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• Accenture (NYSE:ACN) is a global management consulting, technology services and 

outsourcing company, with more than 223,000 people serving clients in more than 120 

countries.  

• Net revenues of US$21.6 billion for the fiscal year ended Aug. 31, 2010. 

Introduction 

Accenture and Delivery Centre Network 
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• Our clients: 

– 94% out of Fortune 100 

– 76% out of Fortune 500 

• The Delivery Centre Network 

comprises over 40 centres 

across the globe 
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Introduction 

Spain Delivery Centre 
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It was created in 1992 in Madrid and extended to Málaga in 

1998, Sevilla in 2004, Barcelona in 2007, Valencia and 

Zaragoza in 2009 and Bilbao in 2010 

Málaga 

     Valencia 

  Madrid 

  Barcelona 

  Sevilla 

Zaragoza 

  Bilbao 

 The Spain Delivery Center is part of the 

Accenture Delivery Center Network 

 It is composed of 1200+ professionals  

working in all Industries and Technologies 

 It achieved CMM5 (2003), CMMI5 v1.1 

(2005), CMMI5 v1.2 (2008) 
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http://sas.sei.cmu.edu/pars/pars.aspx 

Introduction 

CMMI: High Maturity 
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Setting Business Goals 

Balanced Scorecard 
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Financial 

Perspective 

Customer 

Perspective 

Process 

Perspective 

Learning & Growth 

Perspective 

Cause/effect 

Cause/effect 

Cause/effect 

Make more money now 

and in the future 

Satisfy the requirements of 

the customer 

Execute to add value and 

avoid waste 

Improve the performance 

of the system 

What is the goal? 

Recoverability > 95% 

Production > 1.500 Kh 

Client satisfaction > 6.2 

Fix Rate < 3.5% 

0.9 < CPI < 1.1 

Non compliances < 5% 

Improvements > 150 

Attrition < 9.5% 

How to measure (example) Perspective 
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Achieving Business Goals 

Improvement Projects: Examples 
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Process Optimization

Quality Companion Minitab Crystal Ball

SIPOC ANOVA Monte Carlo

CTX DOE Process Modeling

Ishikawa

Process Maps

FMEA

Statistical Analysis

Capability Analysis

Plots and Charts

Probability Distributions
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Achieving Business Goals 

Lean Six Sigma Methodology 
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Define 

Purpose Tools/techniques 

Measure 

Analyze 

Improve 

Control 

Define the process to improve and how to 

measure its performance (Y) 

Measure what is the current performance 

of process according to Y 

Analyze what are the key factors Xi that 

impact on performance Y=F(X1, X2…Xn)  

Improve the key factors Xi to achieve 

higher performance on Y 

Control the factors Xi to sustain the 

improvement 

Value stream map, 

Kano, SIPOC, CTQ… 

Capability analysis, 

normality test, MSA… 

Fishbone, Pareto, FMEA, 

ANOVA… 

Training, process re-

engineering, tools… 

Control charts, Monte-

Carlo Simulations 

Phase 
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Innovation at Organizational Level 

Process Model Lean Notation (patent pending) for OSSP 
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Innovation at Project Level 

Lean Management Information System (patent pending) 
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Define 

Measure 

Analyze 

Improve 
Control 

• 2 years in Production 

• 2+ million hours tracked 

• 1200+ users 

• 125K+ work products 

• 10% reduction in cost to serve 
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Innovation at Project Level 

Quantitative Project Management with LMIS 
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1 Initial

2 Quality Control Output

3 Quality Control Input

4 Defect Containment

5 Process Optimization
Prevention

Production

Appraisal

Change

Int Failure

Ext Failure

Fix

Predict & 
optimize 
(what-if) 

Improve 
sub-process 
(common 
causes) 

 

Stabilize sub-process 
(special causes) 

 

Process 
ID? 

ID=SAP.002 

ID=SAP.001 

Checklists 
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Conclusions 

Changing the way of thinking 
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• Systems thinking 

– Ability to understand the system as a whole 

– Overall performance depends few processes that constraint the system 

– Focus on improving the constraints 

 

• Statistical thinking 

– Ability to understand the variation of the results of the process 

– Performance depends on few key factors (root causes) 

– Focus on improving key factors 

 

• Process thinking 

– Ability to identify processes, i.e. patterns of work which repeat 

– Performance depends on the quality of the process 

– Focus on improving the process 

 

• Initial 

– Performance depends on the people  

– Focus on having many “heroes” 

 

 

CMM Level 5 

CMM Level 3 

First informal assessment 

CMM model selection 

ISO 9001 certification 1996 

1999 

2003 

2005 

2008 

2000 

2002 

CMMI v1.2 L5 

CMMI v1.1 L5 

2011 On the road to CMMI v1.3 Level 5 

Evolution of SDC Production 
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THANK YOU! 

Questions? 
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Ricardo Panero 
 

Industrialization Lead 

Spain Delivery Centre 
 

Tel: + 34 952 04 7849 

Email: ricardo.panero@accenture.com 

@RiccPL 

Jaime Mata 
 

SEGP Lead 

Spain Delivery Centre 
 

Tel: + 34 952 04 7888 

Email: jaime.mata.iriondo@accenture.com 

@jaimemit 
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