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Art and Science of
The Customer Journey
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Why do the majority of PS organizations
underperform? 4
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Don’t just take our word for it...

Billable utilization Average hourly billable rate (USD)
70% $250
60%
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Project Gross Margin Net Operating Income
60% 30%
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30% 15%
20% 10%
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0% 0% |
25th Percentile 50th Percentile 75th Percentile 25th Percentile 50th Percentile 75th Percentile

Based on data from TSIA surveys majority of organizations

underperform




Improving pertfc

Mark Robinson Marc Lacroix

‘Kimble is a next generation PSA
product that helps consulting

organizations to scale and achieve

their desired outcomes”

KimMmBLEe

N

‘RTMC helps services
organizations get better at
what they do”

We Help Services
‘ Organizations Get Better
At What They Do



Improving performance: Art v Science

Systems Process People

e
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Why do they underperform?

(1) They try to automate sub-optimal processes
2 They don’'t embed basic disciplines

@3 They look backwards and not forwards

4 They make sub-optimal decisions
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Art and Science of
The Customer Journey

Optimize processes
before you automate



How to ensure you have optimal processes




Leverage best practice process to deliver desired outcomes

- - - -
Kl m BLe Reimburse
. Expenses
Raise
Supplier
Invoice
Approve Time Manage  Manage
. & Expenses Revenue Cost Complete
g Manage Pay Supplier Delivery
Propositions Invoice
Submit Time
& Expenses
L. Marketing Contractor
Campaign Assigned . .
Supplier Supplier Report Status
Requisition PO Raised
Raised . . :
| Partner Provide Services % Receive
Planning Cash
Create
Approve Change .
Account Change Order Receive PO 'Ic'rl:;Sin
- N . g
Planning Order Activate Period
Engagement
Close
Expose Lead / .
ngortunity Finalise Named Forecasting
Define  Forecast Resources Period
E Forecast Develop ~ Win Order
ngagement Revenue oo Proposal
at High Level Detail Finance
L. Update Resource | .
Details ntegration
Key Contract with Board Reporting
- .
K R Candidate
EE Prospecting W Resource Engagement Contractor Self Bill
s Lead to Order mmmm Order to Cash Close Period
mmmm Scope to Delivery mmmmm Manage Change mmmm Supply Resource == Find Candidate

Do you want to automate your current processes,

or automate the right processes?
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Firmly embed basic disciplines
— create the metronome



Embed basic disciplines

Create a metronome

*Regular cadence of getting data into -
system >

*Create ‘muscle memory’

- Daily, weekly, monthly disciplines

*Don’t over-complicate, focus on
what you do well — be consistent







Focus on what you do well for a repeatable & predictable
outcome




Embed basic disciplines

Create a metronome Drive the right behaviors
*Regular cadence of getting data into - * The power of transparency
system S -Good is not enough - don’t manage
- Create ‘muscle memory’ , down to a target
- Daily, weekly, monthly disciplines = ~ +Positive v negative enforcement
-Don’t over-complicate, focus on il  -Leverage “Nudge” theory

what you do well
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Driving the right (and consistent) behaviors

m Star Energy > ERP Implementation (S0000017/1) > Dashboard

4 Show Feed

B ERP Implementation (SO000017/1)

Summary - Apr/ 2 /2016 Percent Complete 1% @
@ Financial @ Solution

Revenue Summary (USD)

Help for this Page @

v 2Q =M@

Margin Summary

% Plan @ Resource 1200,000.00 200,000.00 200,000.00 e
chk off completed. $50k deposit paid as per agreement for advance billing. Initial effort planned in detail for workshops 38 0/
updates Weekly with sponsor informed via custom project dashboard made (0]
avallable through Portal. Technical Ci notyet - chasing with manager for Job Baseline
posting published on Chatter to internal ERP community.
50.000.00 0
4,116.63 26 A]
Baseline PO Cover Projected Actual Invoiced Projected
Financials
Baseline (USD) Projected (USD) Actual (USD)
Delivery Element Usage Revenue Cost Margin (%) Usage Revenue Cost Margin (%) Usage Revenue Cost Margin (%)
= B 1.0ERPImplementation Services  178.00 (Day) 200,000.00 123,200.00 38 211.00 (Day) 200,000.00 148,800.00 26 2.50 (Day) 2,36967 2,600.00 -10
CR004 - Extension Services  0.00 (Day) 0.00 0.00 0 120.00 (Day) 128,000.00 57,600.00 55 0.00 (Day) 0.00 0.00 0
Risk Assessment Risk Level tical
Top 5 Risks Top 5 Issues
Reference Summary Raised By Raised Date Risk Severity Risk Status Reference Summary Raised By Raised Date

Issue Impact Status

#TSW17

A (i}
1

Assignment Capacity
Getting Low

@0
2

Start date before
Proposal
Acceptance date

(1]

2

Elements at
Usage/Revenue Cap

Qo
2

Unresourced
Assignments

14
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Art and Science of
The Customer Journey

Focus on the future,
and not the past



Forward looking culture

Natural (and easier) to report on the past

Utilization, Project Actuals v. Plan, Financial performance
Higher reliance on managers. Increases uncertainty.
Result: Inconsistent performance, especially at scale

What does it mean to be forward looking?
Harnessing sales data is the key
Create a ‘living” resource forecast

Revise Estimate at Complete (EAC) weekly

Forecast revenue & resources based on actual assignments
e W

BETS\W17 16




Forward looking culture

“for scale” “the basics”
» Adequately plan for future work » Capture time
+ Set the right client expectations * Measure revenue
« Align resources with demand « Get invoices out the door

— Move from KPI versus KRI

17



Where do you score on the analytics maturity scale?
Descriptive — what happened? (backward looking)
Predictive — what could happen? (forward looking)

Prescriptive — what should happen? (nudge)

Diagnostic — why did/ could it happen? (causes)

— Gartner .
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© Revenue

This: GBP 29,845 70
Last GBP 38.090.2 60

0 Revenue has fallen

Last 60.75 L &

O Dowvery Utb K R & &

© Average Revenue Rate Impact: 19%

This: GBP 1,728.11 (Change GBP 235 28)
Last GBP 149283 |l

© Number Of Business Days Impact: -14%

This: 20.00 (Change -2 00)
Last 22.00 |

@ Delivery Resource Count Impact: 0%

This: 2.00
Last 2.00

Values by Period

September 2013

40
30
e . . . . .
10
N o O > > o

Impact: -61%
BN Deivery Utiisation Pct

Trend

)

19
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Help people to optimize
their decisions and the
decision making process



The science of decision making

. Daniel Bernoulli — 1738
Expected value = (odds of gain) x (value of gain)

Example: Real life examples not so simple

Overestimate or underestimate
odds of success

Coin toss — heads you win $10,
should you pay $4 to play?

% x $10 = $5 = >%4 play.... Overestimate or underestimate

how much we gain

#TSW17
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They make sub-optimal decisions

It's easy to interpret data incorrectly

TORONTO .,

Know what data you need and drive the RS b‘s"“nk.'.‘r%!‘f o e
organization to manage data correctly | \RST BA R Eséf
WAL

CANADIAN

Too much time spent processing data and
not enough time in decision making

Measure what matters — vital signs

#TSWA7 2



Art and Science of
The Customer Journey

Summary




Summary — set up to reach your full potential

N
Optimize global processes before automating them B Groat peoplo
Drive good governance under the “operational /’\/\/
metronome” — make part of “muscle memory” Empowered
Design your incentives, processes & propositions to —
maximize performance (not just “make the number”) d
Focus on affecting future performance more than Dieepined
counting past results - 4
N
Help everyone to make better decisions and optimize e

their decision making

Being successful does not mean you can’t improve
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