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Industry :  

 Financial Services 

Size:  

 320,000 resources 

 240k employees 

 80k non-employees 

 

Tech Resource Spend :  

 $4+ billion 

Resource Distribution:  

 99 countries 

 2,700 cities 

 6,600 locations 

 1,900 suppliers 

   As	  a	  result	  of	  growth	  thru	  acquisi2on,	  coupled	  with	  size	  and	  process	  
inconsistencies,	  WiQi	  is	  a	  highly	  complex	  enterprise.	  	  

  In	  2011	  a	  new	  group	  was	  created	  to	  develop	  strategies	  to	  op2mize	  the	  site	  
&	  resource	  porBolio	   2 



The	  Ask	  

  Develop	  governance	  and	  repor3ng	  framework	  that	  
provide	  transparency	  into	  spend	  and	  number	  of	  
resources	  by	  
  Contract	  types	  (T&M,	  Fixed	  Price,	  etc.)	  
  Service	  types	  (produc3on,	  support,	  opera3ons,	  etc.)	  
  Delivery	  roles	  (Developer,	  DBA,	  etc.)	  

  Survey	  customers	  to	  understand	  vendor	  
performance	  

  Compara3ve	  analysis	  across	  sectors,	  regions	  and	  
LOBs	  

“If I had asked my customers what 
they wanted they would have said a 
faster horse.”   

Henry	  Ford	  
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Problem	  
Statement	  

Lack	  of	  transparency	  into:	  
  What	  services	  are	  we	  buying	  from	  what	  suppliers	  

  How/where	  are	  we	  spending	  the	  $4	  billion	  
  Do	  we	  have	  consistent	  pricing	  across	  the	  enterprise	  
  Are	  we	  sa3sfied	  with	  the	  services	  we’re	  receiving	  

No	  addiAonal	  funding	  

Mission	  
Enable technology and business partners to 
deliver “the right resources, from the right source, 
in the right location, for the right cost at the right 
time.” 

As	  a	  result	  of	  growth	  thru	  acquisi2on,	  coupled	  with	  size	  and	  process	  inconsistencies,	  WiQi	  
is	  a	  highly	  complex	  enterprise.	  	  
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StarAng	  
Point	  

  The	  Procurement	  organiza3on	  managed	  an	  offshore	  
team	  that	  focused	  on	  7	  suppliers	  
  The	  team	  was	  based	  in	  Bangalore,	  India	  and	  consisted	  of	  

6.5	  heads;	  annual	  run	  rate	  of	  $480k	  USD	  
  The	  informa3on	  collected	  and	  produced	  was	  summary	  

level	  and	  had	  limited	  use	  
  A	  custom	  (Java	  based)	  portal	  was	  in	  place;	  majority	  of	  

the	  content	  was	  provided	  by	  suppliers	  –	  mostly	  sales	  
‘fluff’	  
  The	  team	  was	  based	  in	  Sao	  Paulo,	  Brazil	  and	  consisted	  of	  

1.5	  heads;	  total	  annual	  run	  rate	  of	  $250k	  USD	  

Deliverable	   Volumes	   Headcount	  

Aggregate	  Data	  collec3on	   7	  Suppliers	  per	  Month	  

6.5	  	  
Offshore	  Resources	  
(Bangalore,	  India)	  	  

Supplier	  Overviews	   7	  Suppliers	  per	  
Quarter	  

Annual	  Survey	   7	  Suppliers	  Annually	  

Resource	  Portal	   7	  Suppliers	  Summaries	  
1.5	  	  

Offshore	  Resources	  
(Sao	  Paulo,	  Brazil)	  	  

5 



Th
e	  
Ap

pr
oa

ch
	  

  Iden3fy	  &	  Engage	  stakeholders	  
  What	  are	  their	  pain	  points	  
  What	  are	  their	  process	  
  Where	  do	  they	  want	  to	  be	  in	  12-‐24	  months	  
  What	  do	  they	  do	  now	  that	  did/does	  (not)	  work	  

  Develop	  common	  lexicon;	  managed	  services,	  fixed	  price,	  etc.	  
  Iden3fy	  &	  Build	  data	  model	  

  What	  I	  have,	  what	  I	  need,	  what	  I	  want	  
  Iden3fy	  &	  Build	  technology	  pla;orm	  
  Iden3fy	  key	  metrics	  &	  design	  reports	  (dashboards,	  scorecards	  

and	  opera3onal)	  
  Establish	  and	  mature	  processes;	  	  repeatable,	  consistent,	  

automated,	  evolving	  

Dollars	  and	  
resources	  are	  
allocated	  to	  

realize	  business	  
goals	  

Identify / 
Engage 

Stakeholders 

Data Model 

Technology 
Platform 

Metrics & 
Reports 

Optimize 
Process 
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Data & Technology 

Data	  and	  Technology	  increases	  leverage	  resul3ng	  in	  
a	  reduc3on	  assets	  needed	  to	  drive	  business	  value.	  
Th
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Identify / 
Engage 

Stakeholders 

Data Model 

Technology 
Platform 

Metrics & 
Reports 

Optimize 
Process 

  Iden3fy	  &	  Engage	  stakeholders	  
  What	  are	  their	  pain	  points	  
  What	  are	  their	  process	  
  Where	  do	  they	  want	  to	  be	  in	  12-‐24	  months	  
  What	  do	  they	  do	  now	  that	  did/does	  (not)	  work	  

  Develop	  common	  lexicon;	  managed	  services,	  fixed	  price,	  etc.	  
  Iden3fy	  &	  Build	  data	  model	  

  What	  I	  have,	  what	  I	  need,	  what	  I	  want	  
  Iden3fy	  &	  Build	  technology	  pla;orm	  
  Iden3fy	  key	  metrics	  &	  design	  reports	  (dashboards,	  scorecards	  

and	  opera3onal)	  
  Establish	  and	  mature	  processes;	  	  repeatable,	  consistent,	  

automated,	  evolving	  
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SoluAon	  Layout	  
Data	  
HR	  

Spend	  
Rate	  Cards	  
Project	  

InformaAon	  
White	  Papers	  
Case	  Studies	  
Capabili3es	  
Toolkits	  
SOWs	  

Processes	  
Survey	  
SOW	  

On-‐boarding	  
Off-‐Boarding	  

Pla;orm	  

Reports	  &	  Analysis	  
Opera3onal	  
Scorecards	  
Dashboards	  
Governance	  
Excep3on	  

Content	  
Management	  

Portal	  
Collabora3on	  

AcAon	  Items	  
•  Ancillary	  Process	  
Improvement	  

•  Data	  quality/
governance	  

•  Informa3on	  Security	  
•  Vendor	  Risk	  
•  Contract	  &	  Legal	  

	  

	  nput	  I	  

PlaHorm	  P	  

	  	  utput	  O	  
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Core	  
Components	  

  Data	  Capture	  –	  data	  is	  pulled	  from	  WiQi	  source	  
systems	  as	  well	  as	  key	  Suppliers	  

  Valida3on	  &	  Processing	  –	  before	  any	  data	  makes	  it	  
to	  the	  repor3ng	  framework,	  it	  is	  validated	  

  Repor3ng	  &	  Dashboards	  –	  analy3cal	  reports	  and	  
extracts	  are	  produced	  &	  published	  

  Publica3on	  &	  Collabora3on	  –	  portal	  provides	  single	  
source	  of	  reference	  

  Process	  Improvement	  –	  con3nuously	  looping	  back	  to	  
stakeholder	  and	  up/down	  stream	  processes	  

Data Capture Validation & 
Processing 

Reporting & 
Dashboards 

Content 
Management & 
Collaboration 

Continuous 
Improvement 
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Data	  
Capture	  

  On	  a	  monthly	  basis	  HR	  data	  is	  pulled	  for	  corporate	  systems	  

  Excel	  templates	  are	  generated	  and	  distributed	  to	  network	  of	  
key	  suppliers	  

  The	  informa3on	  is	  consolidated	  and	  loaded	  into	  staging	  tables	  

  Series	  of	  valida3on	  tests	  are	  run	  against	  the	  data;	  excep3ons	  
are	  returned	  to	  supplier	  

  Once	  excep3ons	  are	  addressed,	  the	  data	  is	  moved	  from	  staging	  
to	  repor3ng	  &	  analy3cal	  framework	  

  Spend,	  Real	  Estate,	  En3tlement	  and	  other	  gold	  source	  data	  is	  
loaded	  into	  the	  mart	  

HR	  Data	   Data	  Mart	  

Valida3ons	  &	  Excep3ons	  

En3tlements	  

Real	  Estate	  

Spend	  

Other	  
Sources	  
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1.   ValidaAon	  &	  ExcepAon	  –	  100+	  record	  level	  queries	  ensuring	  
completeness	  &	  consistency	  	  

2.   Cross	  Reference	  –	  comparing	  details/summaries	  to	  other	  sources	  to	  
ensure	  consistency	  

3.   Trend	  Comparison	  –	  comparing	  details/summaries	  to	  prior	  periods,	  
delta/devia2on	  analysis	  

4.   Visual	  Review	  –	  eyeball	  updated	  reports/dashboards	  to	  iden2fy	  
anomalies	  

5.   Stakeholder	  Signoff	  –	  stakeholders	  provide	  signoff	  as	  last	  line	  of	  defense	  
6.   Formula	  Database	  –	  metric	  defini2on	  &	  formulas	  are	  stored	  in	  control	  file	  

and	  uploaded	  to	  framework	  to	  ensure	  consistent	  defini2on	  

Quality	  and	  
Controls	  

En3tlements	  

Real	  Estate	  

Spend	  

HR	  

Supplier	   Quality	  Processes	  

1	  
ValidaAo
n	  Tests	  

2	  
Cross	  

Reference	  

3	  
Trend	  

Comparison	  

4	  
Visual	  
Review	  

5	  
Stakeholder	  

Signoff	  

Automated	  

Clean	  
Consistent	  

Data	  
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ReporAng	  &	  
Dashboards	  

  Aker	  all	  data	  has	  been	  validated	  &	  processed;	  various	  outputs	  are	  
triggered:	  
  Execu3ve	  Dashboards	  –	  high	  level	  summary	  and	  analysis	  of	  current	  and	  

trending	  informa2on	  
  Opera3onal	  Reports	  –	  deep	  dive	  into	  resource	  and	  supplier	  porBolio	  
  Scorecard	  –	  standardized	  repor2ng	  of	  key	  performance	  metrics	  aligned	  with	  

overall	  vision	  &	  strategy	  
  Extracts	  –	  to	  support	  ad	  hoc	  analysis,	  extracts	  are	  provided	  to	  ensure	  single	  

version	  of	  the	  truth	  
  Images	  –	  images	  for	  Portal	  and	  collabora2on	  are	  automa2cally	  generated	  
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Portal:	  	  
Content	  

Management	  &	  
Collabora3on	  

  The	  Resource	  &	  Site	  Strategy	  Portal	  provides	  a	  single	  source	  of	  
reference	  for	  Execu3ves,	  Stakeholders.	  And	  technology	  
managers.	  Content	  includes:	  
  Repor3ng	  –	  current	  period	  and	  trending	  

  Supplier	  Analysis	  –	  profile	  informa3on,	  compe33ve	  &	  SWOT	  
(Strengths,	  Weaknesses,	  Opportuni3es,	  Threats)	  analysis	  

  Capability	  &	  Customer	  Sa3sfac3on	  Survey	  

  Templates,	  Toolkits,	  Best	  Prac3ces	  &	  FAQs	  

WiQi 
Supplier 

CIO 
Corner 
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ConAnuous	  
Improvement	  

  Regular	  engagement	  with	  stakeholders	  and	  
up/down	  stream	  process	  owners	  to	  mature	  
overall	  process	  

  Trace	  data	  quality	  issues	  to	  source	  systems	  

  Iden3fy	  and	  define	  system	  and	  process	  
changes	  

“Continuous improvement causes us to think 
about upstream process instead of 
downstream damage control.”   

Unknown	  
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Customer	  
Sa3sfac3on	  

Survey	  

  Annually,	  stakeholders,	  consumers	  and	  management	  is	  
surveyed	  to	  assess	  the	  overall	  sa3sfac3on	  of	  suppliers	  
(and	  internal	  service	  centers)	  	  

  Survey	  assesses	  performance	  across	  6	  KPIs	  
1.  Service	  Delivery	  
2.  Resource	  Management	  
3.  Repor3ng	  &	  Communica3ons	  
4.  Produc3vity	  
5.  Financial	  Management	  
6.  Rela3onship	  Management	  

KPIs	  &	  Ques2ons	  summarized	  in	  appendix	  	  

CIO 
Corner 

15 



Capability	  
Heat	  Map	  

  Annually,	  suppliers	  (and	  internal	  service	  centers),	  self	  
report	  the	  number	  and	  skill	  level	  of	  their	  resources	  
across	  three	  domains:	  
1.  Business	  Domains	  
2.  Technology	  Products	  &	  Pla;orms	  
3.  Technology	  Disciplines	  

  Survey	  assesses	  performance	  across	  6	  KPIs	  

CIO 
Corner 
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Excel	  /	  
Google	  
Maps	  

  To	  provide	  a	  more	  meaningful	  geographic	  context	  of	  
the	  data;	  the	  Google	  Map	  API	  is	  used	  to	  generate	  
interac3ve	  maps	  

  This	  zero	  cost	  solu3on	  is	  integrated	  with	  Excel	  to	  
increase	  portability;	  empowering	  the	  masses	  

Excel	  data	   Queries	  Google	  
Maps	  API	  

CreaAng	  fully	  interacAve	  
HTML	  

17 



Added	  Benefits	  

In	  addi3on	  to	  program	  benefits,	  pla;orm	  was	  
instrumental	  in:	  	  
  OCC	  Audit	  –	  controls	  and	  transparency	  was	  a	  key	  component	  to	  

response	  to	  OCC	  inquiry	  
  Increased	  rate	  alignment	  –	  resulted	  in	  significant	  dollar	  saves	  
  Contract	  negoAaAons	  –	  plaBorm	  was	  instrumental	  in	  a	  $200	  

million	  savings	  to	  large	  opera2ons	  outsourcing	  deal	  
  BeXer	  placement	  of	  resources	  –	  resulted	  in	  beWer	  aligned	  

resources	  driving	  beWer	  quality	  and	  shorter	  development	  cycles	  
  Increased	  accountability	  –	  the	  increased	  transparency	  into	  

customer	  sa2sfac2on,	  aWri2on/churn,	  and	  capabili2es	  drives	  
supplier	  accountability	  and	  performance	  

  Driving	  global	  resource	  raAonalizaAon	  -‐	  	  success	  of	  programs	  
served	  as	  a	  launching	  pad	  for	  global	  (employee/non-‐employee)	  
ra2onaliza2on	  of	  resources	  and	  sites	  

18 



Success:	  
by	  the	  

numbers	  

Thru	  automa3on,	  beoer	  use	  of	  technology	  and	  data,	  the	  Site	  &	  
Resource	  Analy2cal	  PlaBorm:	  

  Increased	  the	  number	  of	  suppliers	  (and	  Internal	  Service	  Centers)	  from	  7	  to	  25	  
  Transformed	  repor3ng	  from	  low-‐value,	  supplier	  provided	  sales	  collateral	  to	  

ac3onable,	  metric	  driven	  analy3cs	  that	  is	  integrated	  with	  source	  data	  
systems	  

  Enabled	  ad	  hoc	  analysis	  thru	  the	  development	  of	  an	  agile	  an	  extensible	  
pla;orm	  

  Evolved	  pla;orm	  to	  become	  the	  go-‐to	  loca3on	  for	  data	  for	  stakeholders	  and	  
related	  disciplines	  &	  processes	  

  Re3red	  proprietary	  Java	  based	  portal	  and	  replaced	  with	  SharePoint	  site	  
  Eliminated	  1.5	  heads	  and	  applica3on	  associated	  costs;	  ~$250k	  USD	  

  Reduced	  offshore	  opera3onal	  team	  (from	  6.5	  to	  3.5)	  

Deliverable	   Before	   AZer	  

Data	  collec3on	  
7	  

Summary	  Level	  
Suppliers	  per	  Month	  

25	  
Resource	  Detail	  

Suppliers	  per	  Month	  

Repor3ng	  
1	  Type	  *	  7	  Suppliers	  

	  
1	  Summary;	  no	  ad	  hoc	  

7	  types	  *	  25	  Suppliers	  
3	  Summary,	  2	  Dashboard	  

2	  Detailed,	  +Ad	  hoc	  	  

Annual	  Survey	   7	  Suppliers	   25	  Suppliers	  

Portal	   Expensive	  	  
Java	  Based	  

'Free'	  	  
SharePoint	  

Data	  Sources	   1	  	   6+	  

Team	  Size	   11	   4.5	  
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Lessons	  
Learned	  

  How	  liole	  most	  people	  leverage	  data	  
  Virtually	  everything	  we	  do	  leaves	  a	  data	  footprint,	  organiza3ons	  lack	  the	  

will	  or	  ability	  to	  leverage	  data	  to	  make	  beoer	  decisions	  
  Lack	  of	  data	  governance	  upstream	  undermines	  the	  confidence	  people	  

have	  in	  the	  data	  
  Results	  in	  inconsistent	  downstream	  processes	  and	  analysis	  

  If	  you	  work	  thru	  ini3al	  resistance,	  if	  you	  deliver	  a	  beoer	  solu3on,	  
detractors	  disappear	  and	  partners	  emerge	  

  Poli3cs	  –	  not	  invented	  here	  syndrome	  
  Resistance	  to	  make	  ‘game	  changing’	  changes;	  upstream	  process	  owners	  

don’t	  ins3nc3vely	  concern	  themselves	  with	  downstream	  issues	  

  Missed	  Opportuni3es	  
  Allow	  supplier	  to	  upload	  data	  themselves	  
  Require	  excep3ons	  for	  non-‐compliant	  resources	  upon	  on-‐boarding	  
  Development	  of	  RFP/SOW	  tool	  	  

“(Big) data can hold information that we didn’t know was there”  
- Frog 

“Build a better mousetrap, and the world will beat a path to your 
door”  

- Ralph Waldo Emerson 

“Everyone complains about the weather, but nobody does anything 
about it”  

 - Mark Twain 
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Appendix Addi2onal	  Details	  
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Customer	  Sa3sfac3on	  Survey	  KPIs	  
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•  3.1	  Consolida3on	  and	  cleaning	  of	  the	  files	  received	  from	  Supplier	  (Automated	  -‐	  use	  of	  VBA	  
Tool	  	  	  	  and	  	  SSIS)	  	  

•  3.2	  Validate	  Data	  and	  create	  Excep3on	  Report	  and	  Score	  Card	  for	  each	  Supplier	  (Automated	  
-‐	  use	  of	  SSIS).	  

•  4.1	  Send	  the	  Excep3on	  Report	  to	  supplier	  and	  repeat	  process	  from	  step	  3.	  
•  5.1	  Aker	  all	  excep3ons	  are	  handled,	  load	  data	  	  into	  the	  SQL	  Database. 	  	  

3	  

5	  

Detailed	  Process	  

SQL	  Database	  

SSIS	  

ETL	  

Validate	  and	  Load	  

SSIS	  

ETL	  

Archive	  and	  Create	  
Qlikview	  Input	  files	  

VBA	  Tool	  

To	  Suppliers	  

Consolidated	  
Monthly	  File	  

Qlikview	  Extracts	  

Project	   Resource	   Delivery	  

Consolidated	  Input	  Files	  

Project	   Resource	   Delivery	  

Error	  Files	  

3	  

2	  

4	  

5	  

6	  Suppliers	  (13)	  
CommunicaAon	  

7	  

Quarterly	  Deck	  
CreaAon	  

8	  

14	  Raw	  Files	  

9	  10	  

Excep3on	  Report,	  Score	  
Card	  

Template	  Approval	  
and	  PopulaAon	  

GDW	  	  
OpsTech	  

MS	  CM	  
list	  

1	  

4	  

3	  
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Business	  Breakout	  
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Business	  Summary	  

Business	  1	   Business	  2	   Business	  3	   Business	  4	  

Business	  1	   Business	  2	   Business	  3	   Business	  4	  
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