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Effective Developing; Launching & Managing Growth Services



Over the last few years, the technology industry has introduced an explosion of new products and services to reach the emerging convergence marketplace. 

This recent wave of products & services may be only the “tip of the iceberg”. With the emergence of new technologies like fixed/ mobile network convergence and open wireless communications networks and other trends discussed later in this report, the drive to launch many more new services is sure to come.

However, our research has found that many companies can do a much better job in not only launching but effectively managing these new services after launch. 

These deficiencies result in significant added costs (in both launching & managing these services); launch delays, or even launch failures.

Fast Growing Services Management Best Practices

Companies can dramatically improve their performance in these areas by implementing a number of “fast growing services management best practices”. They include:


· Apply more experienced program management skills & techniques during the service design & launch: Many of the problems that companies are experiencing in this effort can be mitigated by stronger program management. Later in this report we will discuss a number of recurring barriers that, if properly managed, can go a long way in improving the result; lowering the cost; and reducing the launch time. More effective program management can also help companies that continue to experience a number of recurring challenges to successfully creating and launching new services. Examples include: (1) addressing organizational issues; and (2) resolving partnership problems. This is especially true where the services are integrated with third parties.

· Implement a standard; cost effective & efficient methodology for service development & launch: Our findings suggest that many companies will continue to develop & launch additional new services in the months and years ahead. Please refer to the section of this report entitled “Trends Accelerating Service/ Product Launch in the Technology Industry” for some key reasons that we believe this is true.  A standard methodology can be a strong foundation for “learning from your mistakes”; avoiding recurring pitfalls; and improving efficiency.
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· After service launch, replace, where appropriate, the temporary systems & procedures with more cost effective robust ones. We also found that many companies have launched a number of new products very quickly. This was done in their rush to get them to market as fast as possible. In doing so, they continue to support many of these services with less than efficient systems and procedures that were developed to meet the quick introduction timeframe. As these services have grown over time, many of these systems & procedures must now be updated; replaced; or supplemented to handle the growing demands of the now maturing service. 

This report was prepared to (1) identify these issues; (2) the opportunity that exist in many companies to reduce cost or increase revenue; while also (3 improving efficiency and customer service. To do so requires taking a “fresh look” at how you are managing each of these activities.

By implementing these three key “fast growing services managing best practices”, many companies can:

· Speed the introduction of new services in a more cost effective manner while increasing revenues; and

· Identify cost reduction and revenue expansion opportunities from their present service operations and manage them more efficiently.

For ease of presentation, we have divided the remaining report into the following sections:

· Root causes of fast growing services’ inefficiencies;

· Fast Growing Services: Improve the Results; and

· Introduction to Bonocore Technology Partners.



Root Causes of Fast Growing Services Inefficiencies

Based on our experience, companies implementing and managing fast growing technology services must overcome a number of the root causes that are now resulting in significant excessive operating costs; time delays; and cost overruns as they launch and manage these services. 

These causes are especially true when there are alliances involved and/or vendors are working on the same product launch.

 The root causes can be classified into the following major categories:
 
· Organization Issues: key among these issues is the lack of coordination between departments because of poor project management; inadequate communications, or lack of appropriate priority setting. 

· Infrastructure and Support Issues: These include areas such as (1) implementing temporary systems that are not replaced or upgraded: (2) underestimating the amount of equipment that is needed to launch the effort or (3) underestimating the company support that is necessary for the size and complexity of the effort.

· Skills or Experience Issues: not bringing all the experienced staff necessary for a successful launch (effort usually requires assigned product development, sales, project management, marketing, and service delivery etc.). Lack of proper focus of the staff that was assigned to the effort.

· Revenue Replacement Issues: Company should recognize and consider the impact that the new service may have on current revenue streams. In some cases in may have a short term negative impact on other service areas.

· Economies of Scale & Alliance Partner Issues: Company recognition of the importance that economies of scale may have on the success of a new service (or lack of scale to deliver new services may cause failure). They should also recognize the importance and influence that OEMs may have on a potential service. OEMs may be required to make changes for a service to work properly.

· Regulatory: need appropriate and proper regulatory approvals 

These root causes add to the need for a company to implement fast growing services changes including:

· An effective; repeatable; and timely product development & launch process; and
  
· Changes to how they are implementing the systems & procedures to support these services.

This is where Bonocore Technology Partners can help.

Our services are designed to help our clients accomplish these objectives.


Fast Growing Services: Improve the Results 

Bonocore Technology Partners Fast Growth Services Consulting helps our clients reduce costs; speeds service’s time to market and improves the products chance of success. In addition, our experienced consulting staff and our standard development & launch methodology can also help provide a replicable approach for future product development efforts. 

We built our approach around industry “best practices” that reduces the impact of the root causes of service management inefficiencies and launch delays or failures. 


Our services include:

·  A Diagnostic Assessment for Designing; Launching; and Managing Fast Growing Services. This comprehensive assessment is designed to take a “fresh objective look” at how these services are now being designed; launched; and/or managed. We make recommendations for improvement based on experience and industry “best practices”. The benefits of completing this assessment can include identifying:

· Cost reductions or revenue enhancement opportunities: For example, in the area of ongoing services support, many of the systems & procedures were designed quickly and were expected to only be used on a temporary basis. In the initial systems design, there was little thought to the implications of significant future considerations such as (1) large volume increases; (2) revenue assurance needs; or additional reporting requirements.  Our diagnostics have identified that these present systems can now be causing significant operational issues. In many cases, our assessments uncovered that these systems have (1) be meeting these additional needs but in a very inefficient way; or (2) not been meeting a number of these needs at all. As the services have grown over time, many of these systems & procedures must now be updated; replaced; or supplemented to handle the growing demands of the now maturing service. Identifying these issues and implementing more cost effective ways to meet these needs can add revenue or reduce cost. 

· Improved customer service opportunities: Many times, these temporary systems were not designed to handle the present operational demands being placed on them from a customer service perspective. In a number of situations, our diagnostic assessment identified critical issues related to areas in customer satisfaction and other customer service support opportunity areas for improvement.

· Implement a standard; cost effective & efficient methodology for service development & launch:  As mentioned, a standard methodology can be a strong foundation for “learning from your mistakes”; avoiding recurring pitfalls; and improving efficiency. 

· Our standard service development; launch; & management methodology is driven by a:

· Business case: What is the business case for the product or service (including all implications)? Cannibalized revenue? Economies of scale requirements, Alliance partner implications, etc.

· Disciplined Approach: This includes a strong program management throughout the entire process.

· Implementation Focus: The program will be focused from the Phase I (Business Case) to the end as an implementation effort. By that statement, we suggest that everything will be viewed as what can be practical and what can be implemented effectively.

· Interdisciplinary Skills; Using the right skills as a team to effectively arrive at the interdisciplinary answers; and

· Effective inter-departmental communication: We work hard to make sure that everyone is involved and participating and informed. 

· Our standard methodology approach is designed to be executed in three phases and can be staffed with a combined multi-disciplinary team of BTP and client staff. We can enter a company’s project in any of the three phases and assist the client from that point forward. It is not necessary to begin the process at Phase I, if the client is beyond that stage, in the methodology before we can be of assistance.  The three phases are:

· Business Case Strategy;
· Service Planning & Design; and
· Program Management & Execution.

More detained information related to our standard methodology approach is contained in Exhibit I of this report.

· Provide experienced strong program management services: Our experienced consulting staff can also provide program management assistance that can improve the results; lower the cost; and reduce the launch time on many of these projects. Our assistance in effective program management also helps eliminate recurring challenges to successfully creating; launching; and managing high growth services projects.


Introduction to Bonocore Technology Partners
.
Bonocore Technology Partners, LLC, founded in 2002, is a high- impact technology consulting firm working at the intersection of strategy, operations, and technology to help our client’s create value. This is very important since many companies have told us they do not want a “one dimensional” consultant. They want someone who can work with them in a holistic manner.

Our goal on each assignment is to provide high-impact consulting services that increase our client’s revenue; reduce their costs; or improve their competitive position.
  
Our approach requires our team of senior consultants work closely with our clients to redefine many of the traditional ways that consulting services are offered by many of our competitors. 

Our key differences from our competitors are that we are results driven in a number of ways:

· Approach: we not only focus on the integration of strategy; operation; and technology but we are also “hands-on” and stay through implementation;

· Staff:  our staff has deep industry & functional experience. Most have been partners with major consulting firms and have “C’ level experience as well.

· Competitive Fees: Because we do not use a staff leverage model, many of our assignment are very cost effective compared to the national firms. At times, we also place some of our fees at risk.

From our client’s perspective, our services are defined in three ways:

· Creating & implementing breakthrough strategies. These can be M&A; business; product; market; new services; or restructuring new alliance programs.

· Evaluating client’s operations and make recommendations & changes to improve results. This could include business analysis; assistance in due diligence; competitor analysis; and key customer analysis.

· Design, Selection, & Implementation of key advanced business support systems. Our specialists are skilled in advanced customer care (including billing); advanced network; project management; and operating support systems.


Our team has managed a many of successful consulting projects for a wide range of technology companies. We have also consulted with many of the major technology companies around the world. Our staff has managed and consulted in all key practice areas including strategy; operations; network design, construction & management; systems planning; systems implementation; network management; billing & customer care; and financial management.  More information on our firm can be found on our website: www.bonocore.com. 


If you would like to learn more about how we might be able to help improve you’re fast growing services development; launch; and management process or make your next product/service more successful, please feel free to contact me at 415-924-9992 or by email at jbonocore@bonocore.com.

Thank you again for your continued interest in Bonocore Technology Partners.





Joseph J. Bonocore
President & CEO
Bonocore Technology Partners, LLC
jbonocore@bonocore.com
415-924-9992



Exhibit I:  BTP Standard Service Development & Launch Methodology



































Exhibit I

BTP Standard Service Development & Launch Methodology


Phase I: Business Case Strategy

· Assess the Market – The market assessment would include market segmentation and sizing;

· Assess the Competition – The competitive assessment would include benchmarking competitive services;

· Assess the Organization  – An organizational assessment would include a high-level impact to organization, processes, systems, policies;

· Develop a Product Strategy – The product strategy would include targeting, position, value proposition, potential partnerships; and

· Develop the Business Case – The business case would include model development with projected revenues and costs

Phase II: Service Planning & Design

· Definition of Service – The service definition would include benchmarking, service portfolio, pricing model and guidelines, service development plans and product development roadmap

· Complete any Vendor / Partner Selection and Due Diligence: We would evaluate any potential vendors/partners that may be considered as part of this service offering.

· Design the Service Delivery Model – This would include the necessary organization, process, systems and infrastructure needs, sourcing strategy, and the implementation plan

· Design the Sales & Distribution Model – This would include the map sales channels, channel partnerships and value proposition, and define new policies

· Define Roadmap and Projected Budget – This would include a detailed execution roadmap and project budget development



Phase III: Program Management & Execution

· Develop Service Requirements – Service Development would include cross-functional product requirements and roadmap reviews, cross-functional coordination, risk mitigation

· Execute Sales & Distribution Plan – execution of sales and distribution development plan

· Execute & Service Delivery & Support Model Development – execution of service delivery and customer care implementation plans, manage execution of systems implementation and integration plans, new policies

· Program Management – progress and roadmap reviews, cross-functional coordination, vendor management, executive updates
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