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Keeping customers and your company happy

PERCENTILE | 25™ 50™ 7 PERCENTILE
Actual billable 52% 60% 68% Actual billable
utilization utilization
Project gross 37% 49% 57% Project gross
margin margin

Attach rate 10% 15% 20% Attach rate

Source: TSIA Core PS Benchmark Study, Q2 Snapshot
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When the common soldiers are too strong and the officers
too weak, the result is insubordination. When the officers are
too strong and the common soldiers too weak, the result is
collapse.

Sun Tzu,
Art of War

Executives don’t make all the most important decisions
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Why, how and what of delegated
decision making

“ How do we become more efficient and scalable in
decision-making, moving it down the organization and closer
to the customer, without losing control and compromising the
quality of decision-making? 9%
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Why does delegated decision
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Engaging your team in
decision making

No-one goes to work wanting to do a bad
job, we just put so much red tape in front of

them they give up trying.

Sir John Harvey-Jones
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Why, how and what of delegated
decision making

“ How do we become more efficient and scalable in
decision-making, moving it down the organization and closer
to the customer, without losing control and compromising the
quality of decision-making? 9%
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Visibility
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What is a typical decision
making process?

n Come up with a set of options
based on the information we
have at hand

E Select best option based
on our experience or the
experience of others we trust

Options

Decisions

KimBLEe

Effects



KiIMBLE



KiIMBLE



80

Does your decision making process stop
you empowering people?
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The balance between
instinct and insight

KimDBLCe

84

Do we

and

the




From knee-jerk to strategic decisions KimpLe
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Summary: Instinct versus Insight

Top down decision making
to a bottom-up decision
making O @) O
Knee-jerk executive @)
decisions to strategic, trend- O
based decisions (i
L

An instinct based
decisioning process to an
insight based decisioning
process
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