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Service Performance Insight, LLC
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HOW WILL YOU ELEVATE YOUR BUSINESS

PERFORMANCE?
} 1. Improve maturity
2. Focus on service
‘ execution

3. Pick the right business
systems

N



2022 PS Maturity™
Benchmark Trends
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PS MATURITY™ PROGRESSION: EVALUATE AND IMPROVE MATU

LEVEL 5
LEVEL 4

LEVEL 3

LEVEL 2
LEVEL 1

Maturity

Leadership

Client
Relationships

Talent

Service
Execution

Finance
& Operations




2022 PROFESSIONAL SERVICES MATURITY™ BENCHMARK

Initiated
Heroic
30%

Ad-hoc
processes

Leadership

Client Relationships
. Service Execution
Finance & Operations

Service Performance Pillars

Institutionalized
Deployed
Piloted

Portfolio
Excellence

Functional |
Excellence

Project
Excellence

25% 25% 15%

Standard set
of operating
processes
deployed

Aligned
metrics and
controls

Processes
start to
become

repeatable

Level 2 Level 3 Level 4

Optimized

Collaborative
Excellence

5%
Focus on

continuous
improvement

Level 5

540 PSOs completed
the survey in 2021

 75% Americas
 19% EMEA
- 6% APac

Research & Development
1%
Value-added Reseller (VAR)

Advertising/ Marketing/ PR
5%

IT Consulting
25%

Management Consulting
19%

PS within Software
Company
Architecture/ 11%
Engineering PS within SaaS
g ‘Company
10%




MATURITY MATTERS!
2022 PS MATURITY™ BENCHMARK RESULTS BASED ON 540 FIRMS
z* *:ﬁ* PSR A AP o

Year-over-year change in PS revenue

7 .
)

Firms

Deal pipeline / quarterly bookings forecast
Bid-to-win ratio (per 10 bids)

Employee billable utilization

Projects delivered on-time

Project margin

Annual revenue per billable consultant (k)
Profit (EBITDA %)



GROWTH, PROFIT AND UTILIZATION

14.3% 14.7% 15.5% 14.2% 16.8% 18.5% 15.0%

2013 2014 2015 2016 2017 2018 2019 2020 2021

Growth H Profit Util




SUCCESSFUL STRATEGIE

WHAT IS WORKING
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TALENT TRENDS OF NOTE

On-site Service Delive 14%
73%

72%
1%

70%
2019 2020 2021 2019 2020 2021

140, Fercentage of Employees Billable

73.9%
13.7%
73.3%
3%

2019 2020 2021



TALENT TRENDS OF NOTE

Days to Recruit, Hire, Ramp Total Employee Attrition Fully Loaded Cost/Consultant $K

2019 2020 2021 2019 2020 2021 2019 2020 2021




SERVICE EXECUTION TRENDS OF NOTE

30 : :
10.0 Project Staffing Time (days) Project Duration (man
months)

On-time Project Delivery

2019 2020 2021 2019 2020 2021 2019 2020 2021







LEADERS FOCUS ON QUALITY & REPEATABILITY

S ice Packadai i Resource
ervice rFackaging Quality Management Management
* Consistent service delivery Effectiveness

methods & tools

* Knowledge Capture * Project dashboard — budget to * CRM & PSA Integration
* IP development it  Capacity planning

actual visibility * Recruiting tied to resource plan
L Repeatable frameworkS . Project Management Ofﬂce g

* PSA resource management

) Y .
Qualityrediens e Billable utilization



SERVICE EXECUTION: BEST PRACTICES

Average project staffing time

0,
(days) 9.37 9.66 3%
Average revenue per project (k) $260 $151 2%
Projects delivered on-time 86.9% 77.6% 12%
Average project overrun 6.3% 8.8% 29%
Use a standardized delivery 75.0% 66.9% 12%
methodology
Prolec.:t margl.n for time & 46.3% 31.8% 46%
materials projects
Average project margin — subs, 40.2% 93.0% 759,
offshore
Onsite delivery 21.5% 39.4% -45%

BEST PRACTICES

* Integrate resource management
processes w/ sales pipeline and
capacity plan

* Break down silos that stand in the
way of optimal project staffing

* Give team members the insights
they need to proactively balance
timeline, budget and scope

* Continually refine standard delivery
methods

* Steer towards high-value projects

* Build a true “one team” mentality



IMPACT: RESOURCE MANAGEMENT STRATEGY

Centrally Managed

Locally Managed

Center of Excellence

By Account

By Horizontal Skill Set

Other

Total / Average




IMPACT OF RESOURCE MANAGEMENT
EFFECTIVENESS

1 - poor 1.6% 65.8% 16.3 20.5% $160 2.80
2 8.2% 68.9% 27.9 12.6% $185 2.86
3 28.2% 72.0% 27.9 9.1% $199 3.44
4 50.1% 77.0% 30.1 7.2% $207 3.85
5 - great 11.8% 78.1% 33.0 6.0% $226 4.25
Total/Average

100.0% 74.9% 29.4 8.3% $205 3.68







PS BUSINESS APPLICATION ’

MARKET ADOPTION

ERP

CRM

PSA

HCM

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

PERCENT OF ORGANIZATIONS SURVEYED

m Commercial Adoption m Homegrown m No Solution



PSA DRIVES PERFORMANCE IMPROVEMENT
COMPARISON OF 270 PSOS WITH PSA TO 115 PSOS WITHOUT PSA

BENEFITS OF A PSA SOLUTION

Year over year 360 Incl:eafe I . 1 30/
PS revenue growth 0 project margin 0
Increase in size of o Increase in o

deal pipeline 1 5 /0 revenue per 6 /0

consultant

Increase in 1 00 Billable Utilization f 1 1 0
Revenue Per 0 increased by 0

Employee




Unlock Dynamic Resource Optimization

Field the Best See the Transform

Full Picture Outcomes

Team, Every
Time

Resource optimization Unified data model + Outcome chain
engine, across resource insights engine methodology, domain
value chain expertise
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Fits the
Way You
Work

Integrations &
Workflows



Achieve
Transformational
Outcomes

» Innovation beyond operational
excellence

» Delivering value for all users in
the services industry
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Our Customer’'s Customer
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Collaboration

Community

Benchmarks

Operational

Excellence
) \\ Planning &

Insights

Networks

Executives

Resource
Management

Employees
& Partners




Capital

Service Performance Insight’

Accelerate Service Productivity & Profit

Follow us on:
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www.SPlresearch.com
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Clarity. Control. Confidence.

Industry Cloud for
Professional

Services

www.mavenlink.com

www.kimbleapps.com







