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Introduction qd‘g

N

e 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.

e Net revenues of US$21.6 billion for the fiscal year ended Aug. 31, 2010.
Operating Groups and Industry Groups ® Our CllentS:

Communications Financial Health & Public Products Resources

& High Tech Services Service 940/ t f F t 1 OO
Industry Groups Industry Groups Industry Groups Industry Groups. Industry Groups 0 O u O O r u n e
Communications Banking Health Air Freight & Travel Chemicals. 7 6 / t f F t 5 O O
Electronics & Capital Markets Public Service Services Energy - 0 0 0 u O 0 r u n e

High Tech Insurance Automotive Matural
Media & Consumer Goods & Resources

Entertainment Services Utilities

Industrial Equipment
Infrastructure &
Transportation
Services

IF_{ifte fcwences Newcastle ® Riga © Tver Dalian @
etall
Netherlands (2)
Busan &
[
© Cayuse (Pendleton) ® Montreal. ~ London & Pragu.e .L.wzarsaw ]
Toronto ® Heidelberg & @ Chengdu @ Shanghai

| Nantes® O Bratislava

® The Delive ry Centre Network Cincinati ® Pim.w:minglon @Bucharest Guangzhou ®
- urg
comprises over 40 centres o Ao ¢ 0" o Mani
@ Tampa @ Cebu
. ) :‘Asablanm
Mexico City ® Kolkata &

Crucago & @ o MurrayHil
Atianta & @spain(7) | taly(9)
across the globe ' © v
Mumbai

ne
® Hyderabad
Bangalore @@ Chennai

® Brazil (4) @ Mauritius (2)

® South Africa (1)
@ Argentina (3)

O BPO Delivery Center Locations are not exhaustive.
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Introduction g-nﬁ%

= The Spain Delivery Center is part of the
Accenture Delivery Center Network =™

= |t is composed of 1200+ professionals Bilbao

working in all Industries and Technologies ™ s
It achieved CMM5 (2003), CMMI5 v1.1

-

(2005), CMM'S v1.2 (2008) ' - Lalizjyjer: . /Barcelona
E P

X
Madrid ' R

~ Sevilla

' Malaga

-uengirola
/5

o
2 Marbella g~ . AP )
e 0 A

)> B 4

S
JAT

It was created in 1992 in Madrid and extended to Malaga in
1998, Sevilla in 2004, Barcelona in 2007, Valencia and
Copyright © 2011 Accenture All Rights Reserved. Zaragoza in 2009 and B||bao in 2010 5



Introduction

http://sas.sei.cmu.edu/pars/pars.aspx

=== Software Engineering Institute | CarnegieMellon

Organization
Organization Name: Accenture Technology Solutions
Organizational Unit: Accenture Technology Solutions - Coritel Spain Delivery Centre (SDC)

Appraisal Sponsor Mame:  Antonio Moncada

Lead Appraiser Mame:
SEl Partner Mame:

Model Scope and Appraisal Ratings
CMMI-DEV v1.2

Giuseppe Magnani
Business Strategy

Level 2

Level 3

[ Satsfed  REQM
[ satisfed PP
[ satisfed  PMC
SAM
[ satisfed WA

[ Satshed  PPQA
[ satisfed  CM

[ Satsfed | RD
[ satished TS
[ satisfed Pl
[ Satsfed  VER
[ Satshed | VAL
[ Sstshed | OFF
[ Satsfied | OFD
[ Satsfied | OT
[ Satisfed  IPM
[ Ssished  RsKM
[TSatshed | DAR

Copyri Maturity Level: Maturity Level 5
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Setting Business Goals

Perspective

Financial

Perspective

Customer

Perspective

Process

Perspective

Learning & Growth

Perspective

Copyright © 2011 Accenture All Rights Reserved.

What is the goal?

Make more money now

and in the future

ﬁCa use/effect

Satisfy the requirements of
the customer

ﬁCa use/effect

Execute to add value and
avoid waste

ﬁCa use/effect

Improve the performance

of the system

How to measure (example)

Recoverability > 9500

Production > 1.500 Kh

Client satisfaction > 6.2
Fix Rate < 3.5%

09<CPl<1.1

Non compliances < 5%

Improvements > 150
Attrition < 9.5%
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Achieving Business Goals «,-nﬁ‘é

-

Y = F(X)
Problem (Y) Key factors (Xi) Improvement (Xi) Quantitative
impact (Y)

Process team Time spent on defining, Process model lean notation (patent  10% reduction on HPD

overhead updating and using processes pending) team

Project mgt. Time spent on Project Project Management Engine 3% yearly savings in

overhead Time to compute metrics project management

cost

Productivityon  Time spent with editor Adoption of a new smart editor 15% reduction on effort

COBOL Defects per hour of review Refine criteria for reviews 2% increase on defects

Qualityon SAP  Defects found in build Improve standard test conditions 12% decrease on
Number of test conditions defects

Productivityon  Experience on PL-SQL and on Use peer reviews for training 5% reduction on effort

Oracle client's architecture Project's Wiki site

High maturity  Cost to measure L-MIS Lean Management 10% reduction in cost

overhead Complexity of high maturity Information System (patent pending) to serve

Copyright © 2011 Accenture All Rights Reserved. 10



Achieving Business Goals

Purpose

Define the process to improve and how to
measure its performance (Y)

Measure what is the current performance
of process according to

Analyze what are the key factors Xi that
impact on performance

Improve the key factors Xi to achieve
higher performance on

Control the factors Xi to sustain the
improvement

Enginearing-Fan

Engneanng-suld
OpaMaint-Bui
OpaMant-Design

Copyright © 2011 Accenture All Rights Reserved.

% 25% 5% 75% 100

CaremiOg-Oasign

Tools/techniques

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

Process XMR Chart for Duration Varlance Processid = SAP.0014 - Build

0 L T )
' N L L '
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Innovation at Organizational Level

Operations Projects
InitProj
PlanOrg PlanProj ‘—|

= | ‘work Product | =

Check = | k= b =

Improvement
Tag -1 10 = | hlan = | [achine
oc_Procl InitPro|
Sipoc_ Supp Client SE
SipoeIn
Sipoc_Supp CloseProj
SipocIn

Sipoc. Proc

InitProj.1

SIPOC_Proi InitProj.2

Sipoc Proc
Sipoc Proc
Sipoc. Proc
Sipoc.Cust
Sipoe.Cut

InitProj.3
InitProj.4
InitProj.5
PlanPrni
Tag

-1 10 =

Ilan

= | Mlachine

Process: InitProj - Inicio de proyecto

Senior Ezecutive del equipo on-site
Fequerimientos Iniciales

Proceso de Cierre de progecto
InFormacion Histarica

Alta del proyecto y definicion del PDP

Aprobacion del DCS0

Definicion de la Solucion Técnica

Estimacion del trabajo

Negociacion del MollwP

Procecn de Planificacian de nrneschn

= Work Product = | Check = | k= kg =| (= |=

poc_Proc InitProj

Mleta Palicy
Mleta Falicy

WS
WS

Sipoc. Supp Client SE

Sipoc.n

Sipoc_Supp CloseProj

Sipoc.n

Sipoc_ Proc InitProj.1

Proc.S5eq
Proc.S5eq
Proc.Seq
Proc.Seq
Proc.5eq

SIPOC_Proi InitProj.2

Proc.Seq
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PL Lead ops
MGHR OBS

LIF ] F:1
LIF [5-Encel
LIF MS-Encel
MGHR

Process: InitProj - Inicio de
El'wPS ['wWork Fackage Strategy] &= obligatorio para los mismos proyectos que el C
El WPS debe realizarse con |a plantilla estandar de la Growth Flatform
Senior Executive del equipo on-site
Fequerimientos Iniciales
Proceso de Cierre de progecto
Infarmacian Histarica
Alta del proyecto y definicion del POP

os0eE Azignar el MGHR, LIF y ARG del proyecto

OBsOE Oar de alta todos los datos en OBS, incluyendo responsables on-site
FMI0ELS Diezcargar la plantilla de PMTI0 Anneses

FrR0ELS Adaptar el procesa general de la organizacidn al proyecto [Festafia FOF)
FrRT0ALS Crear la linea base de documentacion inicial a partir del modelo en OF AL [AGC

Aprobacion del DCSO
Megociar las condiciones del proyecto
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Innovation at Project Level P

.Ana|yze

()
Measure

“Define

Esfuerzo Semanal

Pareto Chart of Tarea Gestion Recursos

250

50 20
S 0
Descripcion - c*‘:'_g‘éet"& "-S’ & éé:( 6’ (;\ 53‘
NSty r-.d'b"' Kd °
AR
€ S et
(@d’ & oé‘&@c}é: ¥ O
St T ST
ASE T d
& & & q\d\\g
O &
.bo& %
(;‘4 &

Esfuerzo Semanal
Percent
Cum %

- 100
[ 80
60

Percent

43,685,7D8,304,421,991 608, 705,202,509, 75
18,815,412,210,5 9,5 9,3 8,1 6,6 5,4 4,2
18,834,246, 457,066, 475, 533,890,495, 800,0
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PPMs,
Control
Charts

‘Control

Improve

Quality
Checklists

Time
Tracking

Mgmt.
® 2 years in Production e
e 2+ million hours tracked
® 1200+ users
® 125K+ work products

® 10% reduction in cost to serve

PMI - PMP
Integration Mgt
Scope Management
Time Management
CostManagement

Quality Management
Risk Management
Human Resource Mgt.
Communications Mgt.
Procurement Mgt

PF r I
4d 4 R
Project Management Institute

ADM-AFPPM
Standard plans
Standard reports
Standard metrics
Standard tools (ADT)
-Clear Quest

- MS-Project

CMMI-Level 5
Prediction Models
Controllable Variables
Control Charts
Pareto Charts
ANOVA

Lean 6 Sigma
Lean principles
Predefined measures

Simplified analysis
Supporttoimprove
Automated control



Innovation at Project Level

Stabilize sub-process
(special causes)

N

VY ——
]

=SAP.001
Improve o
sub-process | ° .
(common !
causes) j SN
optimize
(what-if) ID=SAP.002

B Prevention

H Production
® Appraisal
Change

Int Failure

| m Ext Failure
1 Initial % # = Fix
I
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Conclusions P .
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On the road to CMMI v1.3 Level 5 2011

_ CMMI v1.2 L5
- Overall performance depends few processes that constraint the system
—  Focus on improving the constraints 2008
e Statistical thinking 2005 [CMMIv1.1L5
- Ability to understand the variation of the results of the process
- Performance depends on few key factors (root causes) 2003 |[CMM Level 5
- Focus on improving key factors
2002 |CMM Level 3
® Process thinking
- Ability to identify processes, i.e. patterns of work which repeat 2000 ([First informal assessment
- Performance depends on the quality of the process
- Focus on improving the process 1999 [CMM model selection
® |nitial 1996 (IS0 9001 certification

- Performance depends on the people

® Systems thinking

- Ability to understand the system as a whole

- Focus on having many "heroes”

Copyright © 2011 Accenture All Rights Reserved.

Evolution of SDC Production



THANK YOU!
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Ricardo Panero

Industrialization Lead
Spain Delivery Centre

Tel: + 34 952 04 7849
Email: ricardo.panero@accenture.com

@RiccPL
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Jaime Mata

SEGP Lead
Spain Delivery Centre

Tel: + 34 952 04 7888
Email: jaime.mata.iriondo@accenture.com

@jaimemit
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10:35EZY 7180 LIVERPOOL
10:40EIN 903 GATWICK
10:40DL 163 NUEVA YORK
10:40 AF 3644 NUEVA YORK
10:55TOM 2213 MANCHESTER
10:55E2Y 6756 BELFAST
11:00 EZY 3112 STANSTED 10:30
11:15Ls 810 MANCHESTER 10:45
11:20 EZY 2404 LONDON LuT 10:03

'!l 1:25RYR 9863 LIVERPOOL 10:55 B

C37 LAST CALL
c36
B17
B17
Cc
B BOARDING
[
Cc
B BOARDING

11:30 EIN 883 CORK 11:00 B

SE MO<STo

>

YO NIRARA 45 MINUTOS AINIT

S DE

ORA | VUELO | DESTING  |EmBaR PTA | oBsERvAcion

TIME | FLIGHT TO BOARD
11:30 BAW 2713 GATWICK 11:01
11:55 EZY 1924 MANCHESTER 1 1:28
11:55 EZY 8604 GATWICK 11:28
12:00Z8 974 BIRMINGHAM 11:30
12:00Z8 013 LONDON LuTt 11:30
12:15RYR 7055 busLIN 11:45

12:00
12:10
655 MANCHESTER 12:15
12:45 ToMm 3227 DONCASTER

EZY 6408 NEWCASTLE
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DOO@OD®®OE
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