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OBJECTIVES *@“ﬁ"?ﬁtmmﬂ*

A 4

1. Introduction to the Professional Service Maturity
Model

2. Professional Service Maturity Model Benchmark
the value of integrated applications

3. Showcase PeopleSoft 9.1 applications and
show examples of where CMMI Is supported by
the delivered functionality



Service Performance

PS Maturity Model

@ TheonlyProfessional Service Maturity Model
@ Comprehensive evaluation of all facets of a PS
Organization
A Vision, Strategy, Leadership and Culture
A Finance and Operations
A Human Capital Alignment
A Service Execution
A Client RelationshipSalesMarketing,
Partneringnd Customer Satisfaction

Vision, Strategy & Culture
Finance & Operations
Human Capital Alignmeni
Service Execution
Client Relationships

Vision, Strategy

@ Diagnostic and prescriptive & Culture
@ Provides eomprehensiimework fordustry
i Client Finance &
standard benchmark comparison Relationshio Onerations

@ Lays the foundation for alignment around strategic
priorities and improvenretihtives

Service uman Capital
Execution Alignment
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PS Maturity Model
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Client Relationships

1]

Vision, Strategy & Culture
Finance & Operations
.
Human Capital Alignment
Service Execution

Initiated

AClient acquisition
ABuild references

ABuild out whole product
ACost center

ATime and materials
ATechnical expertise
AChameleons

Evaluates 5 Service Performance Pillars and

scores 5 Maturity levels

Piloted

AProfit Center

Aservice differentiates
product

AP&lLi 1520% margin

ATime, Expense & Billing

Asome skill specialization

AAdd service engr. Functic

ATechnology architecture
business expertise

AProject disciplines

AAd Hoc Service Delivery Astandard methodologies

methods
AFeedback to product
development
ASold by product sales
ASold with product

AHarvest IP

AService packages

APartner program &
certifications

AOpportunity reviews

Deployed

Aservice differentiate
products

AClear vision, strategy &
goals

AP&li 20-30% margin

AGlobal practices

ATechnology, architecture
business process expert

Aadd industry/vertical exy

AProject disciplines

Astandardized methodolc

APMO

AKnowledge managemer
repository

ADedicated sales

Aalliance program and ru
of engagement

AHigh customer satisfacti

Institutionalized

AServices lead products
AP&li >30% margin
AGlobal practices
Avertical practices
ABusiness process
specialists
AOutsourcing
ACustomer expertise
AService Engineering
Amo
A T. solution projects
AProject disciplines
AProject and consulting
methodologies
ASpecialty sales force
aligned by accounts
AService Marketing
ANetwork of alliances
AHigh customer satisfacti
Awide market adoption

Optimized

AP&li >35% margin

Aviature tools for all
aspects

AFocus on expanding
relationships with key
customers

ADeep vertical and
business knowledge

ATrusted advisers

AThought leaders

Aviultiple lines of business

ASophisticated sales and
pricing

Aviatrixechetworked,
global

AOutsourcing

ANetwork of alliances and
partnerships

AHigh customer
satisfaction

ATop brand awareness

Service Performance Insight
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Execution

Relationships

—

Phase 1
Initiated

Phase 2
Piloted

Phase 3
Deployed

Initial strategy is to support proli
sales and provide reference
customers while providing
workarounds to complete immg
product s. Lea

PS has become a profit center bu
subordinate to product sales. Str
is to drive customer adoption and
references profitably. Leaders foc
on P&L and client relationships.

PSisani
source but cMgnnel conflict still exis
Services differeNiate products.

Leadership de

Professional Services Maturity Model:
Helps Diagnhose Improvement Areas

Phase 4
Institutionalized

ortant revenue and mar Service leads products. PS is a vital

1 of the company. Solution selling is i
of life. PSis included in all strategy

opment plans are i decisions. Succession plans are in

place. Leadgfs have strong backgro for critical leadership roles

skills in

pillars.

The PSO has been created butli
yet profitable. Rudimentary ting
expense capture. Limited finark
visibility and control. Unpredict
financial performance.

5 to 20% margin. PS becoming a
center but still immature finance ¢
operating processes. Investment
PSA to provide financial visibility.

20 to 30%
Standard me
time & expense §gmt., cost control

billing. In depjfknowledge of all co
ontractor & project IeveP

theemp. su

Hire as needed. Generalist skill
Chameleons, Jack of all Trades.
Individual heroics. May perform
presales as well as consulting
delivery.

No scheduling. Reactive. Ad ho
Heroic. No consistent project de
methods. No consistent project
knowledge management.

Opportunistic. No defined soluti
sets or Go to Market plan. Foc
on new customers and reference
Individual heroics, no consistent
sales, marketing or partnering pl

www.spiresearch.com

argin. PS is a complete PS generates > 20% of overall com|
ds for resource mgn revenue & contributes > 30% margit

Well developed finance and operatic
rocesses and controls. IT Automati
Integration for all areas.

Begin forecasting workload. Sta
developing job and skill descript
compensation plans. Rudiment
career paths. Start measuring
employee satisfaction.

Resource, skill and career managen Busines

Employee satisfaction surveys. Trai

" plans. Goals and measurements ali¢ Career ladder

with compensation. Attrition <15%

rocess and vertical skills
chnical and project skil
nd mentoring progra
Training iny€stments to support care¢
Low attpgon, high Satisfaction

| addition to

Skeleton methodology in place.

Initiating project mgmt. and techn
skills. Starting to measure project
satisfaction and harvest knowled¢

Phase 5
Optimized

PS is critical to the company. Serv
strategy is clear. Complimentary go
and measurements are in place for
functions. Leaders have global visi
and continually focus on renewal &
expansion.

> 40% margin. Continuous improve
and enhancement.

High profit. Integrated systems.

Global with disciplined process con
and optimization.

Continually staff and train to meet f
needs. Highly skilled, motivated
workforce. Outsource commodity s
or peak demand. Sophisticated vai
on and of§hore workforce model.

Collaborative portal. Earned Value

Analysis. Project dashboard. Glob|
Project Management Office, project
quality reviews and measurements,

Integrated project and resource
management. Using portfolio
management. Global PMO. Global
project dashboard. Global Knowledc¢

Effective change management.

Start to use marketing to drive Ig¢
Multiple sales models. Start

measuring customer Satisfactio
developing partners and partnerj
Some level of pricing controls.

Marketing, inside sales, solution sal Busin
with defined solution sets. Deal, pri solutions.

and contractreviews. Partner plan

scorecard. Tight pricing and contra: contract and
management controls. High levels o partner r

customer satisfaction.

process, vertical and horiz
enters of excellence. T
i client and paxper programs. Global
ricing management. |
tionships. Strong custon
referep€e programs.

Service Performance Insight
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IntegrateMgsolutions. Continual che
to assure superior
utilization and Rill rates. Complete
visibility to gfobal project quality - V
isciplin#y resource management.

Executive relationships. Thought
leadership. Brand building and
awareness. High customer satisfac
Integrated sales, marketing and
partnering. High quality references
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Information Alignment

A JIT procurement
VEINENE—| A Minimize carrying charges

A Increase produngrgins A Visibility, Trend Analysis
A Minimize procurement costs A Forecasting, Budgeting, Plannin
= A Refine strategy based on analys

A Refine/eliminate processes/practices

A Improve resource management

ESA A PMO - _

A Increase services delivery quality A Recruiting, Ramping

A Reduce service delivery cost A Compensating -
HCM A Career Development & Training

A Optimize resource pool

A Understand client needs

CRM A Look for ugell / crossell potential
A Optimize selling price A Backbone dihancial performance
A Improve client satisfaction A Improve DSO

A Revenue, Margin, Cost
A Improvenargins

Financials

Copyright © 2010 SPI Research,
All rights reserved. Not for distribution.

Service Performance Insight °

www.spiresearch.com




Extended ERP with extensive analytical tools  Optimized

’
Extended ERP | Institutionalizec

.
Application Integration Deployed }

{ Piloted } Taskspecific applications

{ I } Spreadsheet or papeased systems

Service Performance Insight @
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Enterprise Services Automation (ESA)

ESA
(Not. Int.

Billable Hours 1,354 1,454 1,453

Utilization 68.5% 72.7% 72.7%
ESA- Not
Integrated Concurrent 4.1 4.1 4.6
17% Projects
Revenue /
Consultant (k) $181 $208 $222
Revenugé
Employee (k) $150 $183 $191
EBITDA 16.6% 19.3% 22.7%

Copyright © 2010 SPI Research,
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Performance

ESA Integrated with Financials Improves

Level 3

Concurrent Proj. Managed: 5.0
Project Cancel. Rate: 2.1%
Project Margin (FP): 38.5%
Project Margin (T&E): 39.8%
Utilization: 73.4%

Have ESA

To o To Io Do

Levels4 &5

A Concurrent Proj. Managed: 6.0
A Project Cancel. Rate: 1.5%

A Project Margin (FP): 42.3%

A Project Margin (T&E): 44.8%
A Utilization: 79.0%

Levels1 & 2

Concurrent Proj. Managed: 4.0
Project Cancel. Rate: 2.6%

Do not have ESA

Project Margin (FP): 34.7%
Project Margin (T&E): 34.9%
Utilization: 67.8%

Not Integrated w/Financials

Integrated w/Financials

www.spiresearch.com
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‘Maturity Levels and Process Areas | PREV

1| APeople and Effort ANl | ARrequirements O | Acapacity and <t | Aorganizational LO | Aorganizational
- | OHer oi csd -— | Management — | Availability — | Process — | Innovation and
(€)) Q | AProject Planning @ | Management @ | Performance @ | Deployment
> > AProject Monitoring > | ARequirements > | AQuantitative Project > | Acasual Analysis and
(D) @ |  and Control @ | Development @ | Management @ Resolution
—I —I ASupp“er Agreement —I ATechnicaI Solution —I —I
Management AProduct Integration
AMeasurement and Averification
Analysis Avalidation
AProcess and Alncident Resolution
Product Quality and Prevention
Assurance AService System
Aconfiguration Development
Management AService Continuity
Aservice Delivery AService System
Transition
Astrategic Service
Management

Cumulative Maturit
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‘Supporting Maturityd Level 2 Managed o SOLUTIONS

Level 2

ARequirements
Management

AProject Planning

AProject Monitoring
and Control

Project Planning PP) is to establish and maintain plans

that define project activities.

ORACLE’

Favorites - Main Menu
- - -

> Program Mgnagement > Activity Qeﬁnitions > Project Activities

Project Activities ﬂ ﬁﬁ.

Project: 0000000130 Description:

[ W

View All 1t0 19 of 19

b B

CONSTRUCTION Processing Status: Active Charging Level: Detail

,_
b

*Filter:

All Activities [v]

All Activities
‘

First 1 4490749 1 Last

T

Activity Name Activity ID Duration | Start
| 1 site Preparation 00000000000000146 01/0 [ Jsite Preparation | s
1.1 Site Clearing 00000000000000310 01/0) -_Site Clearing Fh
1.2 Removal of Trees 0000000000000035 01/0) -Rd_mnyal of Trees | —
1.3 General Excavation 000000000000004 20 01/1 | General Excavation
1.4 Grading General Area | 000000000000009 20 01/1 Grading General Area |“
1.5 Utility Trench Excavation | 00000000000000415 02/1 Utility Tren ch Excavation
: -
1.6 Placing Reinforcement | 00000000000000710 02/1 acing Reinforcement
1.7 Readiness Review | 0000000000000081 [HI|l ORACLE
B 2 Foundation Work 000000000000009 61 03/0f Favorkes | ManMenu > Program Mgnagement > Activty Definitions > Project Activties
2.1 Installing Sewer Lines | 00000000000001015 03700 [ Gant crin 1
B 2.2 Installing Other Utilities | 00000000000001 110 03/1
2.2.1 Ele(tri(ity 00000000000001310 03/1 Project: 0000000130 Description: CONSTRUCTION Processing Status: Active Charging Levet: Detail
2.2.2 Wat 00000000000001310 03/1
el L vewat ®E 0010 B *filter; | Critical Path [v]
2.2.3 Optical Fibre 00000000000001410 03/1
2.3 Readiness Revien 2 00000000000001 41 0510
2.4 Pour Concrete 00000000000001§20 05/0f
H; Roadway 00000000000001740 06/0 — ActiviyI0__{Duration  Star Date
B 2 roundation Work _[000000000000004 61 03/08/2004| [ Foundation Work
3.1 Earthwork 00000000000001§10 06/0 2.4 Pour Concr 20 |os/0s /2004 E=lrour Concrete
3.2 Paving 000000000000019 30 06/1 l! 3 Roadway 001740 06/01/2004] T TRoadway
- = 3.1 Earthwork 000001810 06/01/2004f mEammovk
. [ 3.2 Paving 0000000000000 430 06/15/2004 :PM»,

T T T T T T T T T
Jul Aug Sep
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‘Supporting Maturityd Level 2 Managed o\ R

Level 2

A Requirements
Management

A Project Planning

A Project

Monitoring and
Control

Project Monitoring and ContrglPMC)is to provide an
understanding of the project's progress so that
appropriate corrective actions can be taken when the
project's performance deviates significantly from the plan.

Project Risk Action Plan Notes and Attachments

Project: BCP Business Continuity Plan Project Status: Open
Project Type:
Project Risk
Risk ID: 0000000001

*Risk Priority: | Medium v Priority Number: | 1]

*Risk Type: [PROJMGT @, project Management *Risk Status: ,Pntentlal—vl

Risk Owner: . Q, Assigned To: | @,

*Risk Summary: |Complexity in Program Mgt

Risk Description: |Program involves multiple complex projects and international locations il
Risk Impact: | o Risk Probability (%): |

Risk ' &l
Consequence:

. + -
Trigger Status: | Inactive ¥ Created By: Created On: HE
Summary: |
Description: ‘ F
Created By. Theresa Monroe Last Updated By.: Theresa Monroe
Created On:  05/13/2005 6:51.07PM Last Updated On:  05/13/2005 6:51:07PM

Additional Fields



