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Agenda

• The Need

• S4 Solution

• S4 Building blocks

• Case Study

– Implementation Insights

– Achievable Results
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Why Service Systems

• Business volume

• Margins share

• Synergies with main business
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Business model

Cost/P&L…

Organizational Aspects

Services scope

Centralized/Distributed

Structure and Geography

Install-base characteristics

System Dimensions
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Where are we applicable?

• Capital equipment:

– Industrial

– Energy

– Printing

• Technology products

– Telecommunication

– Enterprise IT

• Services industry

– Insurance claims

– Health procedures
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No Mature S&T

• DBR

• CCPM

• Distribution

• Sales
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S4 Solution Pillars

• System Flow Streamlining

• Operational excellence

• Program & Change Management

• Business Leverage
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System Flow Streamlining

– Services portfolio review and screening

– Align roles and terminology

– Service levels analysis

centralization Vs. decentralization balance

– Geographical presence analysis:

coverage, grouping, off-shoring…

– Main processes analysis

– Knowledge: flow and build-up

– Set system wide, balanced, business oriented,

results and process KPIs and indices

– IT Supporting system review, alignment and exploitation
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Operational Excellence

• implement the Focused Management tool-set

– Tactical gating

– Complete kits

– LT (Lead Times) reduction techniques

• Building tailored operational and tactical processes 

or local solutions:

– Queue management

– Knowledge availability

• IT customizations where applicable



www.tocpractice.com

Third International TOCPA Conference                       
24-25 November 2012, Moscow

Theory Of Constraints Practitioners Alliance ● TOCPA For TOCPA internal use only – Copyrights SIGNIFER © 2012

Program Management
Change Management

• Manage the solution implementation as an 

integrated program

• Break the program into clearly identified, well-

managed projects

• Map the deliveries to the indices and change KPIs

• Implement change management best practices

– Identify the solution sponsor and champion

– Nominate the project managers and driving forums 

(steering committee, user groups…)

– Layered buy-in

– Communications…
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Business Leverage

• Identify were services need immediate 

changes

• Exploit the increasing  T, better DDP, and 

reduced LT (MTTR, SLA…) to:

– Improve margins

– Ofer more lucrative options based on our 

operational leverages (segmentation, niches…).
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Exploiting the Business 

Potential of RSO
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Case Study

Technical Assistance Centre

Improvement Initiative
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Case Background

• Large HW/SW systems house

• Hundreds of client sites

• Most systems under firm SLA (Service Level Agreement)

• Business critical systems, rapid escalations

• Needed to build additional capacity for growing IB (Install 
Base) 

• Needed improved operational performance

• Strived to improve top & bottom lines

In our agreement we committed to 

“at least 15% improvement 
within no more then two quarters”

and Took an ambitious target of

“aiming at exceeding 30% improvement” 
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System Requests Flow Mapping
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Solution Implementation 

Potential Mapping: 

Value, Duration & Effort
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Solution Findings Coverage

Findings 

Group

Description HR 

Manage

ment 

Model

Custom

er 

Satisfact

ion 

paradig

ms

Knowle

dge 

Manage

ment 

Practice

s

Measur

ements 

alignme

nt

Work 

Process 

deficien

cies

High 

WIP 

(work in 

process)

BMT 

(Bad 

Multi-

Tasking)

Mandat

ory KIT

Business 

Focus

Attrition 4 months of zero productivity, 8 additional months 

before 80% productivity, leave after a total of 20-24 

months, leaving , on average , less the a year of 

productivity  1 1 1 1 1

Appliance 

(HW) 

teams

Deal with deliveries tasks such as handling / monitoring 

the  courier process

1 1

Closure 

process1

Closure process- no “end of TAC handling= resolution” 

flag creates endless pursuits after the partner
1 1

Closure 

process2

SR are reopened, sometimes up to 3 time 

SR  become very long, every reopening alters the 

working process, creates additional bad multi tasking

1 1 1 1

CRM CRM support responsiveness is very poor

1 1

Escalation T 3 5 are not measured on the “duration at T3.5” too, 

but only on the “overall duration 1

Escalation 

from 3 5 

to 4

60% of SR at 3 5 are escalated to 4  – A lot! T3.5 

engineers act as “SR organizers” more then as SR solvers 

1 1 1 1

Escalation 

Process

SR escalated without a comprehensive policy-

therefore, T 3 5 handles SR that should have been 

(easily) resolved by T3 1 1 1
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Phased Implementation

Tools/Processes adjustments & “Pioneer”
implementation

Implementation 

scale up  

Communication, workshops and 

system wide implementation

Ongoing 

improvement
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Detailed Steps

• Analyze the service systems and identified main 

improvement drivers

• Commitment to results 

• Program plan and implementation concept

• Integrated program team, and 5 project teams

• Detailed Focused Management Solution

• Communication and buy-in

• One month pilot >> Lessons learning >> full scale

• Mentoring key persons

• Monthly monitoring

• Monitor KPI’s 
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“Planning as a mantra”
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What was achieved
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What was achieved   II  
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baseline
March

April
May

June
July

0 4%

12% 14%

34%

54.70%

Weighted Throughput Growth
after 4 months of implementation

Compound KPI - 54.7% 
committed to 15% and aimed at 30%...

Start Implementation
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Questions?

Thank You


