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Introduction

We would like to thank the International Telecommunication Union (ITU) for inviting Capgemini to respond to the “ITU Call for Bids No. 1142/04 for Budget and Financial Management Control Systems Implementation & ICT strategy definition and implementation” issued in July 2004. We truly appreciate the opportunity to be considered for this initiative, and are confident that we have the approach, team and experience required to bring the highest value in assistance with this most important effort.

There is no doubt that this is a complex undertaking: it is a multifunctional and fast-track implementation, involving significant process and system changes at all levels in ITU. We are committing the full support of our global, Central European and Swiss management teams, and our most experienced people to this project’s success. Capgemini is recognised in the industry as one of the world leaders in system integration and process reengineering services, and is on a very short list of globally leading firms for finance and employee transformation.

Our Proposal follows a straightforward format:

· Section 1 – “Our Understanding” Project Objectives summarises our understanding of the project’s goals, objectives and scope as explained by ITU. This section also highlights our understanding of areas of uncertainties and proposes mitigation strategies directly affecting the approach described in our proposal.

· Section 2 – “Overall project architecture” presents suggested project approach and the way we want to execute and accelerate implementation.

· Section 3 – “Workstream I: New Budgetary and Cost Management System” describes how we will implement the RBB, time tracking and SLA mechanisms

· Section 4 – “Workstream II: ICT Strategy, processes and organisation” describes how we will review the ICT strategy and optimise IT governance, processes and its organisation. 

· Section 5 – “Workstream III: BPR & System enhancement preparation” describes how we want to conduct re-engineering preparatory work to be implemented in phase 2

· Section 6 – “Project plan and organisation” details the schedule, resources deployed, and the project organisation as well as foreseen roles & responsibilities.

· Section 7 – “Commercial considerations and Project cost” is about the project pricing, terms & conditions, and assumptions we made for the proposal

· Section 8 – “Competences in ITU’s core systems” summarises Capgemini’s general competences and alliances with respect to ITU’s core systems SAP, Documentum and IBM

· Section 9 – “Confirmations” contains requested confirmations asked for in Call for Bids Annex 2 (Bidding Conditions and Procedures, section I, 1.1 k) and l) as well as for III 3.9)

· Appendix – It contains (1) the requested Company Information, (2) the Formal Declaration about the validity of our proposal, (3) a Capgemini profile, (4) selected Capgemini references for this Call for Bids, and (5) Consultant’s profiles

A detailed Table of Contents is included. For ease of reference, the exhibit immediately following the Table of Contents also maps ITU’s Bid requirements to the different sections of our proposal.
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Confidentiality Statement

No part of this proposal may be reproduced by any means or transmitted without the prior written permission of Capgemini Suisse SA (CG) except with respect to copies made or transmitted internally by International Telecommunication Union (ITU) for the purpose of evaluating this proposal.

The information contained herein is considered privileged and confidential, and its release would offer substantial benefit to competitors offering similar services. This material includes descriptions of methodologies and concepts derived through substantial research and development efforts undertaken by Capgemini.

Therefore, it is the position of Capgemini that the use or release of the information contained in this proposal for purposes other than the evaluation for award of contract is prohibited, and the materials herein are not considered subject to release under the Freedom of Information Act. All copies of this proposal (or any portion hereof) and any accompanying electronic copies should, at Capgemini’s option, be returned to Capgemini or destroyed at the end of the proposal evaluation period if Capgemini is not selected.

Coverage of ITU’s Bid Requirements

	Bid Requirements mentioned in Call for Bids No 1042/04
	Section 

	1.1 a) 
	Description on how Capgemini envisages to execute the project
	Page 9

	1.1 b) 
	Detailed project plan, work breakdown structure, quick wins
	Page 35 

	1.1 c) 
	Project team definition:
	

	-
	a joint project between Consultants and ITU with a joint project team
	Page 35 ff

	-
	an indication on the number of ITU staff involved and the percentage of their time devoted to the project
	Page 35

	-
	Joint project team organisation, the role of Capgemini’s staff and the profiles/roles of internal ITU team members
	Page 36

	-
	Description on how Capgemini proposes to ensure the proper level of collaboration of the managers of the different functional areas of ITU and the availability of its staff for interviews and other interventions.
	Page 10 ff

	1.1 d) 
	Organisation and management of the execution of its work, with:
	

	-
	A monthly progress report.
	Page 11

	-
	Methodology which defines deliverables of each task to guide the project and to control project evolution 
	Page 10

	-
	Advice for appropriate metrics to measure the progress and success of the engagement
	Page 10

	1.1 e) 
	Communication strategy, with:
	

	-
	Plan how Capgemini will implement knowledge transfer to ITU (incl. demonstration that transfer was sufficient)
	Page 12

	-
	Plan how Capgemini will implement communication on the goals/progress of the project 
	Page 11

	1.1 e) 
	Members of the team (Names, CV, qualifications, language skills, availability)
	Pages 35, 57 ff

	1.1 g) 
	Summary of Capgemini’s overall professional profile (corporate report, experience through the execution of similar tasks)
	Pages 44, 46, 49

	1.1 h) 
	Required partnership(s) to accomplish the project (name, tasks for which the partnership(s) will be exploited
	n/a for phase 1

	1.1 i) 
	Specified References
	Pages 49 - 57

	-
	Integrating and linking strategic, financial and operational planning;
	

	-
	Identifying mechanisms and options to improve methodologies for setting program and budgetary priorities
	

	-
	Dealing with the application of cost allocation methodologies (incl. direct, indirect, and reallocated costs)
	

	-
	Conducting detailed analyses of budgets, as well as auditing and tracking costs
	

	-
	Business process re-engineering and change management
	

	-
	Carrying out both financial consultancy and IT systems consultancy
	

	-
	Defining and implementing ICT strategy, and linking to corporate performance
	

	-
	Implementation and integration of SAP ERP solutions
	

	-
	Implementation and integration of Documentum solutions
	

	-
	Implementation and integration of HR Access package
	

	1.1 j) 
	Evidence of familiarity with results-based budgeting, cost-accounting, and other business practices of international organisations and the type of problems currently facing ITU
	Pages 49 - 51

	1.1 k) 
	Certification that Capgemini has no financial interest in the provision of a particular hardware or software solution, or any other interests that would impair its neutrality in proposing the best solution for ITU
	Page 42

	1.1 l) 
	Certification about ITU line mgr/member of the Council Oversight Group and Capgemini with respect to direct/indirect benefits, past/actual employment and family relationship.
	Page 42

	1.2 a) 
	Pricing
	Page 38

	1.2 b) 
	Payment terms
	Page 38

	2.1.2 a) 
	Company information sheet
	Page 44

	2.1.2 b) 
	Formal declaration, signed by the Capgemini’s legal representative and bearing the official stamp, certifying that all the terms and conditions of the Bid will remain valid until a definitive contract is entered into with ITU
	Page 45


1 Our Understanding 

1.1 Call for Bids Background

Following the decisions of the 2002 Plenipotentiary Conference, a Group of Specialists (GoS) was appointed to review the management of the Union. The GoS prepared its report which was submitted and approved by the 2003 Council. A decision was taken to immediately start the implementation of the near term recommendations. The GoS presented several recommendations that should be addressed in an integrated manner, and if properly implemented would solve most of the shortcomings of the management of the Union.

At its additional session in 2003, the Council decided to hire a firm of outside consultants to:

· Develop a business process model and review all the activity processes, with a special emphasis on those related to the preparation of budgets and the management control systems, including the management accounting systems

· Formulate an Information Technology Strategy, based on the use, to the extent possible, of packaged software ("packages"), for the benefit of time and development cost. For that purpose, and since ITU has already installed the SAP package, the study should give an answer as to what SAP release and modules are more appropriate for ITU, in terms to give the maximum possible coverage at the lowest possible cost.

· Prepare an Implementation Plan, for both the business processes model and the information technology infrastructure, which should focus on an integration perspective and should challenge the user community with new ideas and new ways of doing their work, by appropriate use of information technologies.

· Develop prototypes and the implementation of the new processes, covering the above referred areas.


The work of the Consultant, Dalberg, has been completed and a report was submitted to and accepted by the 2004 Council.

The ITU Council decided at its 2004 session (Res.1216) to appoint a Council Oversight Group (COG) to oversee the implementation of the GOS recommendations. The ITU Secretariat, overseen by COG, will engage a Company with in-depth expertise in integration of SAP to implement the GoS recommendations 2,4,6 and 8.5, also taking into account the relevant methodologies described in the Dalberg report. 

In fact, by Res. 1216, the International Telecommunication Union Council has approved a major project for the reform of business processes in the Union.

1.2 ITU’s stated project scope

To carry out this project, in close cooperation with the ITU project team, ITU intends to recruit an external consultancy firm. The scope of the work includes:

· Implementation of systems to improve ITU’s financial management, especially via results based budgeting and cost allocation; It is imperative that by the end of 2004 the result-based budget and the new cost accounting methodology are in place in time for the preparation of the 2006-2007 budget;

· Reviewing the ITU’s current use of information technology systems and refining the organisation's ICT strategy;

· Implementation of the major initiatives planned in the ICT strategy including the processes review and development of new business process model related to various areas touched.

1.3 
Areas of uncertainty and mitigation strategy

ITU’s Terms of References have clearly been set out. The scope is broad and the project schedule is front-loaded and tight. A Call for Bids was issued and relevant material provided to enable prospective bidders the submission of respective proposals; overall the bidding procedure was set out to last a maximum of 3 weeks. 

Every implementation project and bidding procedure of this kind involves a variety of uncertain factors. The key for lowering the risks is to identify these factors early and implement specific strategies to manage them. During the preparation of this proposal we had the opportunity to read materials provided by ITU, including Dalberg’s different reports. We also had the opportunity to submit questions to ITU and we appreciate the effective and prompt process to provide the corresponding answers. 

Based on this information, we have identified different areas of uncertainties. We propose the following assumptions and/or strategies to mitigate them:

· The implementation of Results Based Budgeting by end of 2004 is a pre-condition for the successful preparation of the 2006-2007 bi‑annual budget

► this deliverable has the highest short-term priority
► if necessary there must be an option to implement it independently form other deliverables (stand-alone)
 

· The introduction of time-tracking systems is, based on our experience, next to the technical implementation, a huge cultural challenge, as it deeply modifies the way employees report their work allocation

► this need to be addressed, next to training, through additional change management elements
► it may lead to a postponement of SLA definitions for 2006-2007 planned for in Q2/2005


· The current ICT-Strategy, asked for to be reviewed, provides interesting, but not sufficient elements, to plan for an immediate implementation. We think critical pieces constituting an IT-Strategy need to be developed from scratch. This is of paramount importance as the subsequent re-engineering and optimisation ought to be based on the strategy. 

► this deliverable will go further than a pure review, it will need to close strategy design gaps
► to meet Oct. 2004 deadlines, it will need to be based on process templates (not detailed analyses)


· Parts of the deliverable planned under 3.3 implementation of ICT-Strategy and BPR can not be assessed sufficiently through the materials provided by ITU to make a sustainable commercial offer. This is specifically the case for increasing the foot-print of core systems and other deliverables linked to new systems. Relevant specifications for a sustainable commercial offer are currently missing (functionalities, # of interfaces, etc.)   

► a sustainable commercial offer is only possible on the basis of sufficient specifications
► to get there, a thorough business process assessment needs to be conducted
► based on this assessment gap-fit-analyses can be conducted and subsequently specifications detailed
► this deliverable needs to be split into two phases to allow for a firm commercial offer of the first phase
► if the ICT-Strategy deadline of Oct. 2004 can be postponed till end of year, it would be beneficial

We have based our proposal on this assessment of uncertainties and the suggested upfront mitigation strategies. 

In addition, Capgemini can provide further risk mitigation strategies during the course of the project. We will perform a risk assessment at ITU, and develop a Risk Mitigation Strategy, in partnership with ITU prior to the implementation start.



2 Overall project architecture 

2.1 Our suggested approach

As outlined in the section above, we think there is a need to split the Call for Bids deliverables into two parts. The main reason for this is that we do not have found sufficient specifications for the re-engineering and system enhancement part. This is undermining the chances of success of the project. To mitigate these risks we suggest the following overall project architecture (see chart):
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The architecture is characterised by logic steps. This proposal covers the first two steps. 

The third step, “Phase 2”, will be scoped and specified in detail during “Phase 1”. This will reduce implementation risk and allow for proper budgeting of re-engineering and implementation initiatives.

The project will need a formal initiation to setup all procedures for the execution and to align the project team with ITU’s expectations. During this exercise, submitted project schedules may be adapted.

The main work of the following Phase 1 is split into three Workstreams:

· (Workstream I) The Design and Implementation of the new budgetary and Cost Management System: As mentioned this deliverable is first priority. It will be designed and implemented during Phase 1. 

· (Workstream II) The ICT Strategy, Processes and Organisation: This is a pre-condition for the implementation execution and needs early communication.

· (Workstream III) The BPR and System enhancement preparation: To fully leverage core-systems and specify all deliverables to be addressed by the implementation, a thorough preparation is necessary. Based on this detailed preparation, ITU will be in a position to prioritise cost/benefits of implementation initiatives. The inclusion of this preparatory work will not delay implementation, but to the contrary allows to accelerate implementation through clear specifications gained by detailed process reviews and other means. It will also enable superior cost control for implementation and external support.

Phase 1 is supported by enabling activities: Project management, Communication/Mobilisation, and Knowledge Transfer. These activities are grouped in the overall program Management and described within this chapter.

2.2 
Execution and acceleration of project management

Overall project management is made operational at Capgemini through so called Project Management Offices and associated procedures and standards (see below). Project Management is executed by Capgemini certified Engagement Managers. Their overall accountabilities are: Project initiation, Project Management Office, Communication & Change Management, and Knowledge Transfer

2.2.1 Project management initiation

Capgemini recommends a formal initiation to the program, in the form of a structured workshop with the key stakeholders. This workshop is a 1-2 day event which enables a rapid refinement and confirmation of the program goals and objectives; communications roles and responsibilities; and allows the program members to team. The event brings together the combined ITU and Capgemini teams to:

· quickly build a joint understanding of the business needs for the program

· build the program team

· position people in their roles

· build the shared program plan and

· identify and expand upon key concepts of program management.

During project management initiation, Capgemini and ITU will jointly review all deliverables, task and schedules. The result of this review will be captured in our standardised project charter, providing a methodology to perform and document so-called work breakdown structures and deliverables on task-level.

During Project Initiation we will furthermore work with ITU to identify adequate measures for identifying project success. We can draw from various metrics typically established in such cases, i.e.: formal delivery success (milestones, specs, etc.), benefits realisations, end-user-satisfaction, or our client-satisfaction methodology (OTACE) to measure our own project success. 

2.2.2 Project Management Office

In Capgemini’s experience the scope of a PMO can vary widely between limited program administration and being a program ‘engine room’.

The recommended scope for the PMO activities is to ‘start small’ in the PMO, on the basis that large scale PMO’s are frequently met with resistance. Subsequent growth of the PMO, if required based upon the level of work within the program, could come from ITU staff.

2.2.2.1 Functional Areas 

The following table illustrates the functional areas that Capgemini believes to be important. We can provide relevant frameworks, procedures, methodologies and templates for all areas.
	Functional area
	Comment

	Risk & issue management
	Management and visibility of risks/issues of the project is key to its success

	Program repository
	Management of program deliverables and documentation is a key component to success

	Planning & control
	An integrated, visible and managed program plan will be vital to the success of the program

	Change control
	Management of scope, particularly in a complex environment, is a critical function

	Progress reporting
	Visibility and tracking of progress is key to program success

	Quality Management
	Audit & review processes are key to a program of this length and complexity

	Resource management
	A centralised process needs to be implemented for managing issues related to resources

	Financial management
	Management of program budgets will be a key control aspect of the program 

	Stakeholder management
	Management of stakeholders to ensure buy-in, collaboration and availability


2.2.2.2 PMO Deliverables 

The deliverables that will be created by the PMO are a combination of those required during mobilisation (e.g. standards, procedures) and those required during program execution (e.g. status reports):

· Program and Project Charters

· Change Request Log

· Issue Control Log

· Risk Log

· Standards and Procedures

· Communication Strategy

· Resource Reports & Financial Reports

· Status Reports

· Risk & Quality Plans

Based on these procedures and deliverables we will provide the required reports for ITU. Specifically, this will include monthly reports on work progress, estimates of efforts to completion, emerging risks and mitigation strategies. 

2.2.3 Communication & Change Management

We have found that when one integrates change management practices and tools directly into the project from the start, the impact of the change is proactively managed and a successful transformation more easily achieved. Our change management methodology is well suited for application to ERP and Re-engineering transformation efforts, and focuses on managing seven implementation factors for success:

· A clear vision

· Powerful business case

· Change leadership and accountability

· Commitment building communication

· Stakeholder commitment

· Change capability/stakeholder readiness

· Integrated planning and teams

Managing these factors will help to:

· Identify and leverage opportunities to achieve the goals of the implementation

· Communicate accurate, relevant information in a timely manner

· Ensure employees’ skill sets are aligned with their roles, and training is provided as needed

· Identify sources of resistance, to manage more actively

· Ensure appropriate resource allocation and team composition

· Increase visibility of leadership

· Identify and celebrate successes
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Communication and mobilisation generate “buy-in” on all levels of the organisation in a comprehensive way. The communication plan (see chart) links up target groups, communication platforms, and the project plan, and uses an adequate set of media to address the different groups at different times to achieve certain results. 

The communication plan is closely connected with the stakeholder analysis to ensure that stakeholders with a positive position towards change will retain their attitude and that buy-in can be generated.

2.2.4 Knowledge Transfer

The Gartner Group and other analysts have recognised CGE&Y for leadership and achievements in knowledge management and sharing. “Cap Gemini Ernst & Young [name changed to Capgemini since April 2004] widely recognised as an aggressive use of Knowledge Management (KM), provides a good example of a full-process, enterprise-wide KM program. This program is very deep in content scope (the target is to manage all the enterprise’s intellectual assets) and is wide in functionality (with a strong infrastructure and employees).” ‑ Gartner Group

As part of a standard project support infrastructure, our joint client/consultant project teams maintain a central repository of project work products and deliverables; and they utilise a collaboration tool for communicating among project team members on both ITU and Capgemini sides. During Project Preparation, we work with our clients to determine what tool to use and the best format for a project repository that is consistent with their infrastructure. We also define the standards and procedures required that govern how to add, modify and archive documents in the repository.

With Capgemini’s world-class knowledge sharing, our project team comes to the ITU implementation with critical and relevant system and methodology knowledge objects, such as business processes, configuration scripts, proven enhancements, data conversion programs, etc.

Knowledge transfer is a critical ingredient throughout all aspects of this project. Specifically, Capgemini will control knowledge transfer throughout the implementation in four basics ways:

· Capgemini consultants to ITU team members (provide application specific knowledge, industry expertise, leading practices, etc.)

· Consultant to consultant (use of knowledge objects from previous engagements, quick acclamation of new consultants to the ITU Project team, etc.)

· Capgemini’s prior experience to ITU project team (leverage knowledge from client experience across businesses, geographies, job functions, etc.)

· ITU to Capgemini consultant (understanding of business objectives, gap/fit analysis, issues, etc.)

The ability to perform effective knowledge transfer has a significant impact on the overall success of the implementation. Inefficient knowledge transfer can cause delays in all aspects of the project from design through implementation. The ability to perform effective knowledge transfer also has an impact on the quality of the deliverables and the elimination of project rework. 

Capgemini recognises that knowledge transfer is both an informal and a formal process. Informally, during implementation, Capgemini consultants will be working side-by-side and teaming with ITU personnel and providing “hands-on” training. At project inception, ITU project team members and consultants will collaborate closely in all facets of the work to be accomplished. We employ a “See-One, Do-One, Teach-One” philosophy so that the knowledge transfer occurs prior to deployment. In other words, by the end of the implementation it will be difficult to distinguish who is a consultant and who is an ITU team member. Capgemini approaches this project as an opportunity to team with ITU. Our goal is to create a team jointly striving to solve ITU’s complex business issues in the best way possible. The only way to accomplish this is to create and maintain a synergistic ITU/Capgemini team. Capgemini creates and maintains this synergy by:

· Helping to create an environment within the team that fosters friendship and a positive work environment

· Building a team that is representative of ITU’s functional and sectoral areas

· If possible, developing an incentive program to motivate all project team members to achieve the project milestones

· Building multi-functional/organisational teams that leverage each other’s skill sets while increasing knowledge transfer

· Utilising engagement-based learning to ensure continued education



3 Workstream I: New Budgetary and Cost Management System

The main recommendation of the GoS is that an accurate results-based budget has to be developed and installed within ITU´s financial and controlling departments to realise an established cost-accounting process. It is essential, that activities within this new budget have to be identifiable and auditable. In addition, the cost recoverance of the new system has to be guaranteed in accordance to Resolution 91 (Minneapolis, 1998). Finally ITU´s financial management system and IT-environment have to be adapted. 

There is a basic understanding of the main characteristics that a results-based budget should be able to deliver to ITU. Generally the new budgeting has to be able to

· record the accurate time each staff member is spending on different projects,

· generate comprehensive financial information,

· track the cost incurred by the Union in performing specific activities under cost recovery and to

· provide a tool for budgetary control and accountability for decentralised appropriations to line managers.

With the fulfilment of these goals to be reached by the installation of the described results-based budget, ITU wants to be able to define options to increase responsibility of managers for their resources. In total, an efficient cost accounting system has to be established to guarantee the effectiveness of ITU´s resource management.

The GoS recommendations for the project are focused on the development of a business process model including the review of all activities related to the preparation of budgets and the management control and accounting systems. All ancillary and isolated application systems have to be reviewed and scrutinised for options concerning rationalisation, standardisation, efficiency increase and direct cost reductions.

3.1 Current situation and ITU´s objectives

There are basic issues on the economical level – besides the technical (ICT) – that are not yet efficiently organised within ITU and have to be addressed in the course of the project. The issues composing Workstream I are focussed on the economical level, which describes the management control and accounting areas. Currently the management is not able to work with an efficient controlling system containing planning or cost analysis processes. Owing to the financially oriented budget structure, the current system does not allow management an appropriate level of control, accountability and transparency. The overall question of how to provide the management with relevant information and controlling tools can not be answered by the existing system.

It has been stated that there is no linkage between the budget structure and both the strategic and operational planning. In addition, the figures in budgeting do not directly relate to figures in financial statements.

As a result, no accurate results-based budget exists, with only a budget-based system being in place. The main drawbacks of this situation are:

· Only all of a department’s costs can be attributed to a function even though some of the staff in the department sometimes works on other tasks/ projects. As a result, there are no accurate figures for cost-recovery or management purposes available.

· There is a lack of a process for cost accounting, as it is currently impossible to determine or control the costs of a single project. Since only the available resources within a time period are visible, problems on a project level cannot be identified as they are emerging and it is impossible to measure the value of budget resources spend on specific projects. 

· The typical ITU budget contains three core weaknesses: The missing linkage between resource allocation and the operational results achieved, the dense document dominated by overlapping tables with little explanatory text and the missing breakdown of resource allocation to a desirable level of detail.

To reach the goals of a new results-based budget that improved these characteristics, the GoS has defined three issues which are going to be addressed by this workstream. Within these issues, the GoS has described certain requirements, which have to be fulfilled by the new cost management.

· Linkage of the budget structure with strategic and operational planning: The budget structure has to be developed and implemented into ITU´s financial environment. This structure has to be based on ITU´s methodology for setting programme and budgetary priorities. 

· Cost allocation and structure methodology: Realisation of a tracking system as a key component of the proposed changes as 78% of all ITU costs relate to staff. A weekly time tracking has to be done and recorded to outputs and quarterly recorded to activities. The requirements for both cost accounting and of the Satellite Network Filing (Council Decision 523) have to be fulfilled. In addition, a mechanism of Service Level Agreements (SLA) has to be developed.

· Result based budgeting (RBB) and cost allocation toolbox: Implementation of an IT toolbox for the creation of a Result Based Budget (RBB) that is able to combine the business requirements as well as model scenarios during the budget formulation phase. The elements of both RBB and cost analysis have to be handled by the IT toolbox. It is demanded to develop and install a “ready-to-use” application before the end of 2004.

The implementation of a new RBB-system at ITU will be realised in two steps. In the first step, a prototype of the new system will be developed and installed before the end of 2004. In the second step, the full implementation of the system will be realised by June 30, 2005. 

3.2 Our suggested approach

This phase encompasses all required activities to design the new methodology and to prototype the required system solutions.

Key deliverable of phase A is to have the result-based budget and the new cost accounting methodology in place by end of 2004. Thus the system prototypes and the IT toolbox for RBB need to be in place to an extend that allows to support the preparation of 2006/2007 budget.
Our approach can be divided into two steps:

1. Design of the underlying business model, i.e. optimisation of the budgetary process and development of the new cost allocation methodology.
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2. Setup the instruments necessary to enable ITU to actually manage the process of cost allocation and transformations of the business model into a organizational framework.
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3.2.1 Optimising ITU´s methodology for budgetary processes 

Currently ITU’s methodology of formulating budgets for programmes and projects shows improvement potential in terms of transparency and provision decision support. Taking into account ITU’s objectives, an optimised budgeting process needs to fulfil the following requirements: 

· Generate information for budget prioritisation that is decision relevant

· Link budget formulation process with strategic and operational planning

· Assign clear accountabilities to management

· Enable ITU’s managers to control resources more effectively

· Form the basis for ongoing performance measurement of service delivery

3.2.1.1 Approach

The definition of a clear and well understood budgeting process needs to be the basis for systematic improvement of budgeting methods. Typically a best-practise budgeting process can be structured as shown in the graph.

Strategic Goal Setting

Strategic goals are set by the highest governance body within an organisation. In order to be meaningful they should be directly linked to an explicitly formulated strategy. The strategic goals reflect a long-term view and comprehensively cover the whole organisation. Ultimately the strategic goals need to directly express the organisation’s priorities.

Operationalise and quantify objectives

Within this step strategic goals are translated into operational objectives. Furthermore budgets are quantified and assigned to specific purposes. In the ITU context there are four key requirements to be met:[image: image15.png]



· A commonly shared terminology needs to be defined to ensure that the objectives are well understood

· The outputs (within a certain time frame) are clearly described and agreed upon

· A process for prioritisation in case of limited resources needs to be in place. The method of prioritisation should be set up in a way that it takes into account the strategic relevance (as set out in the strategic goals) and the organisation’s ability to deliver the output (in terms of resources and capability).

· Quantitative standards for the determination of budgets are defined

Breakdown and cascading of targets into delivery units

The general objectives as defined above are now being broken down into individual targets for each organisational support unit that is relevant for output delivery. The purpose is two-fold: Specification of targets to measure the performance and providing orientation for effective decision making.

Validation of consistency and ability to deliver

This step is required to check the consistency of the planning model. The main issue is the reconciliation of budget oriented output-planning with financial planning of the organisation. For this purpose it is necessary to develop a method to compare planned resource demand with planned resource supply. This comparison takes place for volumes (e.g. man days) and for values. For value comparison uniquely defined cost rates are required.

Performance measurement

Performance measurement has to be designed as an ongoing task. The critical success factors for an effective process are:

· Quality of Key Performance Indicators (KPIs)

· Distinct definition of KPIs for each level of the organisation

· Ability for automatic vertical aggregation

· Comparability among units of the same level

· Effectiveness of KPI recording

· Single-Source Principle, i.e. information collection at a detailed level and mathematical derivation of root KPIs.

· Continuous collection in short time intervals. This can only be provided if the collection process is non-cumbersome and generally accepted by service delivery resources.


The quality of performance measurement is primarily determined by the cost allocation structure and methodology. Capgemini’s understanding of this deliverable is described within the next section.

3.2.1.2 Deliverables

· Definition of a hierarchical plan organisation that (a) provides the ability the vertically aggregate quantified targets and measures and (b) ensures comparability across units at the same level

· Planned outputs are detailed into expected results. For each result a quantifiable measure is to be defined

· Specification of planned resource demand by assigning required resources to each output

· Specification of planned resource supply based upon financial and headcount planning

3.2.1.3 In Scope / Out of Scope

The project team will design, validate and document the budgeting process as described above. The main focus is on budget formulation, prioritization and its linkage to strategic and operational planning. A comprehensive redesign of all ITU planning processes is not in scope.

3.2.2 Cost allocation methodology

Fundamentally a RBB-system has to be understood in the context of Activity-Based-Management Systems (ABM). 
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When Kaplan and Norton introduced the concept of ABM in the early 90s, Capgemini was the alliance partner who transformed this cost accounting model into an operational methodology. Since then, Capgemini has implemented a wide range of very successful ABM project encompassing ABM-based cost analysis, design of ABM systems and implementation of appropriate system solution.

Basically an ABM-System can be described as shown in the graph. The focus of an ABM-System is that cost drivers are used to allocate cost pools to activities. Cost breakdowns per project will allow the management to manage costs going forward. In addition, the benchmarking of activity costs will allow opportunities and strengths to be identified. 

The cost allocation process is directly connected to the planning process. Planning objects resulting from the strategic and operational planning process have to be evaluated with budget amounts to make them measurable. The evaluation provides the management with the opportunity to indicate the profitability of a certain planning object. The evaluation process itself is based on the clear definition of cost components. These cost components are defined as the main characteristics of ITU´s new ABM-system.

3.2.2.1 Approach

To implement the ABM-System efficiently, Capgemini uses a seven step approach that contains the following activities:

Step 1: Determine the primary cost objects (i.e. outputs) under analysis (e.g. programmes, events)

Determine the primary “cost objects” under analysis, whereas cost-objects are synonymous to “outputs” as defined by Dalberg. 

Step 2: Develop groupings of cost objects/outputs 

Outputs could be grouped together based on complexity, i.e.:

· Technology used

· Number of components

· Delivery complexity
Step 3: Develop “high-level” process/activity maps

Herein the major steps required are the definition of service delivery to the final user. The general concept is to understand how costs (or value-add) flow through the organisation to the final user. “Major” activities associated with each process step will be identified during this stage of the analysis

· Activities defined as “major” have a significant impact on the cost of that process step

· These activities will be defined at a relatively high 

· This information can be developed through interviews with client personnel involved in the process

Step 4: Review financial statements to identify the major elements of cost

Detailed financial statements from ITU for a representative time period (i.e no seasonal impacts) are collected, like:

· Financial statements should be business sector-specific if possible

· Potential sources for this information include the client’s accounting department or divisional control reports

Then the major elements of cost resulting from the cost objects under analysis are analysed:

· Direct costs (e.g., materials, labor, equipment)

· Indirect costs (e.g., general ledger, process support, overhead and administration)

· Loaded costs-schemes

These overall costs represent the “resources” of the organisation. Activity-based costing seeks to assign these resources to activities, then assign the cost associated with activities to outputs. Understanding the specific components of overhead/general ledger costs helps identify the “drivers” of these costs

· Overhead/general ledger costs include salaries, wages, fringe benefits, payroll taxes, selling, systems support, accounting, general administration, facilities, utilities, telephone and other homogeneous-type costs
· Sources of information for these detailed costs will be the client’s internal data and reports, including interviews with client personnel, division or departmental P&L statements, or divisional budgets
· If detailed cost data is unavailable, generic overhead categories can be used to allocate indirect costs to cost objects
· The insights generated by this generic overhead allocation approach will have less strategic value, however, this level of detail may be sufficient for the strategic question under analysis

Combine similar overhead/general ledger items to resource cost pools

· Payroll Related Expenses are salaries, wages, fringe benefits and payroll taxes

· Costs within a pool have similar behaviour which helps define the pools and drivers- Resource cost pools are specific to one type of overhead/general ledger cost, and include only “related” overhead/general ledger costs. An overhead/general ledger cost should not be included to a cost pool if that cost can be traced to a specific cost object

· These object-specific overhead/general ledger costs should be directly assigned to the cost object that causes that cost

Step 5: Map overhead/ general ledger resource costs to activities

Resource cost pool, a logical grouping of resources that are consumed in the performance of activities, are allocated through resource drivers. A resource driver is a measure indicating the amount of resources consumed by an activity.

· “Resources consumed” are the overhead/general ledger costs (for indirect costs)

· Resource drivers (e.g. time allocated to a specific activity) drive the allocation of costs to activities

· These resource drivers typology can be determined through client interviews

· The resulting allocation of resource cost pools to activities creates “activity costs”

These activity costs represent all of the costs associated with the organisation performing that activity- For each major activity identified in Step #3, the costs of that activity should be assigned at this point.

Step 6: Allocate direct costs and activity costs to cost objects and calculate profitability

Activity drivers are used as the basis to assign costs from activities to cost objects. They measure the frequency and intensity of the demands placed on activities by each cost object. Activity drivers should have a causal impact on the output of an activity, should be highly correlated with costs of the activity, and should be measurable and definable. Examples of activity drivers include number of orders processed, number of calls received, etc. 

A spreadsheet will be created to build an income statement for each cost object. The rows of this spreadsheet should represent revenues, costs and thus cost recovery, while the columns should represent the individual cost objects (e.g., products, customers). These individual income statements should show revenues directly attributed to each cost object, direct costs of each cost object, and activity costs (indirect or loaded costs) allocated to each cost object.

Step 7: Verify the economic logic of the resulting analysis

After the profitability results of the ABM analysis have been completed, the analyst should perform a sanity check. "Box and arrow" diagrams, pie charts or similar, to show the relative magnitude of various activity cost pools are applied as well as value chain diagrams, with superimposed cost amounts and key cost drivers by activity. Finally "Pareto" charts can show "important few" products, customers, cost drivers, etc. (ABC analysis)

As a result, the described components of ITU´s new ABM-System and their functionalities can be illustrated as follows by signing the single steps:
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3.2.2.2 Deliverables

To completely fulfil ITU´s requirements of the enhancement of cost accounting processes to provide accuracy and transparency, the key figures as shown above have to be analysed with sufficient tools. This analysis will be efficiently created by the implementation of time tracking tools as well as service delivery reporting activities and the creation of service level agreements (see next chapters).

The key figures in the ABM-System will be defined and implemented as follows:

· Resources: Inputs, such as staff costs. machines, raw materials, etc. that an organisation can use to produce outputs (goods and services) 

· Activities: A task that transforms an input (resource) to a system into an output with value added to a “customer”. It is the transformation of the people, money, materials or information that is the value-added work of the organisation.

· Cost objects: Components containing fixed and variable costs within the fulfilment of an activity or project. In the ITU context cost object are called outputs.

· Resource drivers: Map overhead/ general ledger resource costs to activities

· Activity drivers: Allocate direct costs and activity costs to cost objects and calculate profitability

As a result of the delivery block “cost allocation methodology” Capgemini will prepare a detailed documentation including the results of steps 1 – 7. This documentation serves to:

· Design the SLA/SDR process

· Design and develop the time tracking tool

· Develop the cost accounting prototype

· Design and develop the IT toolbox

3.2.2.3 In Scope / Out of Scope

The scope comprises all necessary definitions, process descriptions and calculation methodologies. Furthermore Capgemini will develop an integrated cost-allocation model as set out above including the definition of all relevant resources, activities, outputs, resource drivers and activity drivers. 

It is not in scope at this stage to benchmark cost structures, to identify and quantify cost saving potentials or to define measures to reduce overhead cost. 

3.2.3 Time tracking system

A time tracking system to be implemented has to be understood as a method to document and report activities of ITU. With the help of a time tracking system, staff is able to record their time to activities and/ or outputs. Basically a time tracking system will increase accuracy and transparency. Depending on the frequency, time tracking should be done weekly if time refers to outputs, quarterly if time refers to activities that are not costed directly to an output. An ongoing time tracking should be implemented where Service delivery reporting (SDR) is applied to track actual resource use to sectors and outputs.

3.2.3.1 Approach

As part of our engagement Capgemini plans to implement an IT-based time tracking tool. From our experience out of several similar project there are the following critical success factors that determine the quality and success of such a tool:

· Daily allocation, weekly collection, monthly plan-actual comparison

· Mandatory 100% allocation, i.e. unassigned time should be assigned to an object “unassigned”

· Pro-active validation of entries, i.e. data cannot be submitted until tool has successfully performed several consistency checks 

· Closed selection, i.e. tool offers pick-lists for activities and outputs allowed

· Sign-off workflow by unit heads

· Allow quick entry and offer support functions, e.g. copy of preceding week

· Globally accessible web-based tool

· Help desk available

We will design the new process based on our templates and the recommendations made by Dalberg. Most probably a discussion is needed, as our learnings are not completely incorporated in Dalberg’s recommendations. Time-tracking IT-systems are available commercially of the shelf.

3.2.3.2 Deliverables

Taking into account that ITU plan to re-engineer it application landscape as of 2005 we suggest to use an two-step evolutionary approach for this solution:

Step 1: Basic Version of Time Tracking

Key objective is to enable ITU to start have tool-based time tracking in place by January 1st, 2005. Thus this version offers all basic functions that are required to perform this successfully:

· New cost-allocation methodology is included

· Web-based user friendly data entry

· Posting of data into a central database (technology to be confirmed)

· Provide interface to upload from SAP and HR Access (Assumption: Data extraction from SAP and HR Access is done by ITU)

· Basic validation functions

The design and implementation of this basic version is part of our offer and taken into consideration in the resource estimate.

Step 2: Extended version

This version is to be developed in the context of ITU’s ERP reengineering. Solution features may include the integration with SAP and HR Access. There are generally two options to achieve this integration:

· Re-tract time tracking information into HR Access and SAP and update operational transaction data

· Use SAP’s Central Activity and Time Sheet (CATS). This module is an integrated part of SAP controlling functionality. The main benefit is that a direct link to cost centers, cost elements, activity types and cost rates is provided.

Capgemini recommends migrating time tracking to Step 2 mid-term. However this step is included in this proposal.

3.2.3.3 In Scope / Out of Scope

The design and implementation of the basic version is part of our offer and taken into consideration in the resource estimate.

Capgemini recommends to migrate time tracking to the extended version mid-term. However this step is included in this proposal.

3.2.4 Service Level Agreements (SLA) and Service Delivery Reporting (SDR)

Service Level Agreements (SLA) are able to give ITU a greater emphasis on forecasting and prioritising of the use of services. SLAs also can enable end-users to be more involved in the up-front decision-making process. It is created an agreement between the service department and its users. Based on SLAs the fluctuation in demand/ consumption of services can be tracked across outputs. Finally, the use of standard rates enables better planning of utilisation of services, variance analysis between standard and actual rate, invoicing department to benchmark itself to own performance over time as well as to external providers.

Service Delivery Reporting (SDR) has to be located in an own department. The SDR department tracks time and effort to outputs as services are consumed. As a result, end-users of services have on-demand access to reports detailing consumption of services and the resulting allocation of costs. Monthly reports can be edited and sent to end-users including variance analysis. Regular joint reviews will be held to revise forecast targets.

3.2.4.1 Approach

Service Level Agreements will be implemented as an agreement between the provider and the user of a service that specifies the level of service that is expected during its term, cost of services, etc.. Service Delivery Reports will be implemented as track efforts delivered by the service department on an ongoing basis to outputs and/ or departments/ bureaux as services are performed.

The combined SLA/ SDR process of ITU will be designed as follows:
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3.2.4.2 Deliverables

As part of this proposal Capgemini will develop a detailed documentation of the process design, templates for SLAs und SDR processes and support the change management process.

3.2.4.3 In Scope / Out of Scope

We suggest embedding the SLA process into ITU’s IT architecture at a later stage. For example web-based SLA/SDR self-service would increase efficiency of this process significantly. In addition we propose to integrate the handling of SLA documents into a Document Management System (DMS).

Since this kind of extension should be discussed in the context of ITU ICT strategy, they are not part of our proposal at this stage.

3.2.5 Design and implementation of an IT toolbox for RBB and cost-allocation

The ITU requirements for a new ABM-System are extended to an IT-solution that has to be established to support the functions and the effectiveness of the activity-based budgeting. The implementation of an IT toolbox has to guarantee the efficiency of ITU´s ABM-System and the integration of the cost allocation solution as well as the capability to model scenarios during the budget formulation phase. 

3.2.5.1 Approach

As a short-term time target it is required to have a “ready-to-use” application before the end of 2004. As a mid-term time target, it is planned to have in 2005 a detailed design and prototype of the ABM-tool, a support selection and bid process of the ABM-tool, a detailed specification of interfaces (SAP-HR/ Access and ABM-tool with SAP and HR/ Access) and a phase of realisation, development, testing and training. A ready-to-run tool will be built in order to

· illustrate the new cost-allocation methodology

· combine information from various sources into one consistent calculation model

· use information SAP, HR Access, Time Tracking and SDR

· create the RBB for 2006/2007

· allow analysis of consolidated cost by output

3.2.5.2 Deliverables

The following basic functionality will be implemented:

· Upload, enter and maintain staff cost and planned expenses

· Various allocation methods for cost of support functions, management, finance etc.

· Conduct basic what-if analysis

· Include actual cost from Time Tracking and SDR process

· Provide plan-actual comparison and variance analysis

The technological platform to implement the IT toolbox will be Excel or a similar data base tool.

3.2.5.3 In Scope / Out of Scope

In a second phase it is planned to implement the RBB and cost-accounting solution in full. This phase is intended to start in January 2005 and end June 2005. As this implementation shows many interdependencies with ITU’s selection of ICT strategy and the appropriate re-engineering of ERP systems in 2005, the full implementation is not yet included in the resource estimate for Workstream I.



3.3 Execution of Workstream I

3.3.1 Schedule

The schedule for this workstream will keep all related milestones as indicated by ITU. By end of December all major design/review/prototyping tasks will have been executed. Implementation planning ends in December.
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3.3.2 Resource estimation

To deliver Workstream II within defined milestones and above mentioned scope we will staff three core member from Capgemini with different work load + subject matter experts. The team will be mixed from our Finance & Employee Transformation practice and Technology Services.

Oveall we estimate 20 man days for the workstream setup, 20 man days for the high-level business-model development, 90 man days for the detailed design and another 120 man days for the two elements of the toolbox. All-in-all 250 mandays. In average we will deploy 3.3 resources until year-end.



4 Workstream II: ICT Strategy, processes and organisation 

Referring to the Deliverables mentioned in the Terms of References of the Call for Bids, this section deals with the deliverables 3.2 a)-h) and the first three deliverables of 3.3 a) [Re-invigorate existing governance, strategy and org. processes in IS / develop Service Level Agreements (SLAs) with customers /develop a Project Management methodology] as well as 3.3 b [Rationalise the applications portfolio in use at ITU/ Design a new IT infrastructure architecture/ Conduct an outsourcing opportunity review].

ITU seek assistance in developing an ICT strategy and organisation (3.2) that enables the implementation of a new and optimised business process model (Sections of 3.1 and 3.3). 

This chapter will cover the Section “Review ICT Strategy” of ITU’s terms of references and more. It includes the definition of a new (revised) ICT strategy, a review of the current ICT system architecture as well as the recommendation for future target architecture. In addition, this part of the project will also analyse the organisational and ICT service situation with clear recommendation of target organisational structure and future service portfolio including and a vital transformation plan for organisational change. For each deliverable Capgemini will leverage the previously prepared findings from Dalberg and Booz, Allen & Hamilton. 

Furthermore we will deliver a project management methodology off-the-shelf and adapt it to the needs of ITU. The method is a similar one described earlier under Project Management Office (PMO).

The Workstream will also consider any need for linkages between the other Workstreams and will ensure a smooth information exchange where needed. Especially the requirement for exploitation of new IT technology and functionalities in order to support the business process requirements and flexibility within the several functional areas of the Union will cause a high rate of interaction and will demand for an intense cooperation with Workstream I and Wrokstream III.
4.1 Current IT Situation at ITU and Future Objectives

ITU operates a highly complex, under-leveraged and costly information technology (IT) architecture, which handicaps daily operations and inhibits the potential contribution that IT can make towards achieving ITU’s strategic priorities. At the same time, users demand for an increasing number of services at higher service levels. Therefore, the GoS has proposed that the ICT strategy should be reviewed to support the user requirements and thus, being able to accomplish the strategic business objectives of ITU. By doing this, ITU expects a revised ICT strategy which includes directives and rules in order to reform the current IT landscape and the rationalisation of IT architecture with regard to the business process requirements. 

4.2 Overview of our Approach

4.2.1 ICT Strategy and Architecture

To review the ICT Strategy and Architecture Capgemini will deploy our standardised “adaptive IT strategy and architecture” framework and associated methodologies. 

The strategy part of the framework (adaptive IT-Strategy) is applied for defining a roadmap for improving ITU´s ability to create value from its IT investments, and for moving the ICT platform towards an adaptive ICT platform. The framework provides a set of methodologies for developing an IT strategy that is integrated with business strategies in a collaborative, accelerated manner. ITU will be assisted in the development of IT guidelines and principles, in the definition of the strategic direction for its IT products and services, in the identification of required IT competencies and related sourcing strategies, and in the creation of an IT management operating model. The framework-methods provide furthermore a vehicle for a common language for business and IT discussions and a business-oriented context to guide subsequent IT improvement efforts. 
This methodology has been deployed and proven during numerous client engagements and should realise IT and business alignment within ITU and therefore, enable a tremendous value proposition. 


The architecture part of the framework (adaptive IT architecture), here the roadmap as an example (see illustration), will be designed according to a number of key principles:

· extensive use of re-usable architecture collateral such as adaptive architecture patterns to accelerate the development of the architecture; [image: image19.emf]load load comments (general or ITU profile)

Project Management

193% 147.0 92% 70.0 217.0

Management 80% 30.0 80% 61.0 91.0 credibility w/i organization, exec backing

Project Office 100% 76.0 5% 4.0 80.0 operational for all workstreams

Communication & Change Management 40% 25.0 5% 5.0 30.0 operational for all workstreams

Steering Committee 4% 3.0 tbd 3.0 ITU load depends on size of SC

Service Delivery Management 11% 8.0 n/a 8.0

Quality Assurance / Risk Management 7% 5.0 n/a 5.0

Workstream I

342% 260.0 286% 217.0 477.0

Initiation, As-Is 240% 20.0 190% 15.0 35.0 budgeting, processes, accounting

High-level design of business model 240% 20.0 190% 15.0 35.0 budgeting, processes, accounting

Detailed design 240% 90.0 190% 105.0 195.0 budgeting, processes, accounting

Toolbox - Time tracking 240% 65.0 70% 41.0 106.0 IS, web-apps, DB, later on maintenance

Toolbox - RBB 240% 55.0 70% 41.0 96.0 IS, DB, V-Basics, later on maintenance

Post implementation support 8% 10.0 10.0

Workstream II

125% 95.0 49% 37.0 132.0

ICT Strategy and Architecture 200% 23.0 50% 10.0 33.0 IS, service mgr, architect

IT Governance, Processes and Organization 200% 23.0 30% 6.0 29.0 IS, service mgr, architect

Project management methodology 50% 15.0 5% 1.0 16.0

Implementation planning 200% 34.0 50% 20.0 54.0 IS, service mgr, architect

Workstream II

475% 361.0 156% 118.8 479.8

Setup 200% 10.0 500% 10.0 20.0 Sen. Exec, team members

Identification of improvement opportunities 500% 150.0 500% 45.0 195.0 Operational process stakeholder

Prioritization 500% 16.0 500% 16.0 32.0 Sen. Exec, team members

Detailed specifications and Implementation preparation 500% 175.0 500% 43.8 218.8 Operational process stakeholder

Business Case 50% 10.0 100% 4.0 14.0 Finance department

Overall Initiation + Phase 1

1136% 863.0 583% 442.8 1'305.8

Capgemini

mandays mandays

Total ITU

mandays


· it is intended to result in a rationalised and fully integrated application environment (SAP, HR/Access, Documentum, EAI tools, Web Services, etc.)

· the IT Strategy and Architecture design activities are executed in a concurrent way.


The architecture related activities are combined together with the IT Strategy activities to ensure rapid development of the strategy and architecture together, as well as ensuring a high level of consistency between the deliverables from both. 

The adaptive IT Strategy and Architecture framework is delivered in four distinctive steps: (1) The current state scan, (2) the gap/fit analysis and review, (3) the future state design, and (4) the transformation and implementation preparation. 

1. Current State Scan “as-is”: 

In this first step, Capgemini will conduct a series of focus interviews with ITU senior management to establish the high level and detail scope and objectives for the future ICT strategy. Additionally, Capgemini will review the current application inventory and if necessary will accomplish dedicated application questionnaires in order to obtain a holistic view of the currently installed application/system landscape.
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As by the time of execution of this step, the relevant process mapping exercises will not be available, process-related business requirements will be identified by using standard templates of the core applications combined with other available information. This procedure is not optimal (one would prefer to do a thorough business process analysis first), it is viable and effective. This is especially the case, as ITU has already decided to increase the foot-print of existing core systems.

In order to ensure a holistic approach to IT, Capgemini will certainly consider the recommendations of Dalberg (deliver results-based budgeting and cost accounting toolbox, enhance the efficiency of core administrative processes and of the IT function) but will also take new findings with regard to IT organisation and IT Service Portfolio in the formulation of the revised ICT strategy into account.

2. Gap/fit analysis and review 

At this stage, Capgemini will analyse the compiled information and data with regard to rationalisation and integration of existing IT assets. As Dalberg analysed, within ITU there are 272 applications deployed, thus Capgemini will additionally review current application functionalities and will identify redundancies in order to aspire an application consolidation. Furthermore, Capgemini will identify functional requirements (stated by the users) which are not yet covered and therefore will need to be addressed by the implementation of an appropriate system.

Based on recommended initiatives form Dalberg/BA&H (e.g. MyITU portal technology, e-Collabora​tion) Capgemini will improve and complement the current IT strategy and IT architecture – systems and applications – in order to achieve an IT platform which is able to address and solve current and foreseeable future key requirements of users. Capgemini will deliver rough cost estimations as well as prospective benefits for selected initiative recommended by Dalberg. We will furthermore identify areas where IT could be used as a source of improvements in the management of business processes within the Union. The resulting information will be handed over to the other workstreams; they will include these process improvements in their work deliverables. Main goal of this stage is the Adaptive Architecture logical services framework that is able to illustrate the revised IT services portfolio for functional areas based on the new adaptive architecture.
3. Design of Future State “to be” 

In this stage, Capgemini will design the high level logical IT Architecture, necessary to achieve a vital and flexible IT platform in a joint effort of ITU and Capgemini. There will be a workshop defining the optional IT platform scenarios (max. 3 scenarios). Based on the results of this workshop, Capgemini will provide an estimation of the IT investment requirements for each scenario.

4. Transformation and Implementation Preparation: 

Produces the physical architecture comprising IT products and services supporting the logical architecture and a migration plan.

Finally, ITU will receive the high-level implementation plan for the defined ICT Strategy including selected Dalberg recommendations and including the input from other Workstreams. In addition, Capgemini will define the requirements for hardware and will recommend certain application packages in order to complement the existing application landscape (around SAP, HR/Access and Documentum). Furthermore, Capgemini will give advice regarding the fundamental integration formats and standards, which should be an integral part of the revise IT Strategy and should be applied on ITU´s future IT architecture. 

The work will be documented and compiled to the ICT strategy to be communicated. Separately we will coach ITU in setting up an appropriate communication about the ICT Strategy. 

4.2.1.1 Deliverables

· Documentation of future-proof ICT Strategy

· Application Inventory Review and Recommendation for rationalising current Application Landscape

· Design Criteria for IT Architecture

· Integration and Rationalisation Recommendation

· Match of User Requirements and high-level Business Processes

· Recommendation for Future State Architecture (incl. max. 3 scenarios with cost estimation for each scenario)

· Transformation and Implementation Plan (incl. validated Dalberg Initiatives) 

· Description of Interfaces to be adapted

· Requirements for Hardware, Software and Directives for Integration Standards and Formats

4.2.1.2 In Scope/ Out of Scope

· While Capgemini will identify integration need and potential among the existing application landscape, the detailed technical description of Interface Definitions with regard to data format, messaging format, etc. is out of scope

· Capgemini will deliver rough cost estimations as well as prospective benefits for selected initiatives recommended by Dalberg. However, the in-depth Return-on-Investment (ROI) analysis for each initiative is out of scope

· Capgemini will not give any recommendation regarding the telecommunication platform of ITU

4.2.2 IT Governance, Processes and Organisation
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To define a best practice organisation and services, four areas need to be clarified: (1) IT Service portfolio, (2) IT sourcing, (3) IT processes, and (4) IT organisation and governance.

IT Services Portfolio:

· Current IT services will be captured and mapped against the current ICT strategy, recommendations of Dalberg and requirements of customers
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Gaps will be identified and initiatives will be defined to fill service gaps. To guarantee high service quality, SLAs with customers will be defined, based on standardised templates and within a defined process

· Service components (see second graph) will be ranked against criticality and internal capabilities. Service maturity will be assessed against the Capgemini Qualitative Assessment.

IT Sourcing: 
· The mid-term IT service portfolio, sourcing alternatives and the internal competence portfolio will be defined

· IT Services for outsourcing and out-tasking will be identified and recommended 

· Internal core capabilities will be adjusted against the service portfolio

IT Processes:

· The current IT processes will be mapped against the Capgemini’s best-in.-class IT Process Model template and a gap/fit analysis is performed

· The current governance model will be mapped against the process model and checked for consistency

· Optimisations for the governance model will be addressed and measures defined to re-vitalise the governance model by active communications

IT Organisation:

· The current IS organisational structure will be mapped against the requirements from the new service portfolio and organisational adaptations will be defined

· Current role definitions will be analysed and adopted to fit to the new organisational model

· Trainings needs will be identified and planned to ensure that the current staff can deliver the defined services in an efficient and effective way
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4.2.2.1 Deliverables

· Support and advise in reactivating ICT governance structure

· Transparent and eventually reduced Overall IT Service Portfolio

· Quality Assessment report of Service Portfolio against Capgemini model

· Structure Support to draft SLAs in order to be ready for Negotiation with customers and process owners

· Support in implementing Cost Accounting and Invoicing Procedures based on new RBB-Model/ System

· Target Service Portfolio (make or buy)

· Definition of requirements to potential service providers

· High level IT process landscape

· High level to-be organisational structure

· As-is /To-be skill / competence portfolio, Gap identified

· Training Requirements and Plan

· Plan for organisational change

4.2.2.2 In Scope / Out of Scope

· The analysis of external service providers and the contractual negotiation and definition of SLAs with external providers is out of scope

· Execution of SLA-negotiation/alignment with customers as well as review of SLAs aagreed SLAs by the line functions (e.g. end of the year) is out of scope

· Processes will be defined on a level that is necessary to develop a new organisational structure. The detailed definition of services processes on task level is not in scope of this phase

· The definition of the IT organisation and governance is focused on the key departments and key committees. The definition of the new organisational role of each employee is not part of this phase. This has to be defined within the implementation of the new organisational structure

4.2.3 Project Management methodology

Project management methodologies to execute IT projects ensures planning, steering and controlling of the implementation of the initiatives, incl. common deadlines, milestones and detailed deliverables. They are key to not exceed budgets by running over.

Capgemini will deliver an appropriated project management methodology to ITU. Based on Capgemini best practice experiences from numerous projects we will rapidly adapt our project management tool-box to the needs of ITU.

The tool-box contains appropriate tools, templates, processes and organisational set-up for a full-fledged the Project Management Office:

· Project Portfolio Reporting: Management of reporting process, incl. escalation management in case of plan deviation
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Business Case Management: Support and evaluation of business case development based on standard templates and procedures

· Portfolio Prioritisation: Prioritisation method for selecting projects

· One of the most effective methods within the PMO-Set-up is the implementation of the activity and time management process outlined in the graph

4.2.3.1 Deliverables

· Hand-over of Capgemini project management methods

· Rapid adaptations of these methods to the context of ITU

· Training 

4.2.3.2 In Scope / Out of Scope

· The implementation and development of a project mgmt software applications is not in scope of this phase

· The operations of the Project Management Office is not in scope



4.3 Execution of Workstream II
4.3.1 Schedule

The schedule for this workstream will keep all related milestones as indicated by ITU. By end of October all major design/review tasks will have been executed. Implementation planning ends in December.
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4.3.2 Resource estimation

In order to deliver the Workstream II in an appropriate quality and time, Capgemini will need to staff two resources. One of the consultants will own expertise in IT Strategy and the second will be experienced in questions of IT Architecture. 

The required time would be 46 man days for the core deliverable of the revised ICT Strategy, the Best Practice IT organisation for ITU, the future IT Service portfolio and the target IT architecture (Sept – Oct 2004). Additionally, there will emerge another 34 man days for the subsequent transformation and implementation plan. 

In parallel, immediately after the project start 0.5 resources will adapt the Project Management methodology and setup training, summing up to further 15 man days.

All-in-all we estimate the effort being 95 man days. In average we will deploy 1.25 resources until year end with a clear front load until October.



5 Workstream III: BPR & System enhancement preparation

5.1 Situation at start and ITU's objectives

As mentioned in the introduction, parts of the deliverable planned under 3.3 implementation of ICT-Strategy and BPR can not be assessed sufficiently through the materials provided by ITU to make a sustainable commercial offer. This is specifically the case for increasing the foot-print of core systems and other deliverables linked to new systems. Usual specifications in such cases are missing (functionalities, # of interfaces, etc.)

Our assumption is, that this is due to the fact of corresponding work has not been executed prior to the call for bids. To produce a clear picture of deliverables to be implemented and their detailed specification, a thorough business process assessment needs to be conducted. Based on this assessment, gap-fit-analyses can be conducted and subsequently specifications detailed to identify overall improvements worth implementation. 

Choosing this approach will, this is our firm believe and experience, not jeopardise ITU’s planned milestones. In contrary; we think running such an exercise will increase probability of a successful implementation. 

5.2 Our suggested approach

We have opted to suggest an approach yielding a high degree of mobilisation whilst delivering the best combination of efficiency, detail and results. The approach we would like to apply is called Values Scan. 

5.2.1 Value Scan ― Effective method for preparing BPR & System enhancement

Value Scan was developed specicialy for indeitifying efficiency improvements and being able to quickly and precisely to deliver these improvements subsequently (value delivery). The framework consist of three steps, is based on heavy joint team approach, and involving a scalable amount of people throughout the organisation.

The framework has all the necessary methods and tools ready to use available. During a Joint Team training, workstream members will be shown how to apply these methods. We will later hand-over these methods to ITU.
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5.2.1.1 Approach

As stated, this framework distinct three steps to get the results. We will illustrate how each of these steps is approached in more detail below. Prior to launch the exercise it is of paramount importance to get sufficient executive alignment. As the framework is a tremendous mobilisation tool, creating the highest ownership for improvement we know, it puts also pressure on the organisation to implement. To create that alignment we will start this workstream after the others.




Identification of improvement opportunities

The first step is, once the processes and systems to be analysed agreed, to map mentioned processes and identify in detail what failures they have and what kind of improvements can be achieved. 
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Activity and Time Management:

a module for the successful management of complex projects

This achieved with hands-on techniques for process mapping (brown-papers) jointly with process participants. Usually these people know best what is broken and can be optimised. Based on the maps and issues identified, efficiency improvements are developed and captured in so-called opportunity sheets.

Typically the high level of involvement of relevant stakeholder creates great commitment for identified opportunities and validates them in the same time. In addition to the process mapping, corresponding systems and their interfaces with the processes are captured and analysed as well as relevant quantitative data.

Prioritisation
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The next step is to prioritise identified opportunities and to get alignment around this prioritisation. This is basically done through a well prepared workshop lasting typically 1-2 days. 

During the workshop all opportunities are ranked against their fit with the ICT-Strategy and funding possibilities. Furthermore implementation requirements are ranked. The result is a clearly prioritised portfolio of opportunities aligned with the ICT-Strategy, funding possibilities and implementation capabilities. Participants develop a broad consensus on measures to be implemented; this is achieved through the tested workshop format.

Detailed specifications and Implementation preparation

Last but not least, based on the workshop outputs, remaining opportunities are detailed and implementation is planned. There are three elements which are important: The detailed specification of opportunities, the business case and the detailed implementation plan. [image: image29.wmf]Project 
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The specifications allow for proper definition of what is exactly the solution (incl. systems specifications) to be implemented and how. The business case delivers a robust cost/benefit assessment of initiatives. The implementation plan finally is more or less the basis for Terms of references of phase 2. Implementation planning will also include stated deliverables by ITU which are not directly linked to BPR.




5.2.1.2 Deliverables

· Process maps incl. Their interfaces with systems

· Improvement assessment and opportunity sheets (incl. specifications necessary for systems enhancements and/or upgrades and/or new implementations)

· Mobilised organisation – case for action

· Aligned prioritisation of opportunities (ICT-Strategy, funding possibilities, implementation capabilities)

· Business case per opportunity

· Detailed implementation plan

5.2.1.3 In Scope / Out of Scope

The scope of this workstream is primarily focused on processes affecting the general secretariat and its services. It is not intended to extend the scope on processes owned by and encapsulated in single bureaus. For the case ITU should want to launch a public tender for phase two, ITU will need to foresee sufficient capacity for formulating the Terms of Referencs. It is not a deliverable of the workstream to produce them.

5.3 Execution of Workstream III

5.3.1 Schedule

The schedule for this workstream is designed to last 10 weeks. Delivrables will be ready latest by year-end.
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5.3.2 Resource estimation

For delivering Workstream III we plan to staff 5 resources plus additional Subject Matter Experts for the core systems. The total effort estimated amounts to 361 mandays, in average we will deploy 4.7 resources over the course of the workstream.

ITU need to plan for sufficient resources to support this workstream (see chapters below) and ensure availability.



6 Project plan and organisation

6.1 Integrated Project Plan
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Taking the schedules of the three workstreams, we suggest the following integrated project plan until end of phase 1.

6.2 Resource planning
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The resource estimate based on mentioned deliverables of phase 1 are 863 man days of Capgemini support and 443 man days ITU staff support for the joint project. 

6.3 Project organisation and respective Roles & Responsibilities
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Clear project organisation is an important contribution to a successful implementation at ITU. The structure is set up, to support transparency and a clear view of objectives, tasks and responsibilities. Clear responsibilities and tasks are beneficiary to clear communication. Suggested joint ITU/Capgemini organisation:

The following table describes various project roles and their corresponding responsibilities. Some roles require a full-time effort while other roles may only necessitate part-time support. For this particular effort, members of a team will take on multiple roles and responsibilities. Note that most roles are shared among Capgemini and ITU team members.




	Role
	Responsibilities

	Project Sponsors & Steering Committee Member 
(ITU)
	· Provide Leadership and overall ITU commitment to the project
· . 

· Have ultimate authority over and are responsible for the project. 

· Responsible for approving changes to scope and provide necessary additional funds. Approve major deliverables.
· Address alignment with strategic and operational objectives.

· Take appropriate and timely actions to resolve issues; secure resources 
· 

	Account Executive 
(Capgemini)
	· Assists the executive sponsor in defining goals & objectives and driving change through the organisation. 

· Tracks status and results of project and provides quality oversight.

	Service Delivery Manager
(Capgemini)
	· Provide subject matter expertise (project execution and transformation delivery) during all phases

· Provide assistance to Project Manager and account executive

· Ensures Capgemini’s best-in-class delivery approaches are deployed

	Quality Assurance Lead (Capgemini)
	· Provide independent quality audits and reviews. 

· Provide external ‘sanity check’ mechanisms
· . 

· Develop and support a Risk Management Program.

	Project Manager
(ITU/Capgemini)
	· Responsible for day-to-day management of the project. This includes development of the project charter, maintenance of project plans, identifying and resolving project issues, and reviewing project deliverables. 

· Accountable for PMO, Communication/Change mgmt, Knowledge Transfer.

	Change Management Lead (ITU/Capgemini)
	· Align with Workstream leads to create an overall change mgmt plan. 

· Initiate team building. 

· Develop an overall communications plan, and define appropriate tools. 

	Process Owners
(ITU)
	· Provide subject matter expertise during the Business Blueprint phase.

· Review/Approve design documentation

· Provide critical feedback to the project team during prototype sessions

· Provide assistance to cleanse data (if appropriate)

· Assist team in the data validation process post conversion

	Workstream Lead 
(ITU/ Capgemini)
	· Plan and manage activities of their Workstream aligned with overall project

· Work closely with project management to discuss competing initiatives

· Accountable for deliverables of Workstream

· Provide appropriate performance feedback of team members 

· Coordinate the activities of training and change mgmt for their Workstream

· Identify, and resolve cross team design integration issues 

	Workstream Core Team Members
(ITU, Capgemini)
	· Execute defined tasks 

· Responsible for assigned deliverables

· Work with process owners to ensure highest fit with requirements

	Subject Matter Experts
(ITU, Capgemini)
	· Provide experience with the operational, functional, and/or technical environment, the hardware environment, the systems software, etc.




7 Commercial considerations and Project cost

7.1 Pricing for Project Initiation and Phase 1

The above described project results in a total consultancy investment of CHF 1.8 mio. excl. VAT. Capgemini is commitment to increasing its exposure at ITU; this is also reflected in the daily rates we applied for this project. The division into tasks is shown in the table below.
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The sums cover the expenses for travel, accommodation, telecommunication, lease and usage of Capgemini production facilities. The sums are excluding VAT and any other local taxes.

We are open for any discussions about resource-levels, deliverables and overall pricing assumptions.

7.1.1 Specific Terms and Conditions

7.1.1.1 Payment terms 

The amount is invoiced in 30% upon signature of the contract and the rest in identical sums halfway through and at the end of the project. All invoices shall be paid upon receipt within 14 days net.

7.1.1.2 General terms and conditions

Where International Telecommunication Union (ITU) General Conditions for Contracts for Purchase of Services, provided in Annex 4 of this Call for Bids, do not specify terms and conditions, Capgemini’s “General Standard Terms and Conditions (GTC) for Services” (version 7) apply.

7.1.1.3 Change of scope

All project expansions identified in the course of this project, will need to be documented and escalated via a change request process and to be approved by the steering committee / project management. Work to address the change request will not occur until project timing, costs, and other impacts have been defined and approved. 

If the change request changes the staffing complement required, incurs additional costs that exceed budget or change the stakeholders involved, a determination of whether an amendment to our formal contract is needed will be made.

7.1.1.4 Acceptance

Acceptance shall be performed against the acceptance definitions which will be defined in the first 2 weeks of and for each phase. We refer to our General Standard Terms and Conditions for Services (GTC) mentioned above. They provide sections dealing with acceptance and rendering of performance.

Acceptance of Documents 

For each of the documents to be delivered, Capgemini will provide a version for review to ITU. ITU shall review this version for conformance with the statement of work and shall inform Capgemini in writing of any detected discrepancies within a period of two weeks, stating that part of the statement of work which was not met and indicating the direction of the requested correction. If no major deficiencies are reported by ITU within this period, the document shall be deemed accepted. 

Any reported deficiencies will be corrected by Capgemini without undue delay and the updated document will be presented to ITU. ITU shall check whether the deficiencies reported have been corrected and in this case shall accept the document. The updated document shall be deemed accepted if no justified substantial claims have been raised by ITU within a period of one week. Any other identified deficiencies will be corrected as part of the warranty. A postponed delivery of the documentation shall not preclude software acceptance. 

Software Acceptance 

Not later than 4 weeks prior to an acceptance test, Capgemini will provide to ITU a description of the planned test procedure and the test cases which Capgemini intends to use when presenting the customising of the software for acceptance by ITU, stating the objective of each test, inputs and expected system reactions.

ITU shall review the test procedure and test cases and provide within one weeks in writing any detected discrepancies or change requests identifying the respective part of the statement of work. If no justified substantial claims have been raised by ITU within this week period, test procedure and test cases shall be deemed agreed by ITU. Capgemini will correct any deficiencies without undue delay and will attempt to accommodate the change requests. Capgemini will then resubmit the corrected version of test procedure and test cases for review by ITU. On ITU agreement they shall become the basis for acceptance. They will be deemed agreed if ITU did not raise substantial objections in writing stating the relevant sections of the statement of work within a period of one week.

If ITU has raised substantial objections within this period and no agreement with Capgemini is reached, either the general management or the steering committee will decide on the basis for the acceptance tests.

ITU shall provide the test data for the acceptance test one week prior to the test on the storage medium agreed. The acceptance test shall be performed on the basis of the specified test procedures and test cases. At each test step, the performance of the system shall be assessed against the specification. Immediately after the performance of all test steps, ITU and Capgemini shall jointly establish whether errors which preclude acceptance have been detected. If no such errors have been observed, the software shall be deemed accepted. The results of the acceptance test shall be recorded on location by ITU and Capgemini immediately after the test. 

Any deviation of the customising of the software from the terms of references/statement of work and the agreed specification of the test cases observed during the test shall be documented in an error list and classified either as an "error precluding acceptance" or an "error not precluding acceptance" (residual error). An error may only be classified as "precluding acceptance" if it severely impacts the operational use of the software because a function is not being executed at all or with such a degree of deficiency that the anticipated results may not be obtained even when using an alternative approach, and impacts the software function to be tested with this test. Any other error shall be classified as "not precluding acceptance". These errors do not or only to a limited degree impact the operational use of the software. Errors in which text is displayed incorrectly or errors of input functions where the required results may be obtained using an alternative approach also belong to this classification. Such errors do not preclude acceptance. They will be recorded in a list of residual errors. Capgemini will correct these errors without undue delay and will demonstrate to ITU the correct functioning of the software in accordance with the statement of work and the agreed specification of the test cases.

7.1.2 Client obligations

ITU commits itself to supporting all Capgemini project-related activities. In particular, it will ensure the availability of all prerequisites within its organisation which are required for the proper performance of the contract. These prerequisites include, but are not limited to:

· Identification of a point of contact who shall be available to Capgemini staff during the agreed working hours. This person shall be authorised to issue binding statements which might be required for an uninterrupted performance of the contract.

· Provision of unrestricted access for the Capgemini staff to all information required for their activities and timely provision of all required information at any time.

· In case of programming tasks provision of computer time (including operating), test data and data preparation capacity in a timely fashion and in the required amount/volume. 

· Provision of sufficient and appropriate office space including working material to Capgemini staff while working at ITU’s premises.

Data storage material by ITU as well as the data stored on it shall be free of errors and deficiencies. ITU shall keep copies of all documents and storage material to which Capgemini may have access whenever necessary, free of charge.

7.2 Assumptions

The following assumptions have been made in order to prepare this proposal. We understand that some additional details may offer clarification around these assumptions, which may in turn, result in a revision of this proposal. As we move forward through this selection process, we expect to collaborate with you to refine these assumptions. Modifications to the assumptions may impact the project timeline, resource requirements and/or costs.

· During the project start-up phase of the project, the joint ITU/Capgemini project teams will confirm/refine project scope, approach, and activity timeframes that support the proposed timeline. 

· Changes in scope, resources or timing will be reviewed jointly through a formal change process.

· Approved changes will be reflected in the work plan and changes in the schedule, resources and fees will be adjusted accordingly.

· ITU will provide sufficient project resources, according to the organization chart and resource matrix in the proposal. 

· Completion of project deliverables will be the responsibility of the joint team of ITU and Capgemini core team members. Specific responsibility for each deliverable will be designated in the project work plan.



8 Competences in ITU’s core systems

Capgemini is one of few globally leading vendor-independent system integrators. To ensure leading solutions and full leverage of complete IT-architectures of our clients, we have established alliances with the major package providers. This gives us access to early system developments and changes as well as, via alliance managers, a direct and privileged link into vendor’s organisations. In the following section we provide a brief competence summary for ITU’s core systems SAP, Documentum and IBM’s HR/Access (see reference section too). 
In addition to this Capgemini can provide similar expertise and alliances for other systems which might be of interest for ITU (i.e. e-Collaboration, Database and server rationalisation, portals). 

8.1 SAP & Capgemini
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Capgemini is consistently ranked among the Top 3 SAP integrators in the world and is designated by SAP as a Tier One Global Implementation Partner. We hold a partnership as a SAP global alliance partner. Our SAP expertise is bundled through regional SAP Service lines and several regional so-called Advanced Delivery Centers (ADCs) for off-site delivery of SAP solutions (i.e. Utrecht, Madrid, Toulouse, Duesseldorf, Mumbaï). ADCs typically have 100-200 seats, work on standardised and tested development environments with unified procedures. These ADCs are capable to cost-effectively accelerate SAP-developments, integrations, migrations and upgrades dramatically. 

Overall Capgemini has in ADCs and abroad over 3’100 experienced SAP resources in continental Europe. Below we have listed our skills in Europe per SAP Functionality/module being potentially of interest for ITU.

	Module
	FI
	CO
	FM
	TM
	BW
	SD
	MM

	SAP skills Europe
	348
	297
	37
	18
	62
	301
	366


Capgemini’s extensive SAP community has access to our virtual SAP Community Home Space. This portal groups SAP-relevant knowledge, unified methods, contacts, skills, tools and procedures. It is one of our largest Community Home Spaces.

Our SAP service offering encompasses next to classic SAP implementation, upgrade services, “Total Cost of Ownership” optimisation services (SAP TCO), Enhanced SAP leverage (SAP Business Value), SAP Outsourcing (SAP RUN) amongst others. We regularly execute projects to enhance productive SAP systems, one of ITU’s mentioned issues, for most SAP releases, including SAP R/3 4.6, 4.7 and mySAP.

8.2 Documentum & Capgemini

Capgemini has established a long standing track record as a global preferred alliance partner with Documentum since several years. Capgemini holds a non-strategic alliance with Documentum. The activities of Documentum and other Electronic Document Management (EDM) Systems are hosted within our regional Center of Excellence for EDM in Utrecht / Netherlands. 
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Considering the number of projects done or supported by Capgemini the Center of Excellence for EDM the partnership with Documentum has proven itself. Capgemini and Documentum meet weekly in the Benelux to discuss projects and opportunities. Product development is also on the agenda of these regular meetings. This interaction on product development has become standard policy of the Center of Excellence for EDM. Our technology vendor partners have repeatedly expressed their appreciation for sharing our insights with them. By discussing product development with vendors Capgemini has an excellent view on the dynamic EDM marketplace.

Our Centre of Excellence for EDM (about 100 consultants in total) inhabits about 20 functional and technical experts on Documentum, grouped together in the Documentum Competence Centre. Through the Competence Centre and abroad we have 100+ Documentum experience consultants. With the access to these competences, Capgemini offers ITU, the possibility to effectively improve its Documentum System, integration expertise towards SAP, and a direct connection into Documentum’s development department.
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IBM & Capgemini

Capgemini and IBM have been successfully working together through their Global Technology Alliance Agreement (GTAA). First signed in 2001, this agreement was renewed and extended in January 2004 for a further three years. In March 2004 IBM recognised the achievements of the Capgemini alliance by awarding Capgemini not one but two of the prestigious IBM Partner World Beacon Awards for partner excellence.

Capgemini works regularly alongside with IBM to combine and leverage the global strengths of both organisations. This mutually important and highly successful alliance combines IBM’s “best-in-class” technology with our technology and industry expertise, to create collaborative solutions that meet and exceed the demands of the marketplace. And for companies, who already have major investments in IBM technology, incorporating IBM products into Capgemini solutions, not only strengthens these solutions but also maximises the success of engagements while minimising risks.

Next to numerous areas of collaboration, IBM and Capgemini have repeatedly and successfully integrated SAP and HR/Access solutions. Typically we prefer for HR/Access-SAP-Integration to work alongside with IBM (faster and cost efficient) than executing everything on our own. In these cases Capgemini subcontracts to IBM selected clearly specified technical implementations whereas Capgemini remains overall liable for the system but focuses on the process and functional side of the implementation. For further credentials please consult the reference section; we would source our HR/Access experienced resources from France where at least 15+ experienced consultants are available.

9 Confirmations

As requested in your cover letter, terms of references and/or biding procedure, we certify that:

· Capgemini has no financial interest in the provision of a particular hardware or software solution, or any other interests that would impair its neutrality in proposing the best solution for ITU;

· That no ITU line manager or member of the Group of Specialists has received any direct or indirect benefit from the bidder, or has been or is presently employed by Capgemini; 

· As far as Capgemini could verify, no ITU line manager or member of the Group of Specialists bear any of the following relationships to any person employed by Capgemini: husband, wife, father, mother, son, daughter, brother or sister;

· ITU’s purchasing conditions have been noted and accepted by Capgemini; Capgemini reserves the right, however, during negotiations to discuss details and/or modifications of selected paragraphs to be enclosed eventually in a final contract.

Appendix

	Appendix 1 Company Information Sheet

	
Capgemini (Suisse) SA on behalf of the Capgemini Group


	Company

	
	Name of Company:
	Capgemini S.A.

	
	Head Office:
	Group Head Office : Place de l’Etoile, 11 rue de Tilsitt, F-75017 Paris

	
	Names of Officers/Directors:
	Paul Hermelin (Group CEO), Alexandre Haeffner (Group COO) 

	
	Legal Status: 
	Société Anonyme (S.A.)

	
	Date of Founding: 
	1967

	
	Registered Capital: 
	In 2002: 1’004 mEUR (capital social) and 3’505 mEUR (capitaux propres)

	
	Place of Incorporation: 
	Paris, France

	Bank references

	
	Name of Bank(s):
	Credit Suisse

	
	Director of Bank(s): 
	Michael Bertoud

	
	Address of Bank(s): 
	Bleicherweg 72, 8070 Zürich

	
	Telephone No. of Bank(s):

	+41 1 333 85 65

	
	Fax No. of Bank(s):      
	+41 1 333 40 41

	No. of Staff Employed:
Turnover in Swiss Francs (round figures):

	
	Management:
	23 (group level)
	2000:
	10’743 mCHF

	
	Other staff
Full time:
	52’683 (2002)
	2001:
	13'045 mCHF

	
	
Part time:
	n/a
	2002:
	10'923 mCHF

	List of Major Clients (address, telephone number, contact person) and details of the work carried out (dates, type of work, etc.) – attach additional page(s) if required

	
	
	Please refer to specific section “Selected References” of the enclosed proposal

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	Certified as accurate:

(Authorised signature)                                                     
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	Date: July 30th, 2004

 
	Stamp:






	Appendix 2 Formal Declaration

	Capgemini (Suisse) SA on behalf of the Capgemini Group


	
	I, the undersigned, certify that the offer of Capgemini (Suisse) SA will remain valid in all its terms and conditions until the date of signature of a contract with ITU. 



	
	On behalf of the Capgemini Group:
Signature, Name and Title of the Bidder’s authorised representative



	
	

	
	
[image: image4.wmf] 
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	Dr. Stephane Dyckerhoff, CEO, Capgemini (Suisse) SA
	Beat Binder, Vice President, Capgemini (Suisse) SA

	
	
	

	
	Date:    July 30th 2004      

Place:   Lausanne, Switzerland      



	
	Bidder’s Seal: 




	Appendix 3 Capgemini Profile


Capgemini, one of the world’s foremost providers of Consulting, Technology and Outsourcing services, has a unique way of working with its clients, called the Collaborative Business Experience.

Backed by over three decades of industry and service experience, the Collaborative Business Experience is designed to help our clients achieve better, faster, more sustainable results through seamless access to our network of world-leading technology partners and collaboration-focused methods and tools.

Through commitment to mutual success and the achievement of tangible value, we help businesses implement growth strategies, leverage technology, and thrive through the power of collaboration. Capgemini employs approximately 55,000 people worldwide and reported 2003 global revenues of Euro 5.7 billion. Our global strategic alliances with the top technology companies in the world help us to provide clients with solutions tailored to their specific business needs.
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Capgemini has earned an international reputation for professionalism, technical expertise, innovative excellence in project management and ethical behaviour. For example, Capgemini was ranked with the highest client satisfaction for information technology services in an independent survey conducted by The Emerson Company. Emerson awarded its FIVE STARS rating - the highest possible - for client services, including the responsiveness of Capgemini executives and staff; our professional reputation within the industry and our knowledge of the business.

Our Public Service Community

Capgemini is a major service provider for the Public Service Sector. It accounts for 20% of our global revenues in 2003, involving some 10’000 consultants worldwide. 

With the Public Sector worldwide engaged in extensive reforms – from large international organisations to local administrations – Capgemini is eager to become the preferred transformation partner in this growing market.
As key projects open up in areas such as Defense, Tax and Treasury, Law Enforcement or Local Government, in many countries such as the UK, the U.S., the Netherlands, France, Spain, Germany, Canada, and Australia, among others, the Group is able to bring valuable knowledge and extensive resources to Public Sector clients. The largest IT deal worldwide in 2003 was signed with the UK Inland Revenue (the ASPIRE project), a striking illustration of the benefits of Capgemini’s close collaboration with its Public Sector clients and partners.

Capgemini’s Public Service Sector has furthermore decided to allocate significantly more resources to Non Governmental Organisations (NGOs) to cope with their demand in professional services and to leverage our past experience with NGOs, including some of the largest organisations within the UN-Systems.
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The community of consultants dedicated to this sector form a worldwide network of locally implemented teams supported by our deep knowledge management infrastructure. They provide solutions by leveraging the knowledge of our consultants and public services specialists. Your team will be able to benefit from:

· Access to CGE&Y’s global “KNew” knowledge management repository, which contain lessons learned, approaches, implementation tools, sample deliverables and other resources from our most recent assignments in the public sector, UN Agencies and others. 

· Rapid solution development based on our experiences made at other UN agencies (i.e. for Budgeting, Budget-Tracking, Publications under Documentum DMS, process improvements acquired through multiple ERP-Implementations, etc.)

· Access to Subject Matter Experts (SME’s) in respect to similar organisation (e.g. UN, international institutions) and/or functional expertise (Finance/Budgeting, IT, Publication, SAP, Documentum, etc.)

Our Finance and Employee Transformation (FET) Practice

Any transformation - whatever processes or functions are concerned – has People and Finance as key ingredients. All companies recognise today that they must cope better with their main asset – employees – and they need to have a firm grip on their numbers (accounting, consolidation, reporting, forecasting, financial communication…) which are more than ever scrutinised both internally and externally. 
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Companies will leverage what they have to realise the benefits of investments already made. This back-to-basics approach is fundamental to Capgemini's Global Finance & Employee Transformation Services. With a decade of experience helping companies redefine and optimise support functions, we excel at helping you streamline operations and drive performance in Finance, Accounting, Human Resources, Knowledge Management and IT. From simple strategic planning to ERP optimisation, we practice a comprehensive approach to transform your internal infrastructure and enhance existing strong points within your organisation.

Our FET-Practice is a tier-one player in all areas of FET. The practice has some 1’400 dedicated professionals (business consultants; technology consultants excluded) and sales of approx. 525 mEUR. Continental Europe the practice counts more than 475 professionals.  The FET-Practice is virtually linked through an extensive Community Home Space (see graph).

In the field of Results-Based-Budgeting, commonly referred to as Activity Based Management across other sectors, Capgemini was at the forefront of the methodological implementation. When developed in the early 90ties by Norton/Kaplan, Capgemini held a strategic alliance with these faculty members in order to understand ways of operationalising their framework. This partnership led i.e. to joint projects, including in Switzerland, where Capgemini and Bob Kaplan worked on-site with clients to implement the first operational models. 

Our IT Strategy Practice

Transformation is a journey, not a destination. We will work with you to find improvement opportunities at the intersection of business operations and technology. This approach is focused on your most pressing business issues. Capgemini brings a fused operations and technology team to analyse the process, technology and organisational challenges surrounding these “red issues”. In close cooperation we support you to develop a value proposition that will allow you to leap ahead of competitors by focusing on improvements that leverage business opportunities and technology possibilities. The result is a transformation approach that is always customised to your situation and specific need.

Capgemini is a global player in issue based and transformation consulting with over 900 worldwide consultants and within it, approximately 150 business information strategy consultants. Large-scale, enterprise-wide transformation is one of our core specialties and this has been proven in a series of project engagements already. We have sustained transformational relationships of over ten years with multiple flagship clients. Through our heritage, we have worked with clients in every part of the world and in every industry group as a partner in transformation. Sometimes these were short “transformational events,” lasting a few weeks. Other times, they were multi-year engagements designed to rework the company top to bottom. As a result, we have much to share from our collective experiences over the past 20 years working with global clients to design and engineer multi-business and IT transformations.

After decades of working with CIOs and their companies on transformation, we have learned that companies that seek to attain a higher level of performance must crack the code on integrating business and organisational strategy with technology architecture and development (as opposed to treating these capabilities as discrete silos). Along these lines, we are committed to creating a new breed of professional that brings to our clients the best of strategic business insights and technology acumen. In this way, we help ensure that our clients can attack their problems from multiple angles, and get traction quickly with different parts of their organisation.



	Appendix 4 Selected References


Capgemini follows a strict and unified project management approach which at the end of each project captures relevant knowledge, key learnings and contacts amongst others. We would like to emphasise that Capgemini has on several occasions been cited using world class knowledge capturing, management and dissemination techniques. All consultants can access this system to leverage experiences made on other projects to the benefit of ITU.

	
Mapping references to Bid requirements
(click on reference number)
	NGOs / UN / Public Sector
	Linking Plans
	Program / budgetary priorities
	Cost allocation methodologies
	Budget / costs analysis
	BPR & Change Mgmt
	IT-Strategy
	HR/Access
	SAP
	Documentum
	“One Window” Portal
	Others

	1 ITU – Selected projects
	X
	
	
	
	
	
	
	
	
	
	
	

	2 UN agency headquartered in Paris – controlling the budgets
	X
	X
	
	X
	X
	
	
	
	
	
	
	

	3 UN Agency headquartered in Geneva –Workshops for Budget & Finance
	X
	X
	X
	
	
	
	
	
	
	
	
	

	4 UN Agency headquartered in Vienna
	X
	
	
	
	
	
	X
	
	
	
	
	

	5 Commission de la Communauté française or  “Cocof”
	X
	X
	X
	X
	X
	X
	X
	
	
	
	
	

	6 New controlling model for a German federal state
	X
	X
	X
	X
	X
	X
	X
	
	X
	
	
	

	7 UN / NGOs – High-Level references
	X
	
	
	
	
	X
	X
	
	
	
	
	

	8 Pharmacia Corporation – DMS under Documentum
	
	
	
	
	
	
	
	
	
	X
	
	

	9 Borealis – DMS under Documentum
	
	
	
	
	
	
	X
	
	X
	X
	
	

	10 Documentum – High-level references
	
	
	
	
	
	
	
	
	
	X
	
	

	11 Délégation Générale pour l’Armement (DGA) – HR/Access jointly with IBM
	
	
	
	
	
	
	
	X
	
	
	
	

	12 Eléctricité de France (EDF) – HR/Access
	
	
	
	
	
	
	
	X
	
	
	
	

	13 HR/Access – High-level references
	
	
	
	
	
	
	
	X
	X
	
	
	

	14 Dutch ministry – IT strategy
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	15 Deutsche Telekom  – IT strategy
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	X
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	16 IT Strategy & Architecture  – High-level references
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	17 SAP – High-Level references
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	X
	
	
	

	18 Activity Based Costing/Mgmt – High-Level references 
	
	X
	X
	X
	X
	X
	
	
	
	
	
	

	19 Pharmaceutical company – Portal
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	1. ITU – Selected projects

	
	Benefit to ITU:
	Overview of work conducted for ITU

	
	Project Description:
	· ITU Telecom: "The Connected Society: Winning the New Battle for the Customer"-Study

· Assisted ITU in preparing forums, rolled out within the framework of Telecom ’99

· Around a hundred interviews of top managers, mainly CEOs in the Telco industry

· A very detailed study presenting Telco industry leaders’ analysis of the current market situation and how they see the future

· Telecom Development Symposium (TDS) – official ITU TDS studies

· ITU in Telecom ’99, Interactive ’99, Americas 2000, Asia 2000 and in Africa 2001

· Division Forum wanted to evaluate the actions which were undertaken by the Member States in the whole world, in agreement with the recommendations worked out at the time of TELECOM sessions

· Questionnaires sent worldwide, Survey of implementation recommendations made at previous Telecom, Survey of the role of the ITU, Publication of a working paper





	2. UN agency headquartered in Paris – controlling the budgets

	
	Contact:
	Provided upon request

	
	Background:
	· Need to improve controlling of budgets

	
	Project Description:
	· Define the new system for negotiating budgets: organisation, ratification, strategic objectives

· Cover the entire cycle, from programme to activities, for both quantitative and qualitative aspects

· Develop the application 

· Realise the intranet site

· Interface with accounting for budget follow-up

· Train in using the tool

	
	Results:
	· International deployment

· Better visibility for the development of actions and for the investment incurred


	3. UN Agency headquartered in Geneva –Workshops for Budget & Finance

	
	Contact:
	Provided upon request

	
	Background:
	· Capgemini was engaged in organising two strategic workshops for Budget & Finance with ten attendees prior to a planned ERP package selection

	
	Project Description:
	· Organisation and facilitation of 2 workshops with ten attendees from Budget & Finance, including representatives from regions & countries

	
	Results:
	· Identification of main strategic areas to rethink prior to implementation of an ERP as fund accounting, medium term financial plan vs. budget management, processes in budget & finance between headquarters, regions & countries; income & expenditure recording. 


	4. UN Agency headquartered in Vienna

	
	Contact:
	Provided upon request

	
	Background:
	· Capgemini was engaged in planning the re-engineering of the agency’s Safeguards Information System (ISIS).

	
	Project Description:
	· Definition of strategic business drivers by conducting interviews with management

· Definition and prioritisation of high level business requirements by conducting workshops with users (business and IT staff)

· Definition and prioritisation of high level IT requirements based on the high level business requirements

· Analysis of the current IT architecture (information systems, information, technology infrastructure, ongoing / planned projects, interfaces)

· Selection of the future IT architecture (information systems, information, technology infrastructure) based on developed and evaluated architecture scenarios

· Definition of the migration strategy based on developed and evaluated migration scenarios

· Development of a master plan for the implementation of the ISIS re-engineering (including the description of all necessary sub-projects with project charters that comprise financial costs (for HW, SW, internal and external resources) and time resources)

	
	Results:
	· Business and IT requirements defined

· Current IT architecture analysed and future IT architecture defined

· Migration strategy and appropriate master plan developed





	5. Commission de la Communauté française or  “Cocof”

	
	Contact:
	Provided upon request

	
	Background:
	· Cocof faced the lack of transparency on budget elaboration, breakdown in budgetary items and budget consumption/ cost follow up & reconciliation. 

	
	Project Description:
	· Audit of the accounting and budgeting processes with improvement action plan, functional analysis of the accounting module, redesign in alignment with an upcoming computerisation

· Computerisation of the budgetary processes: Developed “Infobud”, a specific budgeting application for the entire Belgian public sector which included:

· Budget elaboration cycle management

· Budget breakdown into basis allocation

· Budget consumption using “engagement/ orders to pay” techniques

· Budget consumption follow-up

· Budget reallocation

· Phase II: Implementation of the new processes, Phase III: Computerisation of the budgetary processes within the capital assets mgmt service, Phase IV: Deploy Infobud

	
	Results:
	· Transparency on budget development/ breakdown in budgetary items/ budget consumption/ cost follow up & reconciliation for all financial operations, creation of a web access

· Standard budgetary tool/procedures, better budget forecasts, tool with web access


	6. New controlling model for a German federal state

	
	Contact:
	Provided upon request

	
	Background:
	· In connection with a massive re-engineering program of public administration processes, a German federal state (covering all 10of its ministries, approx. 5,000 civil servants and public employees) engaged Capgemini to outline a concept for ‘business driven’ resource management 

	
	Project Description:
	· Development of an innovative, ‘business driven’ mgmt & admin model including 

· Definition of strategic and operational controlling, incl.  KPI’s

· Development of relevant reporting processes and tools, including an MIS

· Development of a business case and benefits tracking methodology 

· Development and launch of a new cost accounting model

· Development of the system of the cost centres 

· Development of the processes of internal cost allocation

· Implementation planning and implementation of the new processes and the SAP platform

· Development and execution of relevant training sessions and mobilisation measures to seamlessly integrate the new controlling model into employees’ daily life 

	
	Results:
	· Concept of ‘business driven’ mgmt & admin developed, incl. implementation plan 
· New cost accounting model developed and launched, new processes defined and implemented, related systems requirements defined and implemented (SAP systems landscape) 


	7. UN / NGOs – High-Level references

	
	Benefit to ITU:
	Acquaintance with UN-Organisations and/or with similar issues

	
	Contact:
	Provided upon request

	
	Reference Description:
	· UN agency headquartered in New York: Full-fledged PeopleSoft implementation

· UN Agency headquartered in Rome: Oracle migration

· UN Agency headquartered in Geneva: Document automation under Documentum

· UN Agency headquartered in Geneva: Capgemini was engaged in helping the Finance division to reengineer the Finance processes prior to an ERP package selection

· International independent organisation situated in Geneva: Upgrade PeopleSoft Financials System from version 7.53 to 8.4 in administrative processes

· NGO headquartered in Geneva: Upgrade PeopleSoft Human Resources Management System from version 5 to 7.5





	8. Pharmacia Corporation – DMS under Documentum

	
	Benefit to ITU:
	Documentum expertise

	
	Contact:
	Provided upon request

	
	Background:
	· Top tier global pharmaceutical company, headquartered in New Jersey (USA), 43’000 employees. Present in 60+ countries; six major sites worldwide (Europe and Northern America)

	
	Project Description:
	· Objective: Introducing EDM within Pharmacia on a major site in Sweden

· Capgemini Solution

· Assisting Pharmacia on strategy, support & development concerning DMS

· Providing expert counselling concerning Documentum

· Implementation of a competence center and setting up / supplying governance.  

· Approach: Use of Capgemini DELIVER methodology incl. Business Case

	
	Results:
	· Completed roll-out


	9. Borealis – DMS under Documentum

	
	Benefit to ITU:
	Documentum, Documentum/SAP, Workflow creation w/ SAP & Documentum expertise

	
	Contact:
	Provided upon request

	
	Background:
	· The Borealis group of companies, with headquarters in Copenhagen (Denmark), is jointly owned by Statoil (Norway) and Neste (Finland). Borealis operates a number of petrochemical plants in Belgium, Norway, Sweden, Finland and Portugal.

	
	Project Description:
	· Several DMS-Projects mostly under Documentum

· DMS Architecture Study

· Proposal of different architectural scenarios looking at the different IT and business requirements incl. SAP-Integration.  

· Specific DMS projects

· BIL Corporate Communications (Sharing of corporate procedures, phonebook, etc.)

· BIF IT&S pilot project (Borealis Infrastructure Foundation (WWW))

· R&D: iTeam (Project control & planning)

· PDMS: Plant Data Management System under Documentum (Document control, versioning, common source, master as well as access to documents from SAP for maintenance)

· Financial Shared Service Center w/ Documentum

· Objective: Centralisation of the A/P processing for the Group, at the Shared Service Center. Solution: Automating the handling of incoming invoices (210,000 annually)

· Capgemini approach: Introduced ReadSoft for scanning, interpreting and interfacing invoices with SAP/R3. Scanned documents are stored in Documentum. International architecture: scanning takes place at six scan stations throughout Europe, whilst SAP and Documentum are hosted at Borealis headquarters in Lyngby, Denmark. The project headquartered at the Shared Service Center in Mechelen, Belgium

	
	Results:
	· Completed roll-out in six international locations


	10. Documentum – High-level references

	
	Benefit to ITU:
	Documentum, Documentum/SAP, Workflow creation w/ SAP & Documentum expertise

	
	Contact:
	Provided upon request

	
	Reference Description:
	· Abbott laboratories

· Alstom Transport

· Ymaouchi





	11. Délégation Générale pour l’Armement (DGA) – HR/Access jointly with IBM

	
	Benefit to ITU:
	HR/Access implementation and integration into other core systems

	
	Contact:
	Provided upon request

	
	Background:
	· Project CHORUS: HR/Access 3.e, 3’500 users, 46’000 accounts 

	
	Project Description:
	· Functional context

· Gestion administrative et gestion de l’avancement (droit public), gestion du reclassement, gestion des carrières et des compétences, gestion des emplois et des postes, gestion de la masse salariale, gestion des structures, gestion des arrêtés, gestion des effectifs, Formation

· Services

· Project management

· Training development 

· Technical and functional studies, management of technical delivery teams

· Systems integration, parameterisation, interface specification, data migration, deployment


	12. Eléctricité de France (EDF) – HR/Access

	
	Benefit to ITU:
	HR/Access implementation and integration into other core systems

	
	Contact:
	Provided upon request

	
	Background:
	· Project SPRINT: HR/Access v3, 6’000 users, 150’000 accounts 

	
	Project Description:
	· Functional context

· États post-paie, bulletin de paie, gestion des habilitations, interfaces, création d’un dossier agent minimal

· Services

· Project mgmt

· Training development 

· Technical studies on In-/Output interfaces and functional studies

· Systems integration, parameterisation


	13. HR/Access – High-level references

	
	Benefit to ITU:
	HR/Access implementation and integration into other core systems

	
	Contact:
	Provided upon request

	
	Reference Description:
	· CGEA: version 3.1, 15’000 accounts, jointly with IBM

· ONERA: version 1.5, 60 users, 2’400 accounts

· Cegetel: version 1.6, 120 users, 5’000 accounts

· S.A.P.R.R.: version 1.5, 200 users, 7.500 accounts

· Bouygues: International roll-out of HR/Access for 35'000 employees

· SITA: Jointly with IBM, Merge of payroll function for 12’000 employees





	14. Dutch ministry – IT strategy

	
	Contact:
	Provided upon request

	
	Benefit to ITU:
	Ability to develop and implement execute IT-Strategies

	
	Background:
	· SAP currently in use with the ministry show great differences and are not fully integrated

· From an ad hoc and fragmented approach, the ministry wanted to implement a strategy which would show coherence and cover a multiple-year horizon

· Important prerequisite was to reduce total cost of IT

	
	Project Description:
	· Improve budget planning and stronger control on policy, results and resources as well as integrated internal management through 

· Integrating financial admin with other admin and external sources of information 

· Matching external budget and control to internal management

· Policy and control of means in one hand and decentralisation of authorities

· Integrated responsibilities and authorities at decentralised management level 

· Yearly plan cycle (internal) in accordance with external budget and control cycle

· Migration of existing systems to a new SAP system to achieve truly integrated management information

	
	Results:
	· Integrated management information for planning and control on director level

· Budget planning and realisation as means of control established

· New SAP system in place


	15. Deutsche Telekom  – IT strategy

	
	Contact:
	Provided upon request

	
	Benefit to ITU:
	Ability to develop and implement execute IT-Strategies

	
	Background:
	· Challenge was to achieve higher efficiency and effectiveness by optimising the organisational structure and processes of IT

· At the same time, the quality of service processes had to be kept up

	
	Project Description:
	· Phase 1: 

· Visualise the IT processes and organisational structures

· Conduct focus interviews with selected employees

· Map the application landscape, analyse SLA, verify project portfolio

· Phase 2: 

· Create strengths/ weaknesses profile

· Quantify benefits potentials in the benefits case and validate results

· Prioritise recommendations for action with direct impact on result and cash flow

· Phase 3: 

· Develop an implementation plan for the recommendations 

· Align management with mid-term and long-term improvement measures

· Initiate “first cuts” and prepare “implementation”

	
	Results:
	· 20-30% decrease in capital costs by implementing infrastructure management

· Cost reduction in user helpdesk by 5% to 10%, 20% reduction of resources in appl. mgmt

· Reduction of the project portfolio and of resource lock-up in projects; improvement of project quality and on-time delivery plan


	16. IT Strategy & Architecture  – High-level references

	
	Contact:
	Provided upon request

	
	Benefit to ITU:
	IT Strategy & Architecture capabilities

	
	Reference Description::
	· It is Capgemini’s daily core business to develop and implement It strategies & architectures for all types of environments

· Very large projects include: Solvay, (IT-governance, processes, organisation), Land Nord-Rhein Westphalen (Architecture), Degussa (Portal-Architecture), Daimler-Chrisler (quality assessment of European IT-departments), UBS (fast-track IT-review), etc.





	17. SAP – High-Level references

	
	Benefit to ITU:
	SAP expertise

	
	Contact:
	Provided upon request

	
	Overview:
	· Capgemini has fully 3’100 dedicated SAP-resources and additional 3’000 affiliated SAP-consultants. Which have completed over 1’500 SAP implementation to date out which approx. 300 where improvements of existing SAP-systems including value-added upgrades

· We are currently engaged in 15 R/3 4.7 value added upgrades/improvements and we have executed 162 value added upgrades/optimisation on R/3 4.6

· All major functionalities ITU is currently using can be matched with relevant experiences

	
	Reference Description:
	· Capgemini value added upgrades/improvements SAP-projects are typically accompanied by extensive re-engineering, change management, training, next to the typical systems integrations work

· Non-exhaustive list as example for R/3 v4.6 value-added upgrades/improvements

[image: image8.emf]Client  Country Industry R/3

HAMBURG MANNHEIMER Belgium Financial Services 4.6

KONE International N.V. Belgium ? 4.6

PIDPA - "Provincial and Interurban Public Drinking Water Company" (Belgium) Belgium Energy, Utilities & Chemicals 4.6

Bank One EU Finance 4.6

Merisant (PHARMACIA) EU Manufacturing 4.6

ADP - AEROPORTS DE PARIS France Public Sector 4.6

ARMOR France MHTA 4.6

Astra Zeneca France Pharmaceutique 4.6

AVENTIS  France MHTA 4.6

CHIRON France MHTA 4.6

ISOVER (Saint Gobain) France MHTA 4.6

RHODIA France MHTA 4.6

EDF - ELECTRICITE DE France RTE - Réseau Transport Electricité France Public Sector / Energy, Utilities & Chemicals 4.6

RENAULT France Automobiles (RFA) France MHTA 4.6

HEINEKEN France (SOGEBRA) France CPRD 4.6

GAZ DE France (GDF) France Public Sector / Energy, Utilities & Chemicals 4.6

OPTIC 2000 France Life Sciences 4.6

PSA France MHTA 4.6

THOMSON Multimedia (TMM) (MHTA) France MHTA 4.6

ALSTOM Contracting France MHTA 4.6

SANOFI SYNTHELABO France Life Sciences 4.6

ATAC France CPRD 4.6

ROCHE Diagnostics France Life Sciences 4.6

EUROCOPTER France MHTA 4.6

Centre National d'Etudes Spatiales
CNES France MHTA 4.6

TOTAL FINA ELF (ELF EAPS) France Energy, Utilities & Chemicals 4.6

RENAULT Agriculture France MHTA 4.6

SNT - SOCIETE NATIONALE DE TRANSMISSIONS France MHTA 4.6

GENERALI Ressources Humaines France Financial Services 4.6

ANTALIS France Life Sciences 4.6

BOSCH Rexroth AG Germany MHTA 4.6

COGNIS Germany Energy, Utilities & Chemicals 4.6

KUKA ROBOTER GmbH Germany MHTA 4.6

KUNZ Informatik GmbH Germany MHTA 4.6

Netscalibur Italia S.p.a (ex Unisource) Italy Internet Provider 4.6

AQUAFIL Synthetic Fibers & Polymers Italy MHTA 4.6

Assicurazioni Generali Italy Insurance 4.6

Birra Peroni Industriale S.p.a Italy Manufacturing\Consumer Products\Eating&Drinking 4.6

ELDOR CORPORATION Italy MHTA 4.6

PERONI Italy CPRD 4.6

Q8 (Kuwait Petroleum International) Italy Energy, Utilities & Chemicals 4.6

SCAVOLINI Italy MHTA 4.6

ABN AMRO Corporate Netherlands Financial Services 4.6

AKZO NOBEL Zout (Salt) Company Netherlands Life Sciences 4.6

AUTOVER Netherlands MHTA 4.6

TETTERODE Netherlands Financial Services 4.6

YAMANOUCHI Netherlands Life Sciences 4.6

CESPA Spain Public or private Sector ? 4.6

EL PAIS (Newspaper) Spain Telecom Media Networks 4.6

GALLETAS GULLON Spain CPRD ? 4.6

GLAXO WELLCOME A.B. Sweden Sweden Life Sciences 4.6

MÖLNLYCKE HEALTH CARE AB (Sweden) Sweden Life Sciences 4.6

Rexam (ANC) UK Manufacturing 4.6

COCA COLA Global CPRD 4.6








	18. Activity Based Costing/Mgmt – High-Level references

	
	Benefit to ITU:
	Acquaintance with Activity Based Costing (ABC) implementation

	
	Contact:
	Provided upon request

	
	Reference Description:
	· Total: Activity Based Costing, associated management processes, systems implementation, BPR

· Ericcson: Activity Based Costing systems implementation support

· British Steel: Activity Based Costing, associated management processes, systems implementation

· Roche Vitamins: Activity Based Costing, associated management processes, systems implementation

· Air Traffic Control: Activity Based Costing, associated management processes

· ABM Amro: Activity Based Costing mgmt processes, systems implementation

· National IT-Service provider: Activity Based Costing, associated management processes


	19. Pharmaceutical company – Portal

	
	Benefit to ITU:
	Ability to create “one window” solutions fast

	
	Contact:
	Provided upon request

	
	Background:
	· Pan-European intranet development for a Pharmaceutical company accounting for users needs in all countries in a very short space of time.

	
	Project Description:
	· Approach: To redesign the intranet taking into account the needs of users across Europe. Timescales and budgets were insufficient to allow user studies in each country so the two most disparate countries were studied directly while all other countries were provided with a pack of workshop materials to run locally and return for inclusion in the design rationale for both iterations of the design. A sample activity is shown below where users had to agree which components they needed on each page in order to most effectively achieve their daily tasks. Designed components were based on a previous round of user reviews.

· Solution: flexible “One-Window”
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your page






	
	Results:
	· Obtained buy-in across the counties and design was agreed.







	Appendix 5 Consultant’s Profiles


Based on the suggested project structure and resource requirements from Capgemini (see chart below) we have selected the following team:

	Suggested Capgemini Project Team

	Project Lead:
	Manager
	Beat Binder, Vice President, Public Services

	Project Lead Backup:
	Manager
	Steffen Boehm, Managing Consultant, IT Strategy

	Workstream I:

(core members)
	Lead
	Jewgeni Brusilowsky, Managing Consultant, Finance Transformation

	
	Resource
	Thorsten Hieber, Senior Consultant Finance Transformation

	
	Resource
	

	
	Resource
	

	Workstream II:

(core members)
	Lead
	Patrick Klasen, Managing Consultant, IT Strategy

	
	Resource
	Ulrike von Heinemann, Senior Consultant, IT Strategy

	
	Resource
	N.N.

	
	Resource
	N.N.

	Workstream III:

(core members)
	Lead
	Matthew Turnbull, Principal, Consulting Services

	
	Resource
	N.N.

	
	Resource
	N.N.

	
	Resource
	N.N.

	
	Resource
	N.N.

	
	Resource
	N.N.

	
	Resource
	N.N.

	Change Management:
	Lead
	

	Subject Matter Experts:
	Ad hoc
	Documentum: Hans Vlak, Lead EDM Center of Competence 

	
	Ad hoc
	HR/Access: tbd (7 identified in France, but due to vacation no confirmation)

	
	Ad hoc
	SAP:  Uwe Günzel, Vice president, Lead SAP Practice Central Europe

	
	Ad hoc
	Portal:  Attila Mihle

	
	Ad hoc
	Architect: Dr. Jean-Paul Hahn, Principal, Consulting Services

	
	Ad hoc
	

	
	Ad hoc
	

	Service Delivery Mgr:
	Manager
	Nicolas Schobinger, Principal, Consulting Services

	Quality Assurance:
	Manager
	Dr. Andrea Tinnefeld, Risk & Quality Central Europe, Consulting Services 


A commitment to the availability is usually only made for key consultants; this allows for greater flexibility if between proposal submission and project start are more than 2 weeks; here the delay will be 6 weeks. The key people (Project Mgmt and Leads) are for the time being confirmed. 

We are confident to be able to staff this project with qualified consultants; prior to project start, ITU shall be able to review our staffing suggestion and make amendments based on perceived fit/gap of consultants.

	Beat Binder, Vice President, Public Services (CH)

	Role on project:
	Key Capgemini contact on Steering Committee

	CV (excerpt):
	· Education

· Physicist diploma, University of Geneva

· Master’s in Industrial Engineering, ETH Zürich

· Graduate of Harvard Business School, Programme for Management Development

· Employment History

· Mr. Binder is Vice President in the Management Consulting practice Capgemini Switzerland. As Management Consultant (since 1985), he has ten years of experience in manufacturing, five years of experience in the public sector, ten years of experience in financial services (including insurances) and five years experience in the middle market. He has extensive experience with program and project management in strategy, CRM, ERP implementation, new public management, and business process reengineering. His language skills and multicultural experience give him the credibility to lead complex international projects in a multinational environment.

· Currently he leads the Capgemini practice in western Switzerland, with a main emphasis on business development.

· Experience prior Capgemini

· Fire Detection and Intrusion Industry: General secretary, responsible for strategic and operational planning of the group, 3 years 

· Heating Ventilating Air Conditioning Industry: Assistant to the CEO, 3 years

· Military Industry: Planning manager, Air Defence/Antitank System Project, 7 years

	Selected Accomplishments:
	· Selected Assignments in International and Swiss Public Sector

· Managed a project to reengineer the finance (including management processes) and accounting processes of a United Nations agency located in Geneva; as part of assignment trained the customer 

· Managed a program to implement an ERP package in Finance and HR at a United Nations agency headquartered in Rome in a complex multilingual, multicultural and international environment with more than 20 consultants

· Currently helping a United Nations agency’s Finance division to define their strategy in Budget and Finance prior to an ERP project.

· Managed a project to audit and improve the processes of the social aid of a Swiss state

· Managed a project to conceptualise and implement the introduction of New Public Management in a Swiss state

· Managed projects to audit and reorganise the processes of the tax authorities of three Swiss states

· Selected Industry Assignments

· Managed a project to define and implement the strategy of two Swiss state banks

· Managed a project to redefine the back office processes of the State Bank of Vaud (Switzerland)

· Managed a group of more than 25 banks and insurances in a project to handle the bankruptcy of a mountain resort in Switzerland

· Managed a project to define and implement the strategy of a producer and distributor of electricity in the region of Lausanne (Switzerland)

· Managed a project to benchmark and reengineer the core production processes of an multinational aluminium extrusion group located in Europe and to elaborate the RFP for ERP vendors

	Sector exposure:
	· Public Services, Financial Services

	Selected Consulting/ Technology skills:
	· Project Management

· Senior programme management expertise

· Executive coaching and decision support

	Language skills:
	· English (fluent), French (mother tongue), German (fluent)


	Matthew Turnbull, Principal Consultant, Service Industries Switzerland

	Role on project:
	Lead Workstream III

	CV (excerpt):
	· Education

· University of Manchester, BA

· Employment History

· 3 Years Consulting Experience with Capgemini

· United Nations member organisation

· Various project management assignments in financial services

· Experience prior Capgemini

· 00-01 Senior Project Manager, Advanced Consulting

· 99-00 Architecture Program Manager, Major Swiss Bank, Private Banking

· 95-99 Engagement Manager, Software & Services Group

· 89-95 Project Manager, Insurance Group

	Selected Accomplishments:
	· Selected Assignments in Public Sector

· .Project management and architecture coaching for the planning phase of a major systems renewal program for a UN institution in Vienna (Requirements analysis and process modelling, Architecture design (Architecture design coaching role), Project planning for the development, migration and roll-out projects)

· Selected DMS Assignments

· •
Expert role in three reviews of a strategic banking back-office renewal program.

	Sector exposure:
	· Public Services, Financial Services

	Selected Consulting/ Technology skills:
	· Project Management

· Project leading and coordination of international projects

· Experience with integration management

· Software

· OS: OS/390 (IMS / CICS), NT, Unix (AIX, Solaris), OS/2, AS/400

· Programming: HPS (Case tool / Code generator), Cobol, XML, IDL

· Applications: Banking: GEOS, Symbols

· Databases: DB2, IMS, DB2/2, Oracle

· Middleware / EAI: MQ Series, proprietary middlewares, Tuxedo / eLink, MQ Series integrator V2, Neon, Sungard integration broker (Mint)

	Language skills:
	· English (mother tongue), German (expert), French (fluent)


	Hans Vlak, Managing Consultant, Technology Products/ECM (NL)

	Role on project:
	Team member

	CV (excerpt):
	· Education

· Information Science - University

· Business Administration – Registered

· Employment History

· 12 Years Consulting Experience

· Managing the competence center for Enterprise Content Management  

· Knowledge Management expertise

· Evaluation of administrative information systems und set up of reporting

· Setup and implementation of quality systems

· Implementation of planning & control system for management information

· Preparation of feasibility and improvement studies for Document Management and Workflow Management, including an approach and planning 

· Currently he manages the Capgemini competence center for Enterprise Content Management.

· Experience prior Capgemini

· .

	Selected Accomplishments:
	· Selected Assignments in Public Sector

· .

· .

· Selected DMS Assignments

· .

	Sector exposure:
	· Public Services, Financial Services

	Selected Consulting/ Technology skills:
	· Project Management

· Project leading and coordination of international document management projects

· Experience with integration management

· Software

· Workflow Management

· Document Management (Documentum v5, …)

· Knowledge Management

· Enterprise Content Management

	Language skills:
	· English (fluent), German (mother tongue)


	Patrick Klasen, Managing Consultant, Business Information Strategy (D)

	Role on project:
	Lead Workstream II

	CV (excerpt):
	· Education

· Master of Business

· University of Frankfurt, Specialising in Financial Controlling, Information Management
· Employment History

· Mr. Klasen Managing Consultant in the Business Information Strategy Practice of Capgemini Germany. He has five years consulting experience within various IT-Strategy projects.

	Selected Accomplishments:
	· Telecommunication Industries

· Market analyses within the telecommunication industries in respect of the deregulation of the German market

· Automobile Industry

· Cost optimisation analysis for data centers in the European  sales organisations of an international car manufacturer

· Qualitative audit and benchmarking of the European IT-departments of an international car manufacturer

· Chemical Industry:

· Development of business reengineering concept for a business unit of a leading chemical producer

· Development of business scenarios for Latin America and Asia/Pacific to validate the future IT-Landscape for a business unit of a large pharmaceutical company

· Pharmaceutical Industry:

· Development of a global IT-Organisation and IT-Project Portfolio Management for an international pharmaceutical company

· Logistics Industry

· Development and implementation of a program portfolio management organisation and processes for a major international express courier

· Development of the B2E-Strategy for an international distribution and transportation company

	Sector exposure:
	· Logistics Industry, Telecommunication Indsutry

	Selected Consulting/ Technology skills:
	· Project Management

· IT Service Portfolio

· IT Assessments and Re-design

	Language skills:
	· English (fluent), German (Mother tongue)


	Steffen Boehm, Managing Consultant, IT-Strategy

	Role on project:
	Project Management Office

	CV (excerpt):
	· Education

· 1995-1996: Business Administration, Leuven (Belgium), KU

· 1992-1998: Business Administration, Diplom Kaufmann (University), Kiel University.

· Employment History

· Since 2001: Capgemini Deutschland GmbH

· 1999-2001: datango AG, Vice President Sales

· 1999: Intershop Communications AG, Sales Manager GFS Europe

· 1998-1999: Siemens Corporation USA, Buyer

	Selected Assignments:
	· Knowledge stream lead for the planning and implementation of an information and technology platform for enterprises, research institutions and investors in Switzerland.  Responsibilities included the definition of the strategic development roadmap, compliance with legal regulations and decision making, planning of back office organisation, operational concept and training of staff

· Restructuring of budgeting and planning of HR IT group of a German logistics company. Analysis of strategic impact of new financial management structure for internal service units. Tool development for budget planning & controlling of product managers. Training of product managers and controlling personnel to facilitate operational implementation

· Engagement manager of strategic software development project for leading German Logistics Company involving London-based development partner for complex optimisation algorithms. Definition of requirement and functionalities. Coordination of development activities. Facilitation of extensive client workshops. Software prototype with additional functionality delivered within time and budget.

· Business stream lead in the analysis & design phase for an integrated e-Government platform in a German federal state involving Capgemini and external partners. Service definition, set-up and calculation of business cases. Meeting facilitation and group leadership. Financing via European subsidies (TIP) for PPP construct. Change process and political decision-making.

· Development of portal strategy for a leading European fruit and vegetable retailer. Definition and prioritisation of requirements and applications for the intranet and extranet portal. Design of portal architecture, portal software evaluation and definition of navigation structure and authorisation concept

· Development of European internationalisation strategy for MRO electronic market place - country evaluation, selection and market entry strategy for each country

	Sector exposure:
	· Public services, manufacturing/high-tech

	Selected Consulting/ Technology skills:
	· Project Management

· IT Strategy

· Re-engineering

	Language skills:
	· English (fluent), French (working knowledge), German (mother tongue), Spanish (basics)


	Dr. Jean-Paul Hahn, Principal, Technology Services

	Role on project:
	Expert IT Strategy & Architect

	CV (excerpt):
	· Education

· 1981-1986: Master of Sciences in Physics, ETH Zürich

· 1986-1991: PhD in Physics, ETH Zürich

· Employment History

· Since 1996: Capgemini, Switzerland

· 1991-1996: Industry Leading Manufacturer of analytical instruments and LIMS software: Support Engineer in networks, SQL and Oracle

	Selected Assignments:
	· Security planning project for a financial institution: Set up project plans for 9 clusters including activities, people involved as well as investment costs; estimated the efforts needed for the daily operations of the proposed solutions
· Reorganisation of the headquarters of an international agro-chemical company: Conducted the As-Is analysis of the headquarter IS departments and identified improvement areas; conducted Service Value Analysis for products identified as a service; conducted Task Based Analysis for non-service processes; design of the To-Be IS headquarter organisation including organisational structure, headcount and governance model
· Responsible for IT operations of an e-Commerce project for a large Swiss life insurance company: Management of the IT-Operations team and preparation of the hand-over to the customer’s IT operations team
· GUI analysis for the back-end system of the Swiss National Transaction Bank project of a large Swiss international bank: Feasibility analysis for the redesign of the GUI, Evaluation of the potential cost savings realised by the redesign of the GUI
· Payment server: Consulting and implementation of the first Swiss Payment Server

	Language skills:
	· English: Fluent

· French: Mother Tongue

· German: Mother tongue


	Ulrike von Heinemann, Senior Consultant, Transformation Consulting IT Strategy

	Role on project:
	Resource IT-Strategy

	CV (excerpt):
	· Education

· 1997-1998: European Business Administration, Brittany, Business School

· 1995-2000: Business Administration & Business Application of IT, Bamberg University.

· Employment History

· Since 2000: Capgemini Deutschland GmbH

	Selected Assignments:
	· Design of a global shared service centre concept for IT services including the analysis of a global transformational outsourcing for a global agro-chemicals company

· Development of a set of financial and non-financial KPI’s for the CIO and the global management team of a leading chemicals and life science company to steer the redesigned global IT organisation

· Analysis and evaluation of the IT organisation and application portfolio for leading pharmaceuticals company at corporate site

· Definition and design of a new global IT organisation in the context of an IT strategy for a global agro-chemicals company. This included the redesign of the organisational structure, clearly defined roles & responsibilities, a new comprehensive process model and a transparent governance structure to improve overall IT effectiveness

· Conceptual and facilitation support in a review of a strategic IT transformation project with major business impact for the client, a major Swiss bank

· Development of alternative business models for the internal direct marketing centre (call centre) of a major Swiss Telco company including restructuring and internal cost cutting opportunities as well as the assessment of several outsourcing scenarios with the evaluation of potential partners

· Business support and quality insurance (processes, documentation, communication and training) as well as coordination of the IT delivery in the stabilisation phase of an SAP implementation in the finance department of a leading global life sciences company.

	Language skills:
	· English: Fluent

· French: Fluent

· German: Mother tongue

· Spanish: Basic knowledge


	

	
	

	
	· 

	
	· 

	
	· 


	Jewgeni Brusilowsky, Managing Consultant, Finance Transformation

	Role on project:
	Team Lead Workstream 1 

	CV (excerpt):
	· Education

· 1994 – 1996: Master of Science in Business (MSB), Bodo Graduate School of Business, Norway

· 1987 – 1992: Electrical Engineering, Baltic State Technical University,  St. Petersburg


· Employment history

· since 2001: Capgemini, Process and Application Consulting within Finance and Controlling.

· 1997 – 1999:
Crystal AO, Russia
Managing Director, Main responsibilities: foundation, controlling, logistics, financial reporting.

· 1996 – 1997 :
Bedriftskompetanse AS, Norway, Management Consulting in areas of business development, BPR, marketing strategies. Specializations: finance, controlling and business analysis

	Selected Assignments:
	· Development of business processes in controlling as a part of post merger integration:  development of cost controlling strategy and process definition, design of Profit Center Accounting with Cost of Sales Reporting, design of parallel activity type valuation for corporate and local reporting

· Overhead Management: Conceptual design of processes, focusing on realisation of transparent overhead cost reporting. Realisation of customer solution based on ABC principles and cost driver analysis.

· Realisation of budgeting processes and implementation within ERP solution

· Design and implementation of a central group wide cost accounting for R&D of an international plastics producer; development and implementation of efficient cost unit structures (SAP implementation) and development of various reports

· Execution of SAP roll-out and implementation of the controlling modules for the German subsidiaries of an Italian Polypropylen producer

· Team Lead for the design of controlling processes and implementation of the SAP modules CO-OM, CO-PC, EC-PCA, CO-PA for an Italian chemicals group including Reporting Process based on US-GAAP and local GAAP

· Development of a SAP-template in the areas of Controlling for a German chemicals firm; design and implementation of the Controlling processes especially for IAS reporting, transfer pricing, activity based costing



	Language skills:
	· German: Mother tongue

· English: Fluent

· Russian: Mother tongue


	Thorsten Hieber, Senior Consultant, Finance Transformation

	Role on project:
	Team member Workstream 1 

	CV (excerpt):
	· Education

· 1994 – 1999:  Business Engineering,  Karlsruhe, University


· Employment history

· since 2000: Capgemini, Process and Application Consulting within Finance and Controlling.

· 1999  - 2000 :  DaimlerChrysler AG

	Selected Assignments:
	· Team lead for design of new cost accounting and reporting processes and structures including the introduction of activity-based costing / marginal costing
· Identification of sustainable cost saving potentials in the area of finance and administration. Preparation of decision papers including cost-benefit-analyses as well as definition of an implementation plan to realise cost saving potentials.

· Redesign of cost accounting (chart of accounts and cost center structure, cost accounting process in general) in a project to conceptualize new finance and controlling structures.
· Definition of SLAs for operation and support of IT processes
· In a Telco company: Development of a new organisational structure for the whole subsidiary in combination with a staff reduction of 50%: analysis of as-is situation, identification and reconciliation of potential staff reductions, conceptualisation of to-be organisation

· Optimisation of Purchase-To-Pay process with focus on financial requirements. Major project tasks were: the analysis of relevant data and the derivation of respective measures, the processing of an open workitem list and the documentation of the Purchase-To-Pay process in an operational handbook

· Development of a detailed concept for the implementation of global shared services
· Re-organisation especially of finance & controlling department. Analysis of quantity structures and definition of a to-be organisation. Definition of actions required and redesign of several processes
· Conceptualisation and implementation of an OLAP based controlling system in the central controlling department of Mercedes Benz

	Language skills:
	· German: Mother tongue

· English: Fluent

· French: Basic knowledge
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Some Credentials from our Public Service Practice





Defence

Health

International

Local 

Gov

Central 

Gov

d-NRW

Unédic





US win – client asks us to keep this confidential at the moment

Notes on some clients in separate word document

Defence:

DGA

UK MoD – DECS

Fr Gendarmerie

Onera

NL MoD



Health:

- NL Caremore

- Scottish Executive

- US Continuum (health care)

- US Wellpoint (health insurance)

- US Blue Cross Blue Shield Association – Federal Employees health insurance

		NHS 24 (Scotland)

		VWS - Dutch Ministry of Health, Welfare and Sport  - Ministerie ven Volksgezondheid, Wellzijn en Sport – DBC project





Local Government:

- North Rhine Westphalia

- Councils Online Australia

- Westminster City Council

- Montreal City



Central Government:

		DTI – UK Department of Trade and Industry

		Home Office – UK, eBorders and joined up justice

		Ministere de l’Economie des Finances et de l’Industrie

		Unedic - Fr

		Werklinq – NL

		Working Links – PPP UK

		Inlichtingen bureau – Social Security intelligence/information bureau NL





International:

		EC eGov Survey

		IFAD - International Fund for Agricultural Development (Italy, w Dutch staff too)
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