and marketing
perf ormance

A cquire companies
aligned wit h produc t
s trat egies

I mprove met hods  and
t ools for managing
innov at ion
performance

I nc rease focus on
divest iture and
rei nvest ment

D ivest non-performing
and non-strategic
business  unit s

Align M&A  st rategies
wit h busines s
objectiv es

Improve/st andardize
M&A processes

I mprove
unders tanding of
internal value and
market  value of
business  unit s

I nc rease cons idera-
t ion of M& A and
divest iture opt ions

Improve account
management
methods  and tools

I mprove sales
performance
management
methods and tools

I mprove retenti on
performanc e
management
methods and tools

I mprove managerial
methods and tools

I mprove methods and
t ools f or managing
demand/s upply
performanc e

Improve methods and
tools  f or managing
pricing performanc e

Improve market ing
and adv ertis ing
performanc e
management
met hods and t ools

Improve sales
performance
management
met hods  and t ools

Improve serv ice and
support perf ormance
management
methods  and tools

I mprove order
management
methods and tools

Improve procurement
performanc e
management
met hods and t ools

I mprove real es tate
performance
management
methods and tools

Improve HR
performanc e
management
methods and tools

Improve/consolidate
IT performance
management
methods  and tools
(utilization, pe rformance,
cap acity planning, etc.)

Improve product
development
perf ormance
management
met hods  and tools

I mprove
unders tanding of
business  unit
performance and
market  values

Cons olidat e devic e
management
informat ion and t ools

Improve alignment of
capit al budgets and
program plans  wit h
busines s pr ior ities

Improve alignment of
busines s unit
strategies w ith
enterpr ise st rategies

I mprove alignment of
f inancial st rategies
w ith c orporate
s trat egies

S trengt hen
enterpris e-wide
f inancial reporting
s tandards

I nc rease focus on
busines s insight and
f orward-looking
i nformation

I mprove int egration of
s hort - and long-t erm
business  planning

I mprove leadership
and management
s kills  of executiv es

Increase emphasis  on
continuous , proacti ve
management of
investment por tf olios

Improve vendor
management sk ills of
st af f

Improve involvement
of operat ional st aff  in
projec t delivery

Improve
account ability /
aut horit y of program
and project resources

Improve eff ec tiveness
of program/projec t
gov ernance models

Increase focus on key
perf ormance metr ics

Increase f ocus  on
bus iness  continuity
planni ng

Increase f ocus  on
projec t qualit y and
risk management

Increase f ocus  on
realization of  targeted
bus iness  benef its

Improve ident ification
and management  of
program/ projec t r isk s

C ontinuous ly track
and manage t he
realization of  projec t
benef its

St ructure programs/
projec ts  to deliv er
benef its  progres siv ely

Improve access  to
and dis tr ibution of
perf ormance
inf ormat ion

Improve
underst anding of
partner st rengths,
weak ness es  and
interests

Improve abili ty to
st ructure and
implement  durable,
mut ually benefic ial
partnerships

I mprove agility  and
f lex ibil ity of  partner
organiz at ions and
networks

D ev elop and utilize
unique production
resources
( methods, equipment,
facilities, etc.)

R at ionalize/
c onsolidat e vendor
port fol io

I mprove coordi nation
of payment s across
busines s units

I mprove assessment
and benc hmark ing of
A /P performance

R ef ine days-
outst andi ng st rategy

I mprove alignment of
A /P s ys tems  and
proc es ses w ith day s-
outst andi ng st rategy

Refine credit/days-
receivable s trat egy

Improve management
of  credit ris k across
busines s units

Improve management
of  credit/ loan portfolio

How Value is Created
(Value Drivers)

What You Can Do
(Improvement Levers:  Business Processes,
Assets and Organizational Capabilities)

Other Shared / Co rporate Services
(Real Estate, Procurement and Other)

Human Capital  Strategy an d Managemen t
(Recruit ment, Development,  Adminis trat ion and
Perf ormance Management )

IT Str ategy and Managemen t
(Design,  Development , Deployment,  Operations  and
Perf ormance Management )

Busin ess Strategy and  Manag ement
(Bus iness  and Financial St rategy , Mergers  and Acquisit ions, Tax
Management , R isk Management, Compliance Management , Program
Management and Performance Management)

Customer  Strategy, Relationsh ips an d Interactions
(Marketing,  Sales , Delivery/ Provis ioning, Billing and Service)

Product Strateg y,  Develop ment an d Produ ction
(Innovation and Design,  Supply Chain Management , Production
Operations and Logis tics )

BUSINESS PROCESS GROUPINGS

All  Process Group ing s
(Action may  apply to all processes)

Change What You Do

- What you provide
- Whom you target and serve
- How you compete
- Where you deploy resources
- Which operations you outsource

Do What You Do Better

- Strengthen  governance approaches
- Align resources with strategies
- Improve business processes
- Hone strategic capabilities
- Manage tax impacts and opportunities
- Improve control / reduce risk
- Collaborate more effectively
- Satisfy customers,  employees and

other stakeholders

Note:  Many act ions could logical ly be associated with
other or multi pl e process groupings.   For example,
many customer and product actions are likel y to have
heavy IT and HR components.

Acquire New Customers Retain and Grow Current
Customers

Leverage Income-
Generating Assets Strengthen Pricing

Improve
Customer Interaction

Efficiency

Improve
Corporate/Shared Services

Efficiency

Improve
Development & Production

Efficiency

Improve
Logistics & Service

Provision
Efficiency

Improve
PP&E

Efficiency

Improve
Inventory
Efficiency

Improve
Receivables & Payables

Efficiency

Improve
Management & Governance

Effectiveness
Improve

Execution Capabilities

Marketing &
Sales

Account
Management

Cross-Sell/
Up-Sell Retention

Demand &
Supply

Management
Price

Optimization
Marketing &
Advertising Sales

Customer
Service &
Support

Order
Fulfillment &

Billing
IT, Telecom &

Networking Real Estate Human
Resources

Procurement
(Excluding Product ion

Materia ls &
Me rc handise)

Business
Management

Financial
Management Materials Production MerchandisingLogistics &

Dist ribution
Product

Development
Real Estate &
Infrastructure

Equipment &
Systems

Finished
Goods

Work in
Process &

Raw Materials

Accounts,
Notes &
Interest

Receivable

Accounts,
Notes &
Interest
Payable

Business
Planning

Program
Del ivery

Business
Performance
Management

Operational
Excellence

Partnership &
Collaboration

Relationship
Strength

Agility &
Flexibility

Product &
Service

Innovation
Service

Delivery
Cash/Asset

Management
Strategic
Assets

Volume Price Realization
Selling, General &

Administrative
(SG&A)

Cost of Goods Sold
(COGS)

Property, Plant &
Equipment

(PP&E)
Inventory Receivables

& Payables Company Strengths External Factors

Revenue Growth Operating Margin
(after taxes)

Asset Efficiency Expectations

Sha re hol de r  Va l ue

Improve cust omer
inc entiv es  for
ac celerat ed/on-time
payment

Improve c ross -
selling/ up-s elling
sk ills of  st af f

Improve cus tomer
serv ice and ret ention
sk ills of st aff

I ncrease focus  on
product  innovation

Improve management
of  trade/indirec t tax es
(sales/use, VA T, GST, e tc.)

I mprove tax collect ion
and remittanc e
process es

Improve management
of international s taf f
cost s
(immigration, p ayr oll, staff
support , int ernational equity,
etc.)

U tilize available
federal,  st at e and
local employment /
training incentives

Improve technology
and data r isk
management
proc es ses

Improve compliance
management
proc es ses

I mprove tax manage-
ment processes
( direct and indirect tax
ma nagement)

Optimiz e tax benefit s
as sociated wit h s elf -
cons truc ted as sets
(plant, facilities, in ternally-
used software, etc.)

I mprove management
of transfer pr ici ng

I mprove management
of trade and indirec t
t axes  (sales/use , VA T,
GS T, etc.)

I mprove management
of t ransfer pr icing

I mprove incorporati on
of ris k analys is in
business  planning
( int ernal and externa l r isk)

I nt egrate t ax  oppor-
t unities and issues
into bus iness  planning
process es

Improve ident ification
and mit igation of
operational risk
(peo ple , process, tech-
nology, data, e tc.)

Improve quality  of
inf ormat ion provided
to st akeholders
(accuracy, timelin ess,
transparency &
predictability)

D ev elop and utilize
unique inf ormat ion
resources  (customer ,
pr oduct, market, etc.)

Improve management
of organiz at ional
change in support of
initiatives

Improve operational
ris k management
proc es ses

Improve consideration
of  t ax implic at ions in
the acquisit ion and
di sposi tion of as sets

Max imize tax benefi ts
as sociated wit h major
business decis ions
(M& A, consolidation, out-
sourcing, site selectio n, etc.)

Increase emphasis on
permanently  lowering
the company 's
ef fecti ve tax rate

Improve accuracy and
timeliness  of t ax
provision and cash
outf low  f orec as ts

Improve f ocus  of  tax
func tion/ department
on proacti ve tax
pl anning

Integrate tax oppor-
tunit ies  and issues
into business planning
processes

Optimiz e ac counting
met hods and selec-
tion of  account ing
periods

Migrate income t o
low-t ax  juris dic tions

Ut ilize internat ional
financing opportuni-
ties to minimize af ter-
tax borrow ing cos ts

Optimiz e ex pense vs .
capit ali zat ion of costs
(M& A costs, R& D costs,
etc.)

Improve identif ication
and application of
R&D  t ax  inc entiv es

Improve abili ty to
ut ilize off shore cash/
as sets  and move
betw een geographies

I mprove ability  to
utiliz e of fshore cash/
ass et s and move
between geographies

Improve management
of  t rans fer pr icing

I mprove ability  to
utili ze of fshore c ash/
ass et s and move
between geographies

Ensure proper
v aluation of propert y
f or t ax purposes

Build tax opport unities
into real estate
transact ions
(income defer ral, locatio n
credits and incentives,
leasing terms, etc.)

Improve t ax  benef its
of  c ompensation and
benef it programs
(defer red and equ ity-b ase d
comp; retireme nt and
healthcare ben efit s, e tc.)

Manage pay roll t ax
impac ts of  bus iness
initiatives
(M& A, consolidation,
restr uct uring, relocation etc.)

Optimiz e ut ilization of
av ail able sales /use
tax exemptions

Improve management
of  indirect taxes
(sales/use, VA T, customs
duties, etc.)

Ensure adequate
document ation of
signi ficant  t ax
posit ions
(ear ning s &  profits, tran sfer
pricing, tax opinions, etc.)

Acc elerate or defer
income/expenses

Clarif y gov ernance
roles  and respons i-
bilit ies  (delegation of
authority, segregation of
duties,  etc.)

Implement/ enhance
anonymous  employee
report ing and f eed-
back mec hani sms

Align c ompensation
and inc entiv e sys tems
with s trategies , v alues
and et hic s

Improve under-
standing of  regulatory
requirements

Strengt hen corporate
governance s truc tures
(composition , se lection,
roles, etc.)

Strengt hen training/
educ at ion of board
and audit  c ommitt ees

Strengt hen and
communicate miss ion,
vision, v alues  and
ethics

Improve focus on
internal c ontrols  and
regulat ory compliance

Build v alues  and
ethics  into corporate
cul ture

Inc rease emphas is on
risk  identif ication and
management

Improve ris k planning,
mit igation and control
approaches

Improve monitori ng
and management of
regulat ory compliance

Improve company-
wide monitoring and
management of r isks

Improve identificat ion
and as sessment  of
risk  (stra tegic, o perational,
investment, fina ncial, com-
pliance, da ta/privacy,  etc.)

Improve monitoring
and management of
ris k and compliance
(strategic, opera tio nal and
financial r isks; regu lato ry
and tax compliance)

D e l o i t t e  E n t e r p r i s e  V a l u e  M a p T M

(Practical paths to increase shareholder value)
It’s easy to say shareholder value is important.
Not so easy  to make it influence the dec isions
that are made every  day :  where to spend t ime
and resources, how best to ge t things done, and,
ult imately , how to win in the competit ive
marketplace.

This Map is designed to accelerate the
connect ion between actions you can take and
shareholder value.  It is not  rocket science and it
is not complete , but it can jump-start the
process of focusing on the  things that matter
most and then choosing practical ways to get
them done.

Here are  two simple ways to use it:

§ Sta rt at the  top.  Working your way down,
at each step ask yourself, How will we
improve this?  This will help ensure that your
tactics support your objectives.

§ Sta rt at the  bot tom.  Working your way up,
at each step ask yourself, Why are we doing
this ?  This will he lp ensure  that every  tactic
leads to shareholder value.

Improve breadth,
dept h,  quality and
timeli ness of  manag-
er ial inf ormat ion

Improve/implement
internal c ontrol
frameworks  and
policies

Strengt hen and
communicate
governance pol icies
and proc edures

Align internal audit
prac tices wit h
busines s and risk
objec tives

Improve communi-
cat ion between t he
board,  management,
shareholders  and the
public

Improve mechanisms
for collecting and
implement ing
employee ideas

Build innovation and
improvement int o
rewards  and
incent ives

Improve mechanisms
for soli citing and
addressing
stakeholder f eedback

D evelop/ int egrate
global  HR  practi ces
(inter nal/external, onshore/
offshore , etc.)

Income Taxes

Improve
Income Tax

Efficiency

Income Tax
Management Governance

Improve ut ilization of
telecom t ax  incent ives
(credits, exemptions, etc.)

Improve profi tability  of
R &D eff or ts  through
utiliz ation of t ax  and
economic develop-
ment  incentives

I mprove prof itabilit y of
R &D ef forts  t hrough
utiliz at ion of tax and
economic develop-
ment incent ives

I mprove tracking and
recovery of  indirec t
t axes  (sales/use, VA T,
GS T, etc.)

Ens ure tax planning
act ivit ies  and tax
filings  comply  w ith
regulat ory environ-
ment

Increase account-
ability  of bus iness
unit leaders  f or tax
impact  of  dec isions

I mprove coordination
of operational, invest -
ment , f inancial, M&A ,
and t ax  st rategies
acros s busines s units

Ut ilize tax-effect ive
corporate st ruct ures
for ownership/licens-
ing of int angi ble
as sets  (patents, tr ade
names, IP,  etc.)

Improve benchmark-
ing of global eff ec tive
tax rat e agai ns t
indus try peer group

U tiliz e tax  opportuni-
t ies  around ris k man-
agement  ac tiv ities
( hedging transactions,
commodities trading,  etc.)

D ef er and reduce
f ederal, s tate and
local quarterly  es ti-
mated tax payments

C onsider t ax
incentives in loc at ion
and s elect ion of
f ac ilities

Increase f ocus  on
pos t-merger synergy
and c os t reduction
programs

I mprove breadth,
dept h,  quality and
t imeliness of  bus iness
planning information

U tiliz e t ax -eff ec tive
c orporate s truc tures
f or ownership/ licens -
ing of  intangibl e
ass et s (pa tents, trade
names, IP , etc.)

D ev elop and utilize
unique tax expertis e

We use accelerators to link projects to a value framework

Enterprise Value Map™
(Value Creation Framework)

ValueLink™
(Value Creation Resources Portal )

ValuePlan Worksheet™ within ValuePrint Business Case Approach
(Project Value Management Plan)

§ Financial 
Value Drivers
§Operational 

Improvement 
Levers
§Process 

Improvement 
Actions

• Sample 
performance 
metrics 
(financial and 
operational) 

• Sample 
business 
cases

ValuePlan Worksheet™
Value Chain Ref: VC1 Jim Smith, Sales Thread Lead Operations Improvement Owner: Jane Wesson, Manager, Large Account Sales
FIT Ref: BenefitFIT1, CostFIT1

Shareholder Value EVM Value Path Metric Path Current Value Targeted Value Rationale (How each metric will drive the one above it) Tracking (How each outcome  metric has changed)

Value Driver 1 Revenue Growth Annual Sales of Product X 
(year on year)

$1,000,000 in 2006 3,000,000 in 2007 Increasing profitable revenue wil create shareholder 
value and is a stated FY07 priority

First quarter sales results well ahead of previous year; on 
pace to get 26% YOY growth

Value Driver 2 Volume Number of Units Sold 200,000 units in 2006 600,000 units in 2007 Increasing the number of units sold will increase year-
over-year revenues

Have already sold 150k units; on pace to reach 500k

Improvement 
Lever

Acquire New Customers Number of new accounts sold 
to in Region X 

21 new accounts in 2006 75 new accounts in 2007 Increasing the number of new accounts landed will 
raise the number of units sold

18 new accounts have been landed; not on pace to get 75 
new accounts

Process
Driver

Sales & Marketing Number of sales calls made 
on new accounts in Region X

120 calls made on new 
accounts in 2006

300 calls made on new 
accounts in 2006

Increasing the number of sales calls made on new 
accounts will increase the number of new accounts 
landed

300 calls target will likely not be reached due to hiring 
shortage

Rationale (How operat ional changes will create the changes to the 
left)

Tracking (How each process  metric has changed)

Input Changes
(Changed volume of transactions routed to work center, changes in range of 
transaction types handled, etc.)

N/A N/A N/A N/A N/A

Output Changes
(Different standards/specs for output quality, consistency, cycle time, total 
cost, etc.)

N/A N/A N/A N/A N/A

Assignment Changes
(Different assignment of transactions to or within work centers)

N/A N/A N/A N/A N/A

Productivity Increases (Changes to tools, systems, equipment, 
info, incentives and other factors that increase output capacity relative to 
cost)

Number of sales calls made 
on new accounts per Sales 
Rep

7 calls made per rep per year 14 calls made per rep per 
year

Change incentives to increase rewards for sales to new 
customers; In addition to changed incentive system, 
add bonuses for new accounts

Incentive systems have been implemented.  Most reps are on 
track to make 14 calls/year on new accounts

Capability Increases (Changes to recruiting standards, training, 
tools and other factors that raise output quality and transaction 
range/complexity handled by people) 

N/A N/A N/A N/A N/A

Capacity Increases (Higher people utilization (less idle time); 
more people; tools that increase peoples' capacity, etc.)

Number of sales reps hours 
available

800 sales hours per week (20 
sales reps working 40-hour 
weeks)

1200 sales hours per week Hire 10 new experienced sales staff Only 8 new staff have been hired, and they are less 
experienced than originally planned

Cost Decreases (Decreases in salaries or benefits costs, etc.) N/A N/A N/A N/A N/A

Productivity Increases (Streamline process to reduce cycle 
time, improve throughput)

N/A N/A N/A N/A N/A

Capability Increases (Increase in number or range of 
inputs/transactions that a process can handle, resulting in greater versatility, 
range of process functionality, etc.) 

N/A N/A N/A N/A N/A

Capacity Increases (Increase in number work centers, increase 
capacity of current work centers via improved asset utilization, develop more 
easily scalable process, etc.)

N/A N/A N/A N/A N/A

Cost Decreases (Reduction in number of resources /assets utilized, 
reduced cost of inputs/assets, including human capital, raw materials, 
purchased goods, outsourcing, etc.)

N/A N/A N/A N/A N/A

Productivity Increases (Faster systems; faster throughput) N/A N/A N/A N/A N/A

Capability Increases (Higher system transaction versa-tility, 
range of functionality, etc.) 

N/A N/A N/A N/A N/A

Capacity Increases (Better system utilization, more scalable, etc.) N/A N/A N/A N/A N/A

Cost Decreases 
(Cheaper acquisition/maintenance costs, etc.)

N/A N/A N/A N/A N/A

Project Delivery Owner:

Technology 
Changes 
(for automated processes, 
e.g. IVR-based or 
web-based 
processes)

People 
Changes 
(for people-
executed 
processes)

Proces
Strategy 
Changes 

Process
Changes 
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The Treacherous Road to Results is Rife with Pitfalls
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What do disasters like the Big Dig tunnel collapse & 
Hurricane Katrina have in common?

Government mismanagement? 

No. In so many cases like these, it is easier to point the finger at human error, at 
individual wrong-doers than to conduct a more nuanced analysis of the underlying 
systemic failure that is really to blame. 

The truth is, 
outcomes are 
generated by 
people working 
within a 
system, not by 
individual 
agencies or 
persons alone. 
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§ Looking only at evidence that confirms the 
existing view of the world (confirmation bias)The Tolstoy Syndrome 

§ Substituting a rigorous design process with a 
political designDesign-Free Design 

§When your idea becomes so distorted through the 
legislative process that it doesn’t workThe Stargate Trap 

§ Congenital unrealistic optimism of the political worldThe Overconfidence Trap 

§ Failing to comprehend the special challenges of the 
public sector terrainThe Sisyphus Trap

§ The challenge of constantly reevaluating even the 
most successful undertakings of the pastThe Complacency Trap 

§Mistaking part of the trip for the whole journey; 
failing to see the journey as an integrated process.The Silo Trap

We can get major things done, but must avoid repeating errors
Common pitfalls identified through experience
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Don’t be left vulnerable to macro-level business environment changes 
Are you missing the big picture?

Source: Deloitte Consulting LLP 
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A PMO only gets you 40% of the way there

Schedule
11.5%

Position
11.5%

Scope
9.2%

Strategy
29.2%Cost

19.2%

Revenue
19.2%

Cost
19.2%

Schedule
11.5%

Scope
9.2%

Strategy
29.2%

Position
11.5%

Revenue
19.2%
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How can this be pulled together to help achieve results?

Results

Program Management
§ Governance
§ Schedule Management
§ Budget Management
§ Change Control
§ Risk & Issue Management
§ Sourcing & Resource Management
§ Benefits & Performance 

Management
§ Program Reporting
§ Integrated Release Management
§ Quality & Standards

Organizational Readiness
§ Sponsorship
§ Outreach & Communications
§ Stakeholder Management
§ Training
§ Organizational Change 

Management

Program Strategy & 
Mission Alignment
§ Program Vision & Strategy
§ Dependency Management
§ Benefits & Performance 

Management

Domain Authority
§ Solution Planning
§ Requirement Management
§ Technical Integration
§ Business Process Management
§ Solution Architecture & 

Integration
§ Technical Quality & Standards
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Get the results you want from your programs

Current-State PMO

Output - Driven

Administrative

Reactive

Efficiency- Oriented

Cost & Schedule Focused

Extended to “RMO”

Outcome-Driven 

Strategic & Agile

Anticipatory & Proactive

Effectiveness - Oriented

Leverages Human Capital

Risk IntelligentPerformance Focused

Collaborative & CommunicativeProcess Focused

The Results Management Difference



Q&A
Questions and Answers



Appendix
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§ Established in mid-90s

§ Operates through a network of research professionals, senior consulting 
practitioners and academic and technology partners

§ Identifies, analyzes and explains the major issues driving today’s business 
dynamics and shaping tomorrow’s marketplace

§ Output ranges from points of view about strategy and organizational change to 
straight talk about economics, regulation and technology

§ Companies use the research to improve their performance and gain competitive 
advantage

§ Learn more online:
http://www.deloitte.com/view/en_VN/vn/insights-ideas/deloitteresearch/index.htm

Deloitte Research, a brief overview

http://www.deloitte.com/view/en_VN/vn/insights-ideas/deloitteresearch/index.htm
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Deloitte Research, a sampling of recent
public sector thought leadership
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