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ABSTRACT

This dissertation, which is also referred as the Sumyroé Learning of a
professional doctorate, is intended to “pull together hal fearning that had taken
place” situated at the workplace. As this doctorate snbed towards professional
practice, with its emphasis on theory informing practind practice in turn refining
theory, it therefore includes distilled professionarifeng from the past as well as
the learning synthesised from the workplace based projébis.in turn forms the
basis and framework to which, new “working” knowledge isnfolated and
contributed.

This “thesis” entitled strategic planning, discusses two kepics of
competitive strategy formulation and strategy impleragon effectiveness are
studied through two sequential integrated workplace based rojdtanagers are
sometimes tasked with the responsibility of formulatiogmpetitive business
strategies. Mintzberg (2005), once criticised managers liegt ‘enalyse and plan
like mad; they just don't strategize”. This criticisi® rightly justified because
managers are often at a loss when required to formstedeegies. The managers
engaged in the development of the Strategy Formuld®imtess (SFP), strategy
models based primarily on Porter's (2004) work on competitstrategy, the
Integrated Situation Assessment Framework (ISAF) andr otheous strategy
models reported that they have become more equipped and ekig@able to
undertake such future assignments.

Likewise, the managers engaged in the development of streegy
implementation evaluation process (PEAR), Situatioplémentation Effectiveness
Evaluation (SIEE) model and matrix based on the academik of the strategy
evaluation by Johnson, Scholes and Whittington in 2008 hawegborted that these
new tools and processes are helpful in their undeistgrof how to evaluate the
strategy and their implementation effectiveness. rTiedlection and learning point to
“‘change” and new knowledge in terms of both academic amctifial knowledge
which has benefited both business stakeholders and redabachunity have been
documented.

The application of Action Research methodology, apprtgpf@ workplace
based learning is reaffirmed through my collaboration #idse managers in solving
these two workplace problems. Real time distilled learnsxgadquired through
reflection-in-action during the projects and past learniagdistilled through
reflection-on-action which when combined makes up the tafiéctive learning
experience through workplace based learning.
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CHAPTER 1 INTRODUCTION

“The world is changing quickly and one must continue to beident for life
to be successful, no matter how the learning is acquiredjuoted from my
interview with The Sunday Times on my doctoral pursuitofig 2012). The
newspaper interview is included in Appendix 1. This learning jouaiever three
and a half years is backed by a significant professioaadec, spanning across
Australia and Asia and multiple academic qualificatiomsuding a foundational
science degree followed by postgraduate studies in educatiinabstudies and an
executive Master in Business Administration (eMBA). sThDoctorate of
Professional Studies (DPST) is premised on workplacenitegr exploring how
academic knowledge, professional knowledge and practictls skteract in
“working knowledge” through action research and togethentribute new
knowledge at the highest level.

1.1 The body of knowledge on Strategic Planning

The body of knowledge is described as a collection @irimétion about a
subject or subjects which is able to be identified, describddeferenced. The main
field of knowledge in this case is strategic planning as“tiesis” title suggests
which examines the two key aspects of strategy fornaumatnd the evaluation of its
implementation effectiveness. The literature on sgwtplanning is discussed in
more details in Chapter 2.

In regards to the wider body of knowledge, this study tgcatly framed by
its focus on competitive business strategy which isnatigto my industry being a
provider of professional services. The sub-disciplifem@anagement of change and
leadership are of utmost relevance to the discussiotiheofdifferent stakeholder
communities. The impact of management of change andersglaip is further
addressed in Chapters 4 and 5. Furthermore, the projects/ gepject management
model such as plan-do-check-act (PDCA) to ensure impleti@m success of
process. This is regarded as a key process of actioarchsel'he discussions of
literature and the theoretical basis of SFP and PEARIware adapted from the
Plan-Action-Observe-Reflect process in Action Reseamsthod are found in
Chapter 2 with Chapters 3, 4 and 5 addressing its applicatigrlementation,
evaluation and reflection. These areas of knowledge ropkéhe wider body of
knowledge which sets the context for the entire workplaased action research.
The definition and application of the concept of strategjy be articulated in the
following sections.

1.1.1 The definition of strategy

According to Mintzberg (1978), the term, “strategy” haeip defined in a
variety of ways, but almost always with a common taewhich is that of a
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“deliberate conscious set of guidelines that determindsides into the future”. It is
a plan of action designed to achieve a set of specific gahlsh is aspiring to gain
a position of advantage over adversaries or exploitingrgmg possibilities.
Adversaries in business strategy are usually competithies,eas adversaries refer to
enemies, in the context of military strategy.

In this study, the topic of “strategy” is focused on cotitpe business
strategy and it covers the various aspects of theeggrdbrmulation, implementation
and evaluation of the effectiveness of the strategythis respect, it is useful to
identify that the aspect of strategy formulation, agppsed by Lynch (2003), is
“built on the particular skills of an organisation aheé special relationships that is
has or can develop with the outside” leading to the choicgrategy options that
gives the organisation “advantages over [its] competitor§his follows through
with strategy implementation which, as postulated bydeu& Wheelen (1996) is
“the process by which strategies and policies are put action through the
development of programs, budgets, and procedures.” The abpect of strategy
evaluation, as explained by Rumelt (1980, in Mintzberg anthrQu.996) is the
“attempt to look beyond the obvious facts regarding thertdbrm health of a
business and appraise instead those more fundamentas fantbtrends that govern
the success in the chosen field of endeavour.” As, stidtegy evaluation is crucial
as “timely evaluations can alert management to problempotential problems,
before a situation becomes critical” (David, 2005). Thgsemphasized by David
(2005), “adequate and timely feedback is the cornerstoneffeftive strategy
evaluation.”

1.1.2 The strategy hierarchy

Most larger and more complex corporations are majteted in their
organisation structures and hence, managed by severas le¥emanagement
accordingly. The notion of strategy hierarchy is th#ed@nt levels of strategy
targeted at different layers of organisations withedéht objectives. According to
Sutherland & Canwell (2004) and Lynch (2006), corporate strasetipe highest of
these levels and probably the broadest and most overgrsbcause the strategy has
to apply across the diversified corporation, settingtb@tcorporate vision, mission,
goals and culture. It is further explained by Drucker & Mseilo (2008) that the
timing horizon is also the longest in terms of its faetwutlook. The corporate
strategy typically addresses the strategic question edftyibes of businesses, the
corporation is currently involved and in the future, wherehe Strategic Business
Unit (SBU) is organised and focused on specific business#gnwhe corporate
structure. The competitive business strategy is thexefmcused on the specific
business or firm and can be very different depending omyfiee of business. One
level down in the hierarchy is the functional stratedyicl includes marketing,
finance, information technology, research and developnimerman resources, legal
and risk strategies aimed at supporting the realisatfothe business strategy.
Drucker et al. (2008) introduces the concept of operatioha@tegy where
operational activities are managed and directed througlagearent by objectives
(MBO) to achieve a more granular focus on the day toaddiyities. This study is
pitched at competitive business strategy at the SBWI lewthin the strategy
hierarchy.



1.1.3 The strategy planning process

Drucker et al. (2008) defines strategic planning as the continuogsss of
making risk taking decisions systematically with the grsiaknowledge of their
futurity; organizing systematically the efforts needed toycaut these decisions;
and measuring the results of these decisions against xgpectations through
organized, systematic feedback. This process calls ftruatured and analytical
approach. Management sometimes refer to this procdbe afrategic management
process which is an on-going function involving a seriegdezisions and actions to
formulate, implement, monitor and respond to performaneasures of strategies
(Sutherland et al., 2004).

These two topics are studied in two sequential projeats aperiod of 28
months. The first project is aimed at developing a m®@d model to formulate
competitive strategy. Through my experience, | haveogies@d that most managers,
even those with significant management experienaed fiompetitive strategy
formulation a daunting task. Most resort to externahag@ment consultants for
assistance. The aim of developing this process and moaekducate managers on
how they can perform this strategic activity or at lehscome better equipped to
supervise this activity. As strategy isplemented, it is further noted that
implementation managers do not have adequate knowleddie,oskaccess to tools
and models to assist them in the evaluation of thmeplamentation effort. The
second project is to address this gap by developing a pracdssodel to evaluate
strategy and implementation effectiveness.

This research topic is very relevant to my professisnaamanagement
consultant wherein my job is focused on assisting resgéions to transform and
improve their business performance. The learning outcomiéde beneficial to
both the management of my business and my professiomasagement consultant.
This fits appropriately with the design and intent of arksbased professional
doctorate.

The timing of embarking on this study coincided with my apjmo@nt as the
Regional Managing Director (RMD) of the Enterprise kRServices (ERS) of
Deloitte Southeast Asia (SEA). For the record, nhene of this division, “ERS” is
synonymous with “RCD” which is the abbreviation for RisknSulting Division.
The names are used interchangeably. This strategic apemintis aimed at
transforming the Risk Consulting business into a sustainphétable and growing
business.

My career background of corporate industry and profesisgamgices serves
as a good foundation for this professional doctorate.rficpEted in countless
assignments on addressing business issues and formulapirgpaate competitive
strategies for my clients and business portfolios, l&egayears of management
experiences. My past work assignments in different geogragtom Australia to
Asia have added depth to my understanding of the concgpoludlized businesses
and different work cultures. The combination of past fdrand informal education,



and knowledge acquired from working experiences have begrfulhén my
reflections and analysis throughout this study.

1.2 Overview of this work-based professional doctorate

The DPST is about the highest form of authentic learmntpe workplace
where learning spans across three phases, from displisgexperiences, planning
future experiences and subsequently implementing them natlysas of the present
experiences (USQ, 2009). The first phase is designed te"“#as student into the
program by first reflecting on one’s past learning and deweémt (Learning
Portfolio). My learning portfolio, including the Recognitidrom Prior Learning
(RPL), constituted a third (33%) of this program. The Learritgn marks the
second phase where future learning episodes are plannedss#id and finalised
between my superior and I, at the workplace. It is altely a three way agreement
between the work supervisor, the academic supervisor repirgsehe academic
institutions and myself. Upon approval, the implementatof the projects
commence in earnest. This is the “present” phase. lexpers gained while
implementing the projects in this phase are used to aatideep learning in real
time. This component represents slightly under twalh{64%) of the study and is
made up of the two inter-related workplace projects as idescabove.

This “thesis” is the summary of learning, which is thealf module of the
DPST program. Appendix 2 lists a transcript of my acaderaaord and the
composition of the DPST's 24 units’ requirement. Asdbgctive of this summary
of learning is to “pull together all the learning gatheredulghout the DPST{USQ,
2009, p. 85), it clearly documents the key reflected learamt) deep knowledge
acquired from the different stages including the podfalnd learning plan (pre-
project), two work-based projects (project implementatard my final reflection at
post project implementation. More importantly, thissdéirtation aims to describe
advances in professionalism highlighting the strengths aedkmesses of the
development in areas of reflective practice, crita@dlysis and action research skills.
This dissertation aims to demonstrate that:

1. Specialized research skills are embedded in my studydhrarticulation of
research design and methodology
2. Original knowledge contribution has been made to profeakmractice

These are documented and evidenced, demonstrating how meviedge
and new practices of strategy planning have helped judgmentsrk related issues
or impacted work practices. This report also aims to detraiashow this new
knowledge and professional authority has also enabled “chatigetigh the
leadership of both my team members and other communisyak&holders (USQ,
2009, p. 93).



1.3 Structure of this dissertation (learning summary)

The structure of this thesis is developed in consultatith University of
Southern Queensland (USQ) and East Asia School of Bss{EASB). The intent is
to conform to the five chapter structure listed belowpiporating the learning of
the various modules such as the learning portfolio andifeaplan of a professional
doctorate. This five chapter structure is an establishesististructure and it aims to
fulfill the requirements of the governing academic badies

The five chapters excluding abstract, artefacts and ap@snalie:

Chapter 1 - Introduction, past learning (learning portfoli@) larning plan
Chapter 2 - Literature review

Chapter 3 - Project implementation

Chapter 4 - Findings, analysis and learning

Chapter 5 - Concluding remarks and warranted assertions

agrwdE

Incorporating the reflection of past learning distilledn the learning
portfolio into the above structure does have its ehgks. This reflected past
learning is quite different, both in contents and charmties compared to the
learning from the main projects on strategic planning. Hénsequite difficult to
incorporate this past experience learning in the main chapittisut compromising
the flow and analysis of the workplace projects. Theisten is therefore to
document the reflected past learning from the portfolio mapg@er One itself. The
Learning Plan is also documented in this chapter. linmstlthe planning of future
learning episodes via the proposed work-based projects.



1.4 Artefacts

The artefacts serve as supporting evidence, and refesétiee work and
learning completed in the various study modules. Thera @yl of six artefacts
totalling more than 860 pages and about 120,000 words. Table 1-lassesrthe
contents of the artefacts.

Table 1-1 Description of Artefacts

Artefact | Description Page Word
count
One Learning Portfolio 70 12000
Two Learning Plan 53 10300
Three Project One report on competitive strategy 400 48000
formulation
Four Project Two report on strategy and 220 41000
implementation effectiveness evaluation
Five Communication strategy and journal 42 8600
Six Completed questionnaire used in Project 1| 75 Not
Industry study and initiatives’ evaluation Applicable
sheets for Project 2
Total 860 119900

1.5 Reflection on past professional experience (Learning P ootfo-
Artefact One)

The Learning Portfolio, as described above, is a key madultee DPST
program. It is about revisiting previous experiences tieddte directly to my
professional life. The portfolio titled “Business and Mgament Models in Practice”
aptly described my work routines where business and maeagjemodels were
applied in my previous corporate career and management obmsyling practice
or on clients’ assignments. The Learning Portfolio walsmitted in January 2010,
five months after program commencement in late August 209.iF submitted as
Artefact One in this thesis. The learning portfolio (ceuc®de WBL8000) was
graded a pass of one credit unit and another seven unitswesdawarded for RPL,
earning a total of eight units.

The reflections ormy 27 year career in the workforce, at the time of the
report as a “Knowledge Technologist” were documented g réport. Knowledge
Technologist is a name coined to describe today's werke the Knowledge
Economy (Drucker et al., 2008), as the world transitidsslfi from the post-
Industrial Age to the Information Age. Different lessonerevdistilled from the
reflection on my various professional experiences, gathered from th®uga
employments throughout my career journey. It also desdrithe personal and
professional transformation towards my personal vigiaod ambitions over time.
Appendix 3 outlines my employment record in chronologicdéofor reference.



Three work episodes at different points in my careerewselected to
illustrate continued progression of distilled learning amguaed skills in the
Learning Portfolio. The first work episode was a refactof managing a technical
project at the commencement of my career journey irl89s. It was a relatively
smaller and non-complex internal project which was ssfokand there were some
good lessons drawn from that experience. In work episodeltveflected on the
learning acquired from managing a significantly larger amdpdex client project in
2005 which had to address many difficult issues and how my gbrogam
successfully recovered from a near failure. The thindogje was developing a new
business sector in my professional services career in 20@h waguired a different
set of competency. Details of these selected thre& episodes and their learning
are in Artefact One.

1.5.1 Recognition of Prior Learning (RPL)

The justification for RPL was documented in Section 15he Learning
Portfolio (page 49 of Artefact One). It describes the athges of formal (tertiary
and post tertiary) and informal education, and how thimpmsite knowledge is
useful and applied at the workplace. For example, busaressnanagement theory
taught in the eMBA program is significantly used in myatggy and process
improvement consulting assignments. The training on ptasen and facilitation
skills acquired from my postgraduate training in educatiop @d.) has proven to
be very helpful in the designing of the staff training roulum, training and
facilitation at client workshops over the years.

Accumulated experiences from informal education andemdifit work
episodes illustrate how learning is constantly appleedrprove work deliverables
as well as increase professional knowledge. Recogrofidhe increase in personal
capacity and capability has been evidenced by the promotiong aareer over time.
The continuing education including this DPST is testamémelentless pursuit of
academic knowledge to integrate the on-going quest of gmiofeal, academic and
work knowledge. The mastery of this integrated knowledgpragmatic insights,
built on proven academic theories at the marketpkegptly used, especially when
there is a request to facilitate discussions and wogssabcompany board levels.

1.5.2 Learning from my past professional experiences

My professional career is divided into two broad catiegowith the first 15
years (1982 to 1996) in three large multinational companieshamdtitansitioning to
a consultancy career providing professional servicedanldst 15 years (1996 to
present time). This career switch from corporate tosathancy was aided by the
completion of my executive Masters of Business Admiaigin (eMBA) in that
transition. It was at the eMBA program (1993 to 1996) where @bademic
foundations of many strategy models and managementigbegere taught. | was
able to better comprehend the theory, concepts and ngidefsthe rich tapestry of
my past work experience. This is similar to John’s (2008t migions of reflective
learning where concepts become “real” and start to fomngbacore skills. A point
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of advice is that learning outcomes from MBA schools lzeter achieved if the
student has had some level work experience. There ier bagtpreciation of the
academic rigour of these concepts and theories.

This switch was a significant milestone in my carng@ebecoming a service
provider. It was a defining moment. The work pressures afferalit. As a
consultant, the pressure is to ensure that the valtizeodelivered work match the
fees charged to clients. My accumulated experiential ketiye and learnt theories
proved to be useful in this line of consultancy work. @Behave constantly
acknowledged that my advice is principled and yet pragmahe. principled part
comes from the concepts and academic foundations. Thengtia part is from the
school of hard knocks — the workplace.

1.5.2.1Risks versus Returns

Making that career switch was not easy from corpotaterofessional
services. Selling professional services including meetingpaicis when | had no
prior experience or network was difficult. | was unknowrthe marketplace. These
were some of my early challenges which | had to oveecomternally, the
workplace was competitive and | had to deal with soméefifficult personalities
and also a different work culture from my days as sem@anagement personnel in
corporate industry. The risk of failure was high. Diligenitiendly assistance from a
few mentors and perseverance paid off.

The returns both in monetary gains, knowledge and capafalitputstrips
the early years of hard work. The lesson is to take somasured career risks
because the law of risks and returns apply; the higheisike the higher the returns.
Reckless risk is not what is advocated here. The maukedue diligence, careful
study and consideration must be part of the decision makoaess. Timing is also
important. Taking risks earlier in one’s career givesertime to recover should the
decision turns out unfavourable. At all times, risk manag# should be applied on
the decision taken.

1.5.2.2Learning in the workforce beyond schooling

From a rookie graduate entering into the Malaysian wockfar the 1980s, |
commenced my career at Avon Cosmetics in the complefgartment providing in-
house information technology (IT) services. Basic mamege skills were acquired
while working in this multinational organisation and whileocdinating technical
services in the broader Avon world. Business writing wakilawhich | learnt and
valued from my supervisor. My supervisor who was the Finanaeager would
meticulously edit my draft telexes before they wesatoverseas. Correcting the
edits on the drafts was learning in itself.

My reason to immigrate to Australia was to financially suppay younger
brother’s education expenses. That opened up a new Sigmaidr{® representing



the start of a new career move. | was able to broadérdeepen my management
skills, working in another work culture where managenaamt work practices were
more developed because of the maturity of developed edesndike Australia. At
Estee Lauder, a family owned global cosmetic compatsarht the beginnings of
differentiation strategies as each brand within the proghactfolio is carefully
positioned and managed. The Estee Lauder brand, for examilealways be
positioned as the preeminent brand unlike Clinique which stipped as a high
quality skincare product.

Changing personal circumstances may lead to differamtecanoves. The
lesson is that one must maintain a perpetual hungdedoning, no matter how the
learning is delivered or presented. It can be in the fornopgdortunities or
corrections.

1.5.2.3 Power of Learning through informal and formal education

It was working at CSR, a conglomerate of building malemwith its origin
in sugar business, where | was first introduced to the eminof continuous
improvements such as, Kaizen and Total Quality MoverlEQM) methodologies.
This was during the Quality movement in the early 1990s wheading edge
companies were pursuing operational excellence progranmsptove productivity
and efficiency. Programs like TQM, Six Sigma method@e were introduced to
reduce variations, and Lean Sigma methodologies to redgamisational waste
were prevalent. Exposure to financial planning and perforenananagement,
branding, marketing, operational excellence and strategitagement were part of
informal learning at CSR. Informal learning often camemfrtsial and error. For
example, most organisations do not have formal trainingrpms when one is
promoted to a role lika “manager”. The learning is unstructured trial and ertor, a
the school of “hard knocks” in a world of “sink and swim”i(ktberg, 2005). Some
learn better than others. Some use self-help books toleompt their perceived
skill gaps in their quest to be better equipped for thégsro

It was also at CSR, with its profound talent program wisipbnsors high
potential employees, where my supervisor approved thespdhsorship of my
eMBA program. This is consistent with what Mintzberg (20@&gcribes as the link
of intense formal education to complement the informafing and training in the
world of “sink and swim” at the workplace (Mintzberg, 2005).

1.5.2.4 Clarity of rationale and reasons are important in major demismaking

An advice from a former senior executive has always guigdcareer
decisions. The executive advised that one must alwageleabout the reasons and
rationale behind every major career decision espedfatlis being made by oneself.
This has proven to be sound advice. The reason for tha m@eer change to
emigrate back to Asia was one of moral obligation towamgsging mother. It was
a difficult decision given the apparent “success” andh@eart of the top 100
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executives in the company. On reflections years on,ghasgreat decision, leading
to another successful and rewarding career. The ultiofatéich is the admission to
global partnership at Deloitte.

1.5.2.5 Relationships, business networks and mentors are invatuabl

Switching from an in-house career to that of service geywvas not easy.
Strong support and coaching therefore, made the transitsier eBusiness networks
and communities were invaluable resources. Over the ,yéanad found that
relationships mattered as much as subject content ilh@sigess dealings. Mentors
and coaches who are genuinely interested in helpingsothemt a long way to help
workers succeed in their careers. My entry into Arthmdéxsen to establish its
Information Services business was introduced through a nmtrabr.

1.5.2.6 Capitalising on opportunities and building on momentum

Capitalising on opportunities and building on momentum hasu@avard
spiral effect. The same is true if there are negaéivents which can spurn a
spiralling downwards momentum. Intervention and rebugdare key success
factors to halting any downward spiral effect and turningsttuation around.

My career has progressed over the years, from theatladrshur Andersen to
become the RMD of Risk Consulting Division (RCD) at @& SEA. The charter
of this appointment, as written in the introduction,tas develop a strategy to
improve the business performance of this business umsforaning it to become a
sustainable and profitable growing business. This respohg#mlientrusted from the
CEQ, is quite significant and as such, every effortneed at realising his ambitions.

1.5.2.7 Invaluable lessons from past mistakes

One can also learn from past mistakes. The cited dagork episode was on
a client project which nearly failed, and was subsequem$gued. The client
witnessed this commitment, professionalism and ik asti&ithful client today. The
lessons on maintaining good relationships, negotiationsslaldressing difficult
problems factually and stress management, acquired duripgabess have become
part of one’s deep skills in managing future difficulties.

1.5.2.8 Learning from outside the workplace

| participated in a lot of school co-curricular actegi during my
development years and | believed that these actiytagged a significant role in my
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development of social, cognitive and leadership skillss Tacognition of holistic

education is seen in Singapore’s push to include co-cumri@davities beyond

Science and Mathematics in its education program (Tya#itaun, 2009). Being an
“activist” and “pragmatist” (Honey & Mumford, 1982) in leang style, the

characteristic bias, toward active experimentatiodlasinant in my hobbies and
outside work activities.

1.5.3 Continuous improvement through personal and professional
transformation

Starting as a technical knowledge worker at the onsenyfcareer, my
personal development came from a combination of educatidiearning from the
world of sink or swim. This continuous learning progressivélgned my
management and business skills. This transformatiorehalled me to manage a
regional business at this point in mgreer. | would characterise my professional
career as continuous, successful, optimum in termsagfmising opportunities and
rich in experiences, having had my share of glories ams$ jpathe learning process.

1.5.3.1 The 4C Model of Competency, Capability, Capacity and Comtyuni
standing

| developed a 4C model as part of the Learning Portfolicapture the
personal growth and development in the four attributesoaipetency, capability,
capacity and community standing. The diagram reproduced flemldgarning
portfolio (Artefact One, page 8) illustrates increasingaldth and depth of portfolio
over time with increasing corresponding 4C attributdie complexity and richness
of learning in the three cited episodes demonstrate the paint above.
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Figure 1-1 Career portfolio through 4C model
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A summary of my personal growth is evidenced in my:

Capability in a wider business field, taking on masenior positions
including developing a business

Capacity in terms of taking on diverse and morepemproblems due to
increased competence and capability

Competency in industry knowledge, processes, lsadgerskills and
people development through experiential learningmmlemented by
formal and informal education

Role in community where | hayarogressed from a small IT community
to a competitive consulting business community. W, came many
complexities in management issues which have becomye daily
challenges.

1.5.4 Reflective Practice as a skill

The intent of reflective practice is to embracer@sy outcomes as a lived

reality, that is, it becomes a core skill. Whencticeed consistently, one can use this
learning method to capture learning from everydageeiences, working towards
realizing one’s vision of desirable practice ag/ad reality (Johns, 2009). Managers
need time to personally reflect on what they hasenbthrough (Mintzberg, 2005).
When this happens, the person ends up being agstrcand more learned in
attaining mastery in many life skills. For examplajting this Learning Portfolio
helped with my self-awareness of the strengthsliamtations of my knowledge and
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competences. The practice of using “reflection-in-actibimbdughout the work-based
projects, and authoring this learning summary helps honertipertant life-long
skill of reflective practice.

Moon (2008) cited Eraut (1994) on the concept of self-managtewtdach is
the process of using self-knowledge to achieve a partiemdr The “end” in this
case is growth of professional behaviour that enab&esadks of the professional to
be executed in a timely manner. This changing world willher impact and change
how Knowledge Technologists work in the decades to cofte need for
continuous learning and personal transformation to keep \p#iceevolving work
requirements is important. The discussion of this gkitevisited in the concluding
chapter of this thesis.

1.5.5 Academic writing

Anyone going back to school needs to be “re-tuned” to thidlved academic
studies. The biggest challenge encountered at the learnitiglipsstage was writing
style. The portfolio was meant to be a reflectiod analysis of my prior learning
and development, both professionally and personallyherefore started writing in
the first person. It then started to look like an awtgtaphy. As this report was
pitched at postgraduate level, writing in the third persem®&d more appropriate.
There was no clear guidance even when rereading e in the candidate’s
guide. Discussions at the residential were helpfulaiter many revisions, the final
pass grade of this unit was a relief. One helpful aithatlearning portfolio stage
was learning the science and art of reflective learning.

The debate of writing in the “first” versus “third” persis raised once again
here, in this thesis. It is normal practice to wnite¢he third person in thesis writing.
However, in a work-based, action learning thesis,atliabout the contribution | can
make through qualitative research into real world challergel hence the decision
to write in the “first” person is logical and appropriate

1.5.6 Hind sight vision is good, would | do things differety on reflection

The deepest level in reflective typology is a statén@hdfulness” which is
seeing things for what they really are, without distoriidohns, 2009)The wisdom
of hind sight is always powerful. Prejudice is not a gobaracter attribute. My dad
was a salesman but he struggled through his career andetsaxsched when he
reached his early fifties. That was devastating. | ur@ounsly did not have a
favourable impression of a sales career. In fact,irslyfost university job offer was
a sales representative in an IT company which | promeglgcted. This can be
associated with Nelson’s (2001) idea that “one way we suigt around the
emotional dilemma of claiming to value something with@ating on it is to
procrastinate”. It was not until | switched careemfraorporate to professional
services that | learned to sell and market services. Todag of my core
competencies is marketing and sales. This skill has proieise, not only in my
professional life but also my personal life. If thesene thing to do differently, the
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realisation of this prejudice should have been dealt eattier and the personal
transformation might have been stronger. Having am op@d is therefore, a key
character attribute.

| had undertaken several personality profiling tests irptist and my profile
is one of strong leadership attributes, supportive charaate more of an introvert
by nature. A suggestion from one of my previous supervisar/ in my career was
to “smile more”, spend more time building relationshipsl anot just excel in
technical capability. This was a useful lesson. A surgayclients’ satisfaction
conducted by Deloitte in 2010 reported that 79% of consultantsotikihow how to
build relationships. If there was another thing to déedgéntly, | would invest more
time on building stronger client relationships, a verpomant success factor in the
business of professional services.

| completed my post-tertiary MBA education when | wasy86érs old. | had
about 12 years of professional career at that time. rElative timing seemed to
work in my favour given my acquired working experience aradurity. However,
embarking on this DPST at age 49 seemed a little lateparreflection, an earlier
commencement would be better. The demands of jugglingffeesdt career “hats”,
study and personal life can be very stressful, espgdralbenior positions. It does
not get easier especially if the career is progressitige right upward direction.
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1.6 The Learning Plan (Artefact Two)

The requirements of the Learning Plan (course code WBLOGbutined
in the DPST involve identifying potential learning experiemcthe workplace. This
iS an iterative process and the elements must meetriteria where the potential
learning is pitched at the appropriate level of complexitynmensurate with
doctorate learning. The other criterion is that the ptogéfers enough analytical
capability when exploring the learning opportunities with a deeset of
stakeholders. In addition, the projects must be workgtased and in line with
organisational agenda so that the work deliverables dvenaffits to the organisation
when implemented and tested (USQ, 2009). | can confirinftAming these two
workplace based projects to meet the above criteria atasasy. The difficulty was
in framing the project objectives and anticipating the esponding learning
experience at the appropriate complexity level as mesdi@bove. In my case, the
framing of the two projects did iterate many times durimg development of the
Learning Plan. Section 1.6.2, 1.6.3, 3.1, 3.2 and 3.3 destlidecontext and
rationale for the two projects. Table 3.1 in Sectioh Zovides a summary of the
project elements and its linkages to the theory and literatshich forms the basic
academic foundation of this linkage. The Learning Plan wgsstd during
implementation by reducing the number of projects fromeelto two, because of the
need to focus the learning more succinctly on strategionplg. The iterative
process did happen as indicated in the candidate’s guidein@sight however, this
was the right decision.

The learning plan served different purposes over timeiallgjt the plan
helped me to implement the project based on the mandea@roach designed for
the project. Having the end in mind (Handy, 1994), | then tiseghlan to guide my
implementation of the project. It was expected thaatwiad been planned three
years in advance, would not match the day to day e=alis they unfolded. Hence
the plan can only serve as an on-going log of the joutegh was a useful tool to
compare “what is planned versus actual happenings” forrhél&arning summary
(USQ, 2009). This analysis itself has yielded some fresights from the study.

1.6.1 An introduction of the workplace, Deloitte and its Rik Consulting
Division

This research is situated at the risk consulting divisiddeloitte SEA which
is the work place of this work-based study. Deloitte issé@nd largest of the “Big
Four” professional services organisations providing audit, fiaancial advisory,
risk and business consulting services to businesses arounatide It operates in
an oligopolistic industry at the premium segment levelcwvhs dominated by the
four competitors after years of market consolidatiome Tother three main
competitors are Ernst & Young (E&Y), Pricewaterhousgtiars (PwC) and KPMG.
Structurally, it is a private partnership with represeotain almost every country by
member firms and has a population base of over 195,000 persgemeErating
USD28 billion globally in 2011. Rating agencies rated Dedods market leader
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amongst its peers in 2010. It is however, a neakettk competitor with PwC and in
2011, PwC managed to retain its former leadersbgiipn.

As businesses globalise, Deloitte too, has to djgdan its structures to
match and serve its’ clients’ management structu@esnmencing 2009, the seven
Deloitte member firms of Singapore, Thailand, Malay Indonesia, Philippines,
Guam and Vietnam are managed regionally under careagement structure. This
structure is referred as Deloitte SEA. The powdtuce is in atransition phase from
an autonomous country centric culture to one teabperating on a region and
country power matrix.

Within each member firm, the services are organtae&BUs, for example,
audit, tax, financial advisory, risk and consultifigisiness advisory). These SBUs
are managed regionally and in its matrix form, wuthial country SBU leaders
indirectly report to the country member firm’s Mgivag Partner (MP). This type of
matrix management structure is quite common inyt@dausiness context.

Figure 1-2 Deloitte SEA organisation

Deloitte SEA cluster

Deloitte
Indonesia

Consulting

Deloitte Deloitte
Thailand Philippines

The Strategic Business Units (SBU) of Audit, Tax, Financial Advisory Services (FAS), Enterprise
Risk Services (ERS) and Consulting are managed regionally within country representation in matrix
responsibility and accountability structure

Revenue size of each country is not reflectedendibgram although most of
the regional SBU leaders are from Bieagapore member firm because the Singapore
member firm is largest by revenue and most develapéerms of competency and
capability.
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1.6.2 Problem Statement or management dilemma

The senior management of Deloitte SEA was very awmeck about the
performance of the RCD which is one of its SBU. ppaked a sharp decline of
revenue and profitability in the year ending June 2010. Besiperating losses,
there were other significant management issues. Tearalanwas declining, high
staff attrition and there was infighting between campas business of USD16million
with a headcount of 350 practitioners. Lack of leadershg iaeffective business
governance led to concerns about the sustainability andityiaddi this business.
The evidence of its poor financial performance is pregkin the Appendix 5. The
net margin for the year ending June 2010 was a loss bBd@&thousand.

To put it simply, this business was on a “burning platfoemdi would be
unsustainable if there was no intervention. It waompetitive. There was no focus
because the leaders were driving the business in manyiai®ecThere was lack of
business governance and the staff were confused. Seniagement was unclear
about the state of the business. The incumbent leadeumable to attend most of
the management meetings to provide an accurate ass@ssand meaningful
recovery plan of this business. Hence, senior managemasnirustrated.

1.6.3 The project objective

As it turned out, framing the projects to be studied inLt&ning Plan was
difficult and did take some time to kleamed correctly. It was also the most
important upfront activity, from which other activitiesere based on. There were a
few false starts. Clear and precise definition ofwégous elements in the learning
plan including project scope, literature review, targetednieg, outcomes and
benefits to stakeholder communities was most impart&xamples of the
stakeholder communities in this context were my orgaaisand management, the
university in terms of contributions to academic knowledgd myself. The CEO
who made the decision to replace the incumbent RCDetebad asked me to
address three strategic management questions (researtibreg)es

1. Is the RCD business sustainable?

2. Can a set of competitive strategy be developed to tranghe business and
improve its performance in terms of growth and profita/l

3. How can management evaluate the effectiveness ofsthasegy and its
effort?

The corresponding work-based project objectives (resednjebtives) are therefore
to:

1. Develop and adapt a strategy formulation process includiadels and
frameworks to evaluate the situation of a business amk aat a set of
recommended strategy which is relevant and suitablédbhbiusiness.
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2. Develop and adapt a strategy and implementation evalugtioness,
framework and model to measure the effectiveness ofstisegy and
associated implementation effort.

1.6.4 Proposed work-based projects and variations

The seriousness of the management dilemma and problemmetudt
demanded a management response. My appointment intol¢hasrahe RMD of
Deloitte RCD was part of that response. My chartas to address the management
guestions and successfully transform the business.

The original proposal was three work-based projectsingtdl3 assessment
units. The three projects were named Project 1-Pdrdject 1-Part B and Project 2.
This was subsequently reduced to two more complex andytigtegrated projects.

Project 1-Part A was renamed Project 1 and ProjectrtlBP@as Project 2
respectively. Documentation which referenced ProjectriiAand B were renamed
as Projects One and Two in this learning summary. Tienede to recalibrate the
projects and their assessment units was submitted in 2@til for approval after
experiences of implementing Project 1-Part A (Proj€ete). This letter was
submitted as part of Artefact Two for reference. Téxsed proposal of the two
projects on the two topics of strategic planning did tesub focused and more
holistic study. The third project proposed in the originedrning Plan would have
distracted the study on strategy formulation and implaation evaluation even
though talent management indirectly impacted strategyemmgntation. This third
project was therefore cancelled after approval was rddaiThe scope complexity
of the earlier two projects was adjusted to ensure tnmee and effort was invested
in these projects. This facilitated deeper learning as itadded focus and attention
on a stricter and more complex scope. This has pravée ta wise decision. This
revision was another example of applying reflected legrtonsharpen the research
experience and learning.
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Table 1-2 documents the proposed projects in the origirahireg Plan and
its revision.

Table 1-2 Original and revised projects

Proposed worl-based projects in

Implemented work-based projects after

Learning Plan revision
Project | Project description | Unit | Revisec Unit | Project description
Project | Develop Interventiol | 5 Project 7 Develop Strateg
1 — Part| Strategies - enhance One Formulation Process (SFP
A Deloitte SEA RCD model and framework to
business assess the situation,
develop and recommend 3
set of business strategy
Project | Develop 4 Project 6 Develop a Strateg
1 — Part| Organisation Two Implementation
B Capability - Effectiveness Evaluation
executing strategies (SIEE) framework and
to deliver superior model to evaluate strategy
performance and implementation
Project | Develop Deloitte 4 Cancelle
2 SEA Talent Program|.
Identify and develop
future talent
recruitment, retentior
and management of
programs for next
generation of
Deloitte SEA
Consultants
Total Units 13 13 No chang

A key lesson while undertaking Project One was the Hckrecision in

defining the project scope. Subsequent discussions with mmay and secondary
supervisors were helpful in sharpening the scope and olgectf the learning
episodes. The iterative process of working on adjustimg projects’ scope,
supporting literature and redefining the learning outcomes kagrdactors in being
aligned and meeting the organisation’s business objecfives was similar to the
experiences of other doctoral students in getting theamgsequestions or
management questions accurate and precise in their feseattvodology.
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1.6.5 The intended benefits of this study

The benefits of this study are to address the concdriiseomanagement
dilemma, the research and study objectives. Theegiet when implemented
successfully will result in a sustainable business whicgrowing and profitable.
The outcomes will impact stakeholder communities whiclude the shareholders
(partners), employees and clients. The business withdoe focused and employees
are proud to belong to a prestigious organisation. Thdyaisd be knowledgeable of
the business directions. New contribution to acadenoeviedge is part of the study
outcome including increased capability in the professioselices business,
particularly in the area of strategic planning. At thespeal level, deep learning is
achieved and rewarded with the conferment of the doctorate.

1.6.6 Action Research as the chosen research methodology

During the project planning stage, several research methmtlsas action
research, “processual”’, descriptive and exploratory appesawere explored. The
processual approach focuses on analysing and explainingnpattemanagement
and change processes (McDermott, Coghlan, & Keating , 200f3. processual
approach is inappropriate because the project focus ivaat analysing the change
process, but rather, it is centred on experiential kedgd of the implementation
effort to validate the theory on strategy models anglementation evaluation.

A study on research design and approaches utilised by B&#st points out
that exploratory case study and descriptive researagndgges are most popular.
Descriptive and exploratory studies are also unsuitablehis project because
exploratory studies are normally centred more ondlitee review, interviews, and
input from experts. Descriptive studies are more apprepiaatprofiling analyses of
people and events. Cameron (2009) points to a rise of uskagl methods research
design in DBA studies across business and managerakls @iller & Lim, 2010).
Mixed method design involves the mixing of the quantitativel gualitative
approaches in the methods stage of the study and drawsnirdsr from both
guantitative and qualitative data in this single study.

1.6.6.1 The definition of action research

The DPST program, which is another form of professidoatorate program,
has it emphasis on action based learning at the workplHus. collaborative
approach of involving both the practitioners and myselmianaging the change
resulting from the strategy formulation and subsequepteimentation projects is
the essence of action research. Luscher & Lewis (2@0®) wrote on action
research noted the same collaborative effort betwaganisation members on
matters which are of genuine concern to them, and inhykiiere is intent to take
action based on the intervention to address the ma@ershe other hand, O'Brien
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(1998) who wrote an overview of the methodological approddction research
describes it simply as being “learning by doing”. This retemgerfectly with a
workplace based learning approach which is to induce “learninpimg” projects.

The aims of action research as further explained Brién (1998) are to
contribute both to the practical concerns of peoplenninamediate problematic
situation and to further the goals of social scienocsusaneously. These aims are
accomplished by a commitment in action research to shedissues systematically,
and concurrently collaborate with members of the systesolving them. Through
the process, change is a desirable outcome. The systeshatly must also be
informed by theoretical considerations. Chapter 2 of dissertation focuses the
review of literature on strategic planning, competitive hess strategies by Porter
(2004) and the work by Johnson et al., (2008) on strategy eealubt the literature
review, the strengths and weaknesses of the acaderdelsmwill be discussed and
critically analysed.

The second aspect of action research as defined abave isoncurrent
collaboration with members of the team. In this caseorked with the divisional
management to first assess the business (situatioyseatievelop strategy options
and recommend them to senior leadership and the Boarce @pproved, the
strategies are implemented, working closely with middésagers and management
team to improve the business performance. Reflectivaitepwill take place at the
same time. | distillearning through the inductive process on gained experiential
knowledge to extend academic knowledge, and at the sameetiinence my own
professional development as a leader, manager andggimofal. Chapters 3, 4 and 5
outline the involvement of the team members and statet®in the implementation
of the projects and co-learning together as part of tteome. Appendix 4 attaches
some testimonies of learning and personal development.

As postulated by O’Brien (1998), another attribute of act@search which
separates it from other types of research is thatritsary focus is to turn people
into researchers. People learn by doing and when they learned, they can then do
it themselves. This is the social dimension as descrdime. Appendix 4 is
evidence of that change that has impacted and benefiteds.offiepp (2005)
attributes to the effects of change to practice essalt of the action enquiry cycle.
Chapter 4 and 5 of this dissertation describes the impathi®fchange on the
various stakeholder communities which were brought abouhdynplementation
of the projects and how that change has enhanced theanpe@dvancement in
professionalism. This also fulfils the essence ofiptace based doctorate.

1.6.6.2 The action research process

It was Stephen Kemmis who developed the model on tHealyoature of
the typical action research process. Each cycle ftvas steps of Plan, Action,
Observe and Reflect (O'Brien, 1998). This is in a sensg,smilar in principle to
the Plan-Do-Check-Act (PDCA) cycle of project managetmmaethodology, an old
methodology made famous by Deming (Tague, 2004). Another cbseaGerald
Susman (1983) as quoted in O’Brien (1998) proposed a slightlynvanzdel of five
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phases to be conducted within each cycle. He proposed askaghase where data
is collected for a more detailed diagnosis. The neas@hs named action planning
where a series of possible solutions are postulatecamextion plan. Action is then
taken and data on the results of the intervention iBeated during this

implementation. The evaluation phase which analysesre¢sults and findings are
interpreted in the light of how successful or unsudoéske action has been. The
learning from the findings is reflected upon together bysessng the problem and
the process begins another cycle. This process is egpeatil the problem is solved.

The documentation of the Planning phase for the twe@®jin this action
research process as described above was captured iaatreng Plan (Artefact 2).
It detailed the management dilemma, rationale and coaofekie proposed projects
and the project objectives to address these cited preblnoutlined the scope,
proposed timeline, resources, deliverables and expectedinigaoutcomes. As
described earlier, action research differs from everygaplem solving techniques
in that it is a method of systematic enquiry informedhmporetical considerations. In
this case, the learning plan included the review of fiteeaassociated with the
projects topics in question.

The documentation in Chapter 3 of this dissertation Idetéhe
implementation of the projects which corresponds éo“#iction” phase of the action
research process. The findings, analyses and learning pteChhacorrespond with
the remaining Observe and Reflect phases of actioan@sprocess cycle.

1.6.6.3 The principles of action research

Winter (1989) in O’Brien (1998) highlighted the six key princgptd action
research. The descriptions of each of these princgresoutlined below with its
possible alignment in these two projects.

1. Reflexive critique

As explained by Winter (1989) in O’Brien (1998), the principtaeflexive
critique ensures people reflect on the issues and procasdanake explicit
the interpretations and considerations, on which decissao@smade. This
lends to practical accounts giving rise to theoreticais@erations. The use
of reflective practice is heavily propagated as a keyniegroutcome in a
professional doctorate. The triangulation of working kremlge and
theoretical considerations leading to new knowledge whinpacts the
stakeholder communities, fulfil the ambitions of a workpl®ased doctorate
which is oriented to professional practice.

2. Dialectical critique

Reality, particularly social reality, is consensualagfidated (Winter, 1989 in
O’Brien, 1998). The workplace based learning pedagogy which esquir
multiple stakeholders to participate in the learning p®aasd the likely
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alignment and tension during the implementation of thejepts create
opportunities of the management of change in a tamgialy. The learning
derived from reality and the validation of these outesnteads back to
theoretical considerations.

3. Collaborative resource

As stated above, participants in an action researehco-researchers. The
status of a co-researcher presupposes that each peidmassare equally
significant as potential resources for creating intengetategories of
analyses, negotiated among the participants. The traicalyses derived
from the multiplicity of viewpoints avoid the skewing alredibility
stemming from the prior status of the idea-holder.

4. Risk

The change process potentially threatens all previouslplissted ways of
doing things. It changes the status quo. Risk managemerelg aspect of
managing change during project implementation phase. kpdtimentation
are unsuccessful because they fail to mitigate thetagsie (change) factors
of stakeholders who might want to remain in status quce @btive
management of change, be it positive or negative segulearning and this
documented learning is a benefit for all.

5. Plural structure

This collaborative attribute of enquiry in action r@sd leads to plurality of
views, critiques and commentaries and in turn leads tdipteulpossible
actions and interpretations. This is the dynamism ofkplace based
learning where actions have to be continuously alignedaongihg feedback
and realities.

6. Theory, practice and transformation

The iterative loop of theory informs practice and pcactefines theory, in a
continuous transformation. The workplace based learning whichiented
to learning situated at the workplace enabled working knowledgrefine
theory and in some instances create new original ledge within the wider
body of knowledge. Each iterative cycle of the actiesearch process is an
opportunity of learning and knowledge creation, enabling ©oatis
learning.
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1.6.6.5 Ethical considerations in action research

Richard Winter (1996) as quoted by O’Brien (1998) listed a serfes o
principles on ethical considerations associated in @actesearch. The general
principle is that the work and requests must be traaspand approval obtained
before the work is commenced. For this workplace basety sthe university had
issued a consent form to be signed and the divisional mahadeiven his approval
as the employer to participate in this program.

Another principle is that other’s work and points cdwimust be negotiated
with those concerned before being published. The submiskitie @int authorship
of the second article titled “A model to evaluate tefgg and implementation
effectiveness” had therefore, the signatories of bathors.

1.6.6.6 Appropriateness of action research in workplace based learning

As explained in the earlier sections and further reagerdy its key concept
of “learning by doing”, action research is therefore, thest appropriate form of
research method to be used in both the workplace basedtsrdj also increases the
integrity of the developed frameworks and models becdesehave the benefit of
both academic rigour and validation from insights gaineolun actual experience.
This is aligned with McDemott et al.’s (2008) descriptidraction research, which
is research concurrent with action. Research-ireaatiakes actions more effective
as it deals with real issues, while simultaneously mgldip knowledge.

Beyond that, the collaborative attribute of actiosegech also promotes

learning and the dissemination of knowledge within the teawived in this study.
This itself represents a key benefit of workplace basedifen
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1.7 Submitted reports in the Learning Portfolio and Leaning Plan

The successful submission of the Learning Portfolio andrriieg Plan
marked the completion of the Pre-Project stage oDP8T.

Table 1-3 Submitted reports of Learning Portfolio and Plan

Report Category Submitted Deliverable Page Word Cpunt
Learning Portfolio | Reflections of past learning 70 12000
Learning Plan Proposed learning plan which | 53 10300

outlines the planned learning

episodes

Total 123 22300

The contents of chapter two to four will concentrate lee main research
topic of Strategic Planning. Chapter five which is the #iesincluding chapter will
revisit the reflected learning from past professional egpes of the portfolio and
conclude on the totality of distilled learning from thestpand the present, including
the main research.
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CHAPTER 2 REVIEW OF LITERATURE

Drucker’s et al., (2008) definition of strategic planning canekamined in
two parts which is supported by two nominated work-basedqgisoj€he first part of
the definition is “the continuous process of making risking decisions
systematically with the greatest knowledge of their ftgurThis is the process of
formulating a set of strategies to achieve future busiaedsitions which is the
essence of Project One. Drucker et al. (2008) then wetd paint out that it is also
the “systematic organisation of effort needed to camwy these decisions; and
measuring the results of these decisions against thetakpeas through organized,
systematic feedback”. This second part of the definisabout implementation and
evaluation of the effectiveness of this effort whishhe essence of Project Two.

Combined, these two projects are about strategic planbéfifting the title
of this thesis. Hrebiniak (2008) commented that strategyndtation and
implementation are separate, distinguishable parts ofstteegic management
process and these parts are interdependent of an opeoakss of planning-
executing-adapting. Sutherland et al. (2004) who quotes the wuvit et al. (1998)
describes strategic management process in like manneéhess two projects were
carried out sequentially, the literature review was cotetliprogressively, with an
overview scan at the beginning, followed by more in depthew on strategy
formulation in Project One, and subsequently on straéegluation in Project Two.
It is also noted that there are more studies on comygettrategy formulation than
on implementation evaluation.

There are two major deliverables in each of these war&ptaojects. The
development of the process or approach is one of the dddles. The supporting
component model or tool used in their respective proceapmoach is the second
deliverable. At the conclusion of this study, there Wdla set of process or approach
and associated tools to assist managers to first forensiledtegy and then evaluate
the effectiveness of the implementation effortetditure review was conducted in a
similar structure to ensure that the process (approachjomts were supported by
the appropriate academic foundation.
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2.1 Process, framework and model to formulate competite strategy

Michael Porter is a household name among businesegtigst Porter's
(2004) work on business competitive strategy is well studMdny of his
impressive arrays of frameworks and tools such as hisfdrees of analysing
existing industry conditions and three generic strateggais, have withstood the
test of time. Other researchers like Kim and Maubo(g065) have commented that
these tools which have helped many to compete in “rechetea phrase coined to
denote competition in crowded market spaces, has remainedllyi silent on
practical tools to excel in blue oceans (less crowded catmpetnarket spaces).
Kim et al.’s (2005) work is focused on developing a set ralyical tools and
frameworks to make formulation and execution of the kbbgean strategy as
systematic and actionable, therefore, filling a centoadl in the field of strategy.
Their work points to four guiding principles of succes$tumulation of blue ocean
strategy which are first, reconstructing market boundasesond, focusing on the
big picture not the numbers, third, reaching beyond existingadénand fourth,
getting the strategic sequence right. Kim et al.’s (2005) durtbmmented that their
work expands on identifying risk factors against eacheptinciples such as:

1. search risk against reconstructing market boundaries

2. planning risk against focusing on the big picture

3. scale risk against reaching beyond existing demand

4. business model risk against getting the strategic sequeihte rig

Identification of risks in each of the categorieseérch, planning, scale and
business model and respective mitigation must be emptiagisen the vulnerability
nature of competitive risks in today’'s market place. Taior will be taken into
consideration when developing the strategy and subsequmeplenmentation
evaluation framework in the projects.

2.1.1 Process, methodology and tools to formulate strategy

An internal Deloitte publication titled “Three steps tastainable and
scalable change” examines a detailed review of organisatiwities to produce
sustainable and scalable change over time (Aquilar, 200@).tAree steps include
first, developing various business models to achieve as@bitions, followed by
executing the model in an operational framework and thimglementing an
organisation design and service delivery model to susteirsdalable change. The
keywords of sustainability and scalable change in the dib resonate with the
overall intent of this study, which is to drive thesmess toward sustainable,
scalable and profitable growth. The proposed steps in Ati(2008) study
however only, addresses the business growth objectiviismporhe proposed steps
do not examine the current state of the business whichh& wost business
improvement methodologies would propose. The examinafidimeocurrent state is
typically called the “As-Is” assessment followed byTe-Be” step which is to
review and develop potential solutions aimed at addressingdéwified gaps.
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Porter (2004) championed the Strategy Formulation Prq&#33) which outlines a
similar three step approach. They are:

1. the situation assessment to appraise the current situatio
2. the setting of objectives and development of strat@gipias
3. the recommendation of the plan

There are a number of conceptual studies that attenyrtégorise different
approaches on strategy formulation and implementafitvese different models
illustrate the range of implementation style that raagt in organisations (Andrews,
Boyne, Law, & Walker, 2011). According to Drucker et al. (2008, theory of
business has three parts. First, there are assumptiions the environment of the
organisation which include society and its structure, theket, the customer and
technology. He then goes on to examine the second psumwhich is about the
specific mission of the organisation and third, assumptiabeut the core
competencies that are needed to accomplish the organisatission. It is a closed
loop and end to end methodology because it covers thes estlue chain from
formulation to implementation evaluation.

The SFP aims to address these three parts of the buiresg advocated by
Drucker et al. (2008). The situation assessment examiresbukiness in its
environment which is the first step of the SFP and tis fiart of business theory.
Porter’s structural and industry analysis fits this rexjuent. Besides Porter, there
are other tools which have been developed to assist managanalysing internal
organisation and external environmental factors.

Examining the organisation’s mission is step two of the $fich is “setting
the objectives”. Honest critical appraisal of the orgaion’'s strengths and
weaknesses, capabilities and limitations is Drucker’s.g28D8) third assumption
in the theory of business. This is addressed in step fwbeoSFP. The accurate
assessment of its core competency is an important, impdeveloping the strategic
responses to accomplish the vision and ambitions of thedass

The analysis tools used in the current state assesgstepttwo) ranges from
the basic Strength-Weakness-Opportunities-Threat (Swarglysis to a full-
fledged industry analysis which is more complex and dilfico accomplish.
Porter’s (2004) five forces of industry analysis framewowknaines rivalry amongst
existing firms, threat of new entrants, threat of stldst products or services,
bargaining power of customers and bargaining power of supplieese five forces
do cover the full spectrum of the competitive landscdpESTEL which is an
acronym for Political, Environmental, Social, Technotadiand Legal are factors
which need to be considered when formulating the stateggponses. STEER
which is another acronym lists similar factors except fR” which is the
abbreviation for regulatory compliance. This is quite imgat in today’'s
environment where different regulatory bodies such as Moyefuthority in
financial industry, Federal Drugs Authority (FDA) in thealthcare industry shape
public policies and regulatory frameworks to govern thedoet of the industry.

Porter's three step process is adopted in this projedhasbasic project
approach. This three step process is comparable to argithgar process on
strategy formulation which includes preparation, analydesision making and
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implementation (Wiebes, Baaij, Keibek, & Witteveen, 200iMe activities in the
analysis and decision making steps are similar to th@tg&in assessment and the
development of strategic choices in the SFP.

2.1.2 Strategy models

There is significant literature on competitive stratéegiand models. A
literature scan produced a substantial list. Most bussw®ssols teaching the subject
of strategy incorporate Porter’'s (2004) generic strategy nasdpart of the module.
It is therefore a good starting point for managers idensg strategy options for
businesses.

2.1.2.1 Porter’s three generic strategy model

The original model proposes three different strategy meaafedifferentiation,
focus and cost leadership and the choice of which depencsngpetitive dynamics.
The principle of differentiation strategy is applicalfleustomers are willing to pay
for value uniqueness in their purchase of products or servigiferentiation
strategy is applied on premium products because of the un&jue proposition,
whereas a low cost strategy should be pursued in an industeycommoditised
environment. Budget airlines, commoditised products and servibech operate on
high price sensitivity must adopt cost leadership strasetp survive. There are
many businesses which operate in niche segments and aaskisa strategy focused
on certain core competencies tend to do well. Thepliseiof a focus strategy in a
niche business competitive environment is vital for sucdéggsre 2-1 is a common
illustration of Porter’'s (2004) model.
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Figure 2-1 Porter's three generic model illustrated
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Porter’s three generic strategy model

Source: Porter, 2004 (reproduced and adapted itostiidy)

In today’s highly agile and complex competitive ramment, it is difficult
to find the pure application of these models, givirse to mixed or hybrid versions
of these models. Later variants of the model ineldmcused cost leadership and
focused differentiation where the attention is @veloping cost advantage and
differentiation in specific niche segments. Inedgd low cost focused
differentiation strategy is another variation frotine original model where it
integrates all elements of the generic strategyeaholtheoretically, this strategy is
supposed to work in mixed niche and industry widgsitess segments and
customers will not necessarily reward the vendar ddferentiation. Neither do
customers just go for the lowest cost. An exampléhis integrated strategy in the
risk consulting business may be embedding a newbilfy such as analytics in a
service-line like Internal Audit and delivering shservice by changing its service
delivery model. Internal Audit which is a core catgncy is the “focused” part of
the strategy. Embedding new capability like ana$tis aimed at providing
“differentiation” to this service line and changirtige service delivery model to
perform part of the process in a low-cost locai®to pursue “cost leadership”. Put
together, this integrated low cost focused diffeegion strategy is birthed. Kumar et
al. (1997) finding which is quoted in Nandakumarkt(2011) study indicates that
firms which adopted integrated strategy performrjyodience “integrated low cost
focused differentiated” strategy needs further dadlon and study. To put it in
simple terms, such a strategy model maybe too a@nflhere is uncertainty of its
meaningfulness because it seems to embrace too pmanayples in a single model.
Will the market understand what is being offered aan the managers understand
what this means?
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A fifth variant is a best cost provider strategy. Tétisategy gives consumers
a blend of cost and value with the business offering produadsservices which
have relatively high value characteristics, and quaditgfiered at a lower cost than
most of its competitors (Sutherland & Canwell, 2004). Tmawback of such
strategy is that it is likely to reduce its margirntrdalucing innovation to reduce the
cost model, is an important success factor for this ¢y@rategy to sustain.

Porter (2004) has stated that any of these three stategieapable of
producing superior results and firm a failing to develop rategy in at least one of
the three directions is a firm that is “stuck-in-the-niéddand one that holds no
competitive advantage. Studies which have concluded the iseinee Miller &
Dess (1993) and Nandakumar, Ghobodian, & O'Regan (2011). Gdi2087)
reported that better business outcomes result from fdsisategies. Porter went as
far as saying the firm that is “stuck-in-the-middle” ignast guaranteed low
profitability. The Miller et al. (1993) study assessed P@terodel in terms of its
generalability, accuracy and simplicity through its empiranalysis of PIMS data.
One of the several conclusions drawn is that perforenaoecms vary significantly
across strategic types and Porter’s predictions are tinelgraccurate. It is also
concluded that the simplicity of Porter's model doeswapiuch of the complexity
inherent in strategic gestalts and his framework can beoirefrby viewing it as
providing three important dimensions of strategic posiigmiather than three or
four distinct strategies. Researchers like Kim et(2005) have already identified
this limitation as explained earlier, and other strat@gylels are being considered to
address this strategy gap. It is confirmed in another shadystrategies like the Blue
Ocean is commercially viable in the business to busifigga3) sector and fulfils the
strategy evaluation criteria of suitability, acceptifpiind feasibility criteria as per
Johnson et al. (1999) model (Cirvevskis, Homenko, & La@n@010).

Nandakumar et al.’s (2011) is one of the studies aimed ahieing the
relationship between business level strategy and orgamabperformance. It tests
the applicability of Porter's generic strategies and uses findings to explain
differences in business performance using both quantitatigegualitative measures
of business objective fulfilment, relative competitivefpamance, return on assets
(ROA) and return on sales (ROS). The finding supportedeP® view that
combination strategies may not be effective in orgaoisati As previously
mentioned, Kumar et al, (1997) found that firms which adoptiegrated strategies
performed poorly. It did however, highlight that firms whiatopted integrated
strategy while performing poorly still performed betterntlitaose which adopted
only one type of strategy (mono strategy). The coiicelat between the strategy
types and performance measures indicate that cost-lagdensd differentiation
strategies do help organisations to fulfil their busiredgsctives.

This leads on to discussions of other competitive strategglels and the
need to look at combination of models which emphasiseast leadership and
differentiation when formulating strategy options.
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2.1.2.2 Value creation through relationship closeness

Amongst other models and strategies examined by Aquila (2008), he
explored value creation through relationship closenesgmvating business model
versus replication, targeting the right customers ufho segmentation, market
expansion strategy and competitive advantage through effelstisiness alliance.
Each of the models has their merits. Having been @ plofessional services
industry for the past 15 years, it is a known fact that probability to convert
tenders into engagements by responding to market place Stefpueproposals” is
very low. It is usually won by vendors who are incuntqgoviders having intimate
knowledge of the business or have significant busineaticeships with decision
makers in the organisation. Srivastava & Singh (2010) ativalka vital importance
of strategic key account management and building rappasgt &nd closeness of
relationships which are common training topics in go-toketarstrategies.
Hesselbein & Goldsmith (2009) cited David Thompson’s advicexpioging high
growth market segments, developing marquee customers\arddeng alliances to
achieve exceptional growth. Customer orientation is ftpady related” to
segmentation complexity, differentiation and innovatiand “negatively related” to
cost leadership as indicated in the study linking marketntation to strategy
through segmentation complexity (Ali & Angelica, 2010). Thisding lends
credence to customer segmentation as a valid compestiategy model. Lou
Gerstner, the former IBM CEO was credited with his easbf engineering one of
the most stunning turnarounds in business history. “The negson to learn from
him is how important it is to focus a business totallygenerating customer value”
(Arnold, 2012, p. 7).

2.1.2.3 Business model innovation versus replication

A study by Aspara, Hietanen & Tikkanen (2010) found that coregamhich
either innovate their business models or replicate dihemess models intensely
tend to be more profitable that those that just do abb@ either models. Therefore
the survey results support the hypothesis that companiesddsberiously review
their business models and either innovate or replicatepaat of its strategic
orientation. The worst outcome is when companies gu&rate on cruise mode.
Replicating existing business models however, do oftaritries‘me-too” strategies
and price competition becomes acute. This is echoed Hinthieg by Ali & Cortes
(2010) on model innovation.

2.1.2.4 Reconstructing market boundaries, innovation and market expgansi

Kim et al’s (2005) concept of avoiding the crowded “red otewmarket
place by applying the principle of thinking the big picture awbnstructing market
boundaries are also concepts of innovation. Bang & Ja6k0] looked at untapped
markets and in turn, explored market expansion entry idditianal markets. It is
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important to note that market expansion strategies @mlex and risky, as many
early entrants fail because they do not understand thteirad and political
implications of the targeted markets. However, havinggchdhe risks, the need to
consider new regional and global market expansion lisustavoidable because
many multinational clients look at their vendor partneysbe present in their
respective markets. Ku (2002), in his paper on Southeast @gpportunities and
Challenges described the significant changes of then8asit Asian nations since the
mid-1980s, politically and economically. Long’s (2002) artiole “Asean in the
New Millennium” in Ku’s (2002) study, further pointed to thep@ation of Asian’s
10 nations in regional unity, but a unity in diversity gmesl by the six principles as
laid down in the Bali agreement. The inter-dependence aogecation of Asian
nations have been increasing over the years. Eventhdgtiiarious economic crises
since then, the growth and resiliency in these econdmaies remained intact. In the
Deloitte context, the market expansion for RCD wllude Indo-China markets like
Vietnam, Cambodia, Myanmar and Laos. Vietham in #w five years has been
experiencing significant double digit growth rate and & hasignificant population
base to generate a growing demand. It is a known fattnthny companies found
their investments into Vietham to be vulnerable and ehglhg despite the
enormous potential. Personally, | find the Vietnamesekiwoce to be generally
diligent but challenging when it comes to aligning theirrkvoultures and value
systems to corporate agenda. This often silent tensamnsometimes led to strategy
implementation challenges. The recent lifting of W8dions in 2012 and opening
up of the Myanmar market is closely monitored as a nentier market. Companies
are cautious about this emerging potential reinforcing Kiral.e2005) description
of the need to mitigate search, planning, scale and businedsl risk factors in
their business expansion considerations.

2.1.2.5 Innovation as a strategy

It is widely acknowledged that technological change andvation are at the
very heart of the competitive process and are majaedriof economic growth
(Castro & Desender, 2010). The same study quoted seveml retdearchers like
Lieberman and Montgomery (1988) and Kerin et al, (1992) on pmmo@er
advantage in developing and bringing to market innovative prodactgenerate
competitive edge, advantage and influence industry trends.sfiddy did confirm
Porter’s assertion about innovation being an early mdweebe able to then enjoy
prime mover advantage.

Innovation strategy, as defined by Lendel & Varmus (2011)thes
“‘innovative direction of company approach to the choicebpectives, methods and
ways to fully utilise and develop the innovative potentdl the enterprise”.
Innovation strategy is further emphasised to be the &elprig term success as
emphasised by Zheng (2006) in Castro et al.’s (2010) paper. ftions this
perspective that firms should invest in research and aewvent (R&D) and
introduce new products to market speedily. Here, the stifigyahtiates the results
between one or more firms investing on innovation viaDR&he finding is that
there is negative relationship between level of horidadiféerentiation (products
having different characteristics) and incentives to ipviéghere is only one firm
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investing. When both firms (more than one) invest in R&e optimal level of
R&D investment depends on the horizontal differentiaparameter. These findings
are lessons on firstly, whether there is meritrorovation and secondly, what should
be the level of investment on innovation through R&e Tresponse to the first
lesson is positively affirmative. The response on #sgond question is best
answered when the strategist understands the struchgrahdustry analysis of the
competitive landscape and has knowledge on the compdtitnes (five forces) and
activities in  bringing horizontal differentiation (prodsic with different
characteristics) to the market. That insight and knowledlgeuld be used to
determine the investment quantum on R&D as it relatpayback and returns.

In thinking about innovation as a strategy, Steve JébSpple fame is an
ultimate example of the capital “I” in innovation withis “i-product” series which
has transformed industries and consumer behaviours. $t@vea visionary who
constantly challenged his team to “think differently” ecsf the seven principles of
innovation (Gallo, 2010). He once said, “Our belief was thwe kept putting great
products in front of customers, they would continue to dpem wallets” (Beahm,
2011). Innovation is unstructured and principled based. Ie& ¢hat creativity and
innovation comes through different means, and organisasioosid use whichever
method is most applicable in their context. Thomas Bd{$847-1931) who was an
archetypal inventor and registered over 1200 patents inifatame quoted the
following, “successful managers do not sit around waitorgofilliant ideas to occur
to them; they work methodically” (Arnold, 2012, p. 82). Haghlighted that
organisations should be constantly scanning its environmentsdoirces of
innovation. He also pointed out seven sources of irtmvaof which the first four
are crucial in innovating systematically. They are thexpected, incongruity,
process necessity and sudden change.

The problem with these principles, sources of innovadiwh methods is their
applicability. There must be millions of opportunitieBieh has surfaced and passed
by, without being noticed. Yet, once in a while, a bigakterough comes. Does this
invalidate innovation as a strategy? No. Progress irego@ through innovation,
otherwise, there is no electricity, computers, interhdevices, self-parked cars and
the list goes on. One must keep sourcing and searchingefoet unexpected idea,
incongruity where reality does not tally with what itught to be” and needs that
must be fulfilled and intrinsic to a process. With hugerkei uncertainty and
turbulence in today’'s business environment, an eye osuthgen change is a must.
The volatility of markets may present innovation opportasitcalled disruptions.
The disrupters differentiate the innovators and “me-too”.

2.1.2.6 Competitive advantage through strategic alliances

Strategic alliances (which work) do create competitive aidwpe. The
premise is that no company can afford to have it all. Thigery real in today's
pharmaceutical industry where the “big pharmas” like PfiZstraZeneca and
others no longer wish to risk billions into researchsgarch of the next big
blockbuster since the failure rate is proven to bg ¥gh. They resort to strategic
alliances with niche bio-tech companies which have addiscoveries to short
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circuit the development process. “The future will bgldon those companies that
embed alliance management capabilities into the falbrtiseir culture and how they
do business” Fred Hassan, CEO of Schering-Plough was quGiblhs &
Humphries (2009) labels this as “Stable Pragmatists” wipastnership quality,
collaborative innovation and value creation attributeshagh in Partnership Types
model.

2.1.2.7 High performance businesses pursue Operational excedenc

Bender (2004)'s view of successful operations starts witdtoramitment to
know the reality of the current state which is derivexinf an accurate view of the
current state of affairs. He listed this as strategyber one in operational
excellence. The title of the book, “Execution: Crehi Vision, Implement the Plan,
Get the Job Done” (Gorman, 2007) describes the essdrmgemation excellence
accurately. It is about getting the job done well to delsweperior performance.
Operation Excellence is a common strategy in todaggarasation transformation
agenda. The Kaizen culture of continuous improvement magelar during the
quality era has become a common training program in orgamsatpursuit of
operating more efficiently and increasing productivity. Metologies like Total
Quality Movement (TQM) and Toyota Production System3YRre the basis of
which Lean Sigma programs are taught and implemented.

In cost reduction or cost management, one immedidelyses on reducing
expenditure, which in many cases leads to reduction obpeet The paradox is
one of focusing on profit improvement paradigm versug ceduction mentality
(Ludy, 2000). This has to do with reduction of waste and mugimg quality of
service and products.

Most of the concepts in the strategy models reviewedelboe already in
use in businesses. They will be considered in conpmatiith the generic strategy
model. As such, Porter's model together with its sgnatermulation process (SFP)
is nominated as the academic foundation and framewoRr@gect One.
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2.2 Process, framework and model to evaluate strategy and
Implementation

The literature review starts with a broader searchkey words such as
strategy implementation, effectiveness, and businedsrpgnce. As the project
progresses, the search was narrowed to focus on key wertdsning to strategy
obstacles, implementation effectiveness, failuresl ewvaluation criteria. For the
record, over 500 article titles were browsed throughbet dearch, later being
narrowed to a 100 articles which were read and checkedefevance. Over 70
articles were downloaded and read in more detail. Fromdbisge key lessons on
strategy implementation are outlined in the followiegt®ns. The structure of this
review is organised as follows:

1. key insights on strategy implementation
2. process to evaluate strategy implementation
3. criteria and factors to evaluate strategy implementatio

2.2.1 Key insights on strategy implementation

There are key insights on strategy implementatiotillde from the literature
review. They highlight the importance of implementatiarapability, the
management of change, the need to address risks in ordeistecdessful, and reap
the benefits of the strategic objectives. Otherwise investment and effort in
formulating the strategies are in vain.

2.2.1.1 Strategy Implementation is not easy and not always suftdess

Wiebes, Baalij, Keibek, & Witteveen (2007) in their reskaom strategy
formation note that implementation is difficult atids is a commonly acknowledged
fact. A study on failed strategies concluded that “70% efcdises are not about bad
strategy but bad implementation” (Kaplan & Norton, 2004)is statistic is startling
and therefore, more must be done to help managers nmaptetheir strategies
successfully. Studies on the subject of business strategyagerial performance,
and monitoring are extensive (Mintzberg, 2005). There arey mtudies linking
strategies to business performance. It is well documeh&td/éluable strategies are
faced with problems and failure at the implementatiagest

2.2.1.2 Better business performers are those with clear sgi@s and objectives

Academics have long examined the relationship betweategtr (such as
Porter's generic strategies) and business performaneer Jand Isabel (2010)
examined the integration of strategies, capabilities amtbnpeance in a single
model and proposed that both competitive strategies aeatidsn explaining the
link between generic business strategies and business caalnad financial
performance.
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Post hoc tests in the study conducted by Gonzalez-Benit&uérez-
Gonzalez (2010) as documented, indicates that organisatitinsclear business
level strategy perform better than “stuck in the miti{i® clear strategy) companies
in terms of objective fulfilment, relative competeiperformance and return on sales.
This implies that an articulated purpose driven strategy isuccess factor for
enhanced business performance.

Kaplan and Norton (2004), who have conducted extensive obsear
business performance, proposed that elements of falgreiformance, success with
targeted customers, internal processes and intangibdésad@alanced Scorecard)
must be interwoven with business objectives. Togetiney form the cause and
effect chain, and when properly executed, create custanershareholder value.
This combination of financial and non-financial elementsdpces a more holistic
view of performance.

2.2.1.3 Right strategy comes first

In another study on making strategy work, effective execus impossible if
strategies are flawed (Hrebiniak, 2008). “Will the strategyk®” is often used to
guestion this suitability criterion of strategy effeetness. Therefore developing a
means to evaluate whether strategies are suitable is tanpdrefore significant
resources are wasted on strategies which are unsuitable.

2.2.1.4 Staff obstacles, Inadequate planning, and managers’ seléragts must be
addressed

Ali et al. (2012) cited five categories of obstacles impgdsuccessful
strategy implementation. Staff obstacles and consegserfcmadequate planning
are listed as top two impeders. Guth and MacMillan’'s (1986)kwocuses on
middle management’s motivation to implement strategy @ncluded that middle
management’s self-interests motivate the degree ofrmionent. This clearly
illustrates the concept of commitment theory that dlegith level of individual
managers’ commitment being crucial to the success afegly implementation.
Therefore, their needs are to be anticipated and mamageflllly to ensure positive
alignment. This is also confirmed through another study lhwhicund that
organisation-level actions of senior executives appa@ntimddle managers to
influential positions can elicit positive responsesappealing to the right social
organisation emotions. The study observes that such respdead to higher
positive organisation-level outcomes such as strateglementation success (Huy,
2011).

Addressing the needs of diverse agenda in a larger organisatammplex
and difficult. The changing role of talent versus comigal human resources
management hasecome increasingly important. In overcoming peoplestasce,
community based change approach is advocated. It is nloé¢dnt some cases,
Human Resources (HR) partner other functions to leadnsa@#ons to embrace
fundamental change for sustainable strategy implement@adm, 2012). In another
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research, it is the partnership of marketing and HR alighnteat is key to
contributing to strategy implementation success (Chimh&aridorgan, 2005). Both
of these concepts underscore the importance of talettategy implementation.

2.2.1.5 Management of change is key in implementation

The management of change is emphasised in differeys. wahnson et al.
(2008) summarises the concept of implementation as makarnggehk to execute the
strategic plans. This is certainly illustrated and evidénice this project where
substantial effort is invested in managing the subjectivepooent of change,
arising from leadership resistance, self-interests ageswlamunication gaps and
suspicion of motives, all of which contribute to challesgwhich need to be
addressed. Wiebes et al. (2007) note similar challenges eapedinduring
implementation which include the lack of support from senieanagement,
communication failure, inexperienced teams, resistaanm capacity shortage. Some
textbooks recommend proper implementation planning, having aéeqtat and
organisation, proper governance which exercises strichtradp design
communication plans, and proper leadership involvement tbgate these
challenges. Strong senior management support is eraptaSiherefore, Hesselbein
et al. (2009) conclusion that today’s leader needs to mdpathe future is crucial
to the future sustainability of the business. This preparatidudes the formulation
and implementation of the right set of competitivatstgy.

2.2.1.6 Increasing organisation capabilities improve performance

Strategies focused on operational efficiency and productamy often
pursued. Commonly known as operational excellence strafegiempanies
implement them in their pursuit of productivity and prdfitdy improvement. The
business principles of Toyota’s Total Production SysteRS)T which are built on
two drivers of “continuous improvement” and “respect foogde” (Liker, 2004) are
designed to improve achieve such objectives, leading toeased business
performance. Another methodology, Six Sigma has edoleeer time from
operational productivity to customer growth and profitabifdyoramowich, 2005).
A study conducted on 123 firms in South Korea in theteda@ industry concluded
that a firm must effectively allocate its resourcesteate and sustain a competitive
advantage against its competitors and Porter's compettiategy framework is
found to be one of the widely adopted tool for stratptaaning (Koo, Koh, & Nam,
2004). This finding supports the feasibility criterion of Jadmis et al. (2008)
strategy evaluation process where allocation of ressuix an important success
factor in implementation. It is also found that tRatrter’'s framework is an effective
tool for strategic planning.
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2.2.1.7 Performance Measurement is a key management tool

Literature by Dess & Robinson (1984), Pearce et al. (198%mPet al.
(1995) and Brew and Hunt (1999) provided strong support for technigties
subjective performance measurement. This is reinforceshtther study on strategy
and business performance using the dimensions of adapteffeativeness, and
efficiency (Homburg, Krohmer, & Workman, 1999). Hagel (1994 hisarticle on
“fallacies in organising for performance” supports aggressesrormance focused
milestones to hold the design taskforce accountablendar-term performance as
well as long-term performance targets. The Balanced eSaod (BSC) model
developed by Kaplan and Norton in 1992 is a method for anglyserformance
measurements and reward systems in organisations and dtingtyahelps
organisations make continuous improvements in their opagatiue to the emphasis
on performance measurement (Tseng, 2010).

2.2.1.8 Strategic governance in guiding strategy implementatiooulgh the
Board

Following a host of corporate corruption scandals,rdaz directors are
facing amplified pressure from investors, creditors andes$iodders in a bid to
ensure effective corporate governance of their invesem@dthmidt & Brauer,
2006). Where previously, the board only dealt with strucymaérnance issues, it is
now proposed that boards address strategic governancetlssuagh the concept of
“strategy consistency” which is the allocation of agpia@te firms’ resources and its
announced strategy as a proxy for the board’'s effectdgemne guiding strategy
implementation. Against the same backdrop, authors kfimglligence study are
also propagating the need that the board must thoroughlystaé the enterprise
strategy and its risks. It proposes that strategyddation is a collaborative process
between management and the board (Funston & Wagner, 2010).
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2.2.2 Process to evaluate strategy implementation

Managers already find it difficult to formulate strate@®equesting them to
evaluate their implementation effort is even moréalift. Most resort to subjective
feedback and financial results as proxies to evaluateetteetiveness of their
strategy or effort. The need to develop a process tauaealboth strategy and
implementation effectiveness so that systematioglii and holistic feedback for
improvement and alignment is increasingly important to asdtée identified
problems of poor implementation.

2.2.2.1 Comparatively, fewer literature on strategy and impletagan
effectiveness

There are fewer studies addressing the topic of evaludigngftectiveness of
strategy and its implementation. This need is furtheplesised in Lester’'s (2009)
work on companies adopting the “two hats” approach of magagperations while
driving sustainable growth. He categorised feedback into cocmheprocess and
strategy elements. Commercial elements cover fingraziatomers and competitors,
while process elements include communications, team dgeaand organisation.
The strategy element looks at strategy fit. Much of likerature on strategy
processes focuses on a rational approach to implenoent{@dndrews et al.2011).
The same study quotes literature by Joyce (1999) which argueithéhaain advice
on implementation tends to be framed by rational stefsettaken. Bryson (1995)
and Hart (1192) on the other hand, recommended that stria¢epyoted before its
full implementation as a key factor to implementatioiccess. One of the studies
which is most relevant on strategy implementatiowask by Johnson, Scholes &
Whittington (2008) which describes the entire strategy proesss three step
process involving analysis-choice-implementation with Iiter, making changes to
execute the strategic plans in a controlled way (Pag067). This approach is
similar to what Joyce alluded to as a “rational” approach

The study by Hastings (1996) proposes a strategy evaluaial@l which
addresses on-going criticisms aimed at capital budgeting Inwltieh in turn,
employs purely quantitative methods such as discounteld ft@s techniques,
financial ratio analysis, and ignoring key issues indtinategy making process. This
model, as proposed by Hastings (1996) provides a method kingastrategy on
guantitative, qualitative and intangible criteria basedhen prioritised relationships
with the mission of the firm. While the model addresses gap of strategy
evaluation, it does not evaluate the implementatitortedf strategy.

2.2.3 Criteria and factors to evaluate strategy implementation

The gleaned learning indicates that most of the revieinedture and studies
examine linkage of business performance to differentegfyamodels. Examples of
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literature which studied such linkage through financial measanel fulfilment of
business objectives include Cirvevskis et al. (2010), Nandaketral. (2011), Koo
et al. (2004) and Miller & Dess (1993). There are othemlitee and studies such as
Gorman (2007), Gonzalez-Benito et al. (2010), Aspara e2@10), Kaplan et al.
(2004), Dess & Robinson (1984), Pearce et al, (1987), Brew.(@9@9) and
Homburg et al. (1999) focus on more subjective performancectaspé strategy
performance. The discussion on the effectiveneshefirhplementation effort is
somewhat implicit and assumed neutral in these studiedieS by Ali et al. (2012),
Hrebiniak (2008), Guth et al. (1986) and Wiebes et al. (2007) iagamore
gualitative factors such as obstacles and negative ciranoest which impede
success of strategy implementation.

Much of these literature focuses on the effects otexgyaformulation and
business performance but there is little evidence ofgngahe manager in the
process and tool to evaluate the effectiveness of thieimemtation. Johnson’s et al.
(2008) study which specifically examines the criteria ofaduility, feasibility and
acceptability is the most direct study on strategy anglementation evaluation.
Understanding these drivers and criteria enables strategms to focus on
evaluating whether the strategy is suitable, feasibteaceptable. Nandakumar et.
al.’s (2011) study on generic strategies and performance quatedbefg et. al.’s
(1999) study specifically on the three dimensions of perfoc@ameasurements
using adaptiveness, effectiveness and efficiency. Somethef performance
measurements resonate with some of Johnson et al. (26@8)acof strategy
evaluation. However it is important to note that busieesoperate in live
competitive environments. Evaluating the implementation context of its
environment, provides insights on why the same strategywogk in one place and
not another. In the same company, it may work in oneidiviand not another and
that has to do with the type of business in the samé&atnafhe three criteria of
suitability, feasibility and acceptability, are in theslves insufficient. This
perceived limitation will be investigated in this Proj@eto to validate whether the
three criteria are insufficient and more criteri@eh¢o be considered.
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2.3 Summary of literature review on strategy planning

The main field of knowledge related to this study istetyie planning which
examines the two key aspects of strategy formulation thadevaluation of its
implementation effectiveness. The first part of Druckeal., (2008) definition of
strategic planning relates well to the strategy formutatmoject which is the
“continuous process of making risk taking decisions sydieafly with the greatest
knowledge of their futurity”. To survive and succeed in akafra firm must
formulate and sustain a competitive advantage againsoitgetitors. Although
Porter's competitive strategy framework has long beeptadoas a tool for strategic
planning, questions have been raised on where the Pootdzl still holds true in
today’'s turbulent and dynamic competitive landscape, wWith pervasive use of
internet and e-commerce (Koo, Koh, & Nam, 2004). Theecadready variants of
Porter’s three generic strategic model giving rise to idybersions of this model
such as focused cost leadership and focused differenti@todies by Miller &
Dess (1993) reported better business outcomes for corspahieh deploy focused
strategies. In the same study, it reported that Pemeodel does not capture much
of the complexity inherent in strategic gestalts and laisméwork can be improved
by viewing it as providing three important dimensions cdtegic positioning rather
than three or four distinct strategies. ResearchkesKim et al., (2005) of Blue
Ocean fame proposed other strategy models to addresstridtisgg gap. The
literature review reviewed at least six other strataggels in section 2.1.2.1.

Drucker’s (2008) theory of business has three parts and ahgy with
Porter’s Strategy formulation process. The three stepegs involves a study of the
current environment, setting the objectives and recommgné plan. The
fundamental management questions are implicit in suclammmoach and given
today’'s turbulent environment, this question cannot be tdkengranted. This
limitation will be addressed in the implementationtlod workplace project. Other
authors like Wiebes et al., (2007) propose preparatiotysasaecision making and
implementation as the key steps in the strategy fatiom process. In summary,
Porter’s three step process is well aligned to the racéisearch process cycle of plan,
action, observe and reflect (O'Brien, 1998).

The second part of Drucker et al.,, (2008) definition oétetic planning
aligns with the strategy and implementation evaluatmoject which is the
“measuring the results of these decisions against thet@tjoms through organised
systematic feedback”. The key words are “organised sgsierfeedback”. This
again compliments the action research method whichviesa systematic enquiry
into evaluating whether the strategy or its implenmi@mais effective. Although
there is less research on strategy evaluation,tdratlire review yielded:

1. key insights on strategy implementation
2. process to evaluate strategy implementation
3. criteria and factors to evaluate strategy implementatio

There are eight key insights on strategy implemeotatihich should be

studied if one wants to know how to implement strateggessfully. Second, Joyce
(1999) recommended a rational approach to strategy impletioantaryson (1995)
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and Hart (1992), on the other hand, recommended a phaseddpfroa
implementation. None of the reviewed literature hpsogess designed specifically
for strategy evaluation. This is the gap which this studlyaddress through Project
2. It will develop a strategy and implementation effemtizss evaluation process
(SIEE) which is organised and systematic that is in link @rucker’s definition of
theory of business above. Third, the work by Johnsords,g2008) model on
strategy evaluation is focused on the three critergudébility, feasibility and
acceptability of strategy. Early review of this literais that it does not consider the
internal and external environments in which strategyemented and this is very
important in light of today’s turbulent and chaotic gatitive landscape. The gaps
in this model will be studied in Project 2.

In regards to the wider body of knowledge, this study thé&rrframed by the
sub-disciplines of management of change and leaderstedit@tature on action
research which is documented in Section 1.6.6 emphabkes&sy concept of
“change” due to the collaborative nature and plural structitieis method (O'Brien,
1998). There is much literature on the management ofjehand leadership and this
will be referenced as appropriate during the implementétioapter 3) and the
discussions on findings, analysis and learning in chapiEnetliterature review on
the main research topics of strategic planning servdseasytto inform “practice”
which is to be documented in chapter 3 and in turn, thénfysdanalyses and
learning in chapter 4 serve to refine this theory. Thisrggdly is the motivation of
professional doctorate. The closed loop principle afng by doing, is achieved
through action research.

Table 2-1 summarises the literature review on the twia togics.

Table 2-1 Summary of literature review

Overall
research Strategic Planning (Drucker et al., 2008)
subject
Research , Strategy implementation effectiveness
Topics Strategy formulation evaluation
Process or 3 step Strategy 4 stage PEAR process
Approach Formulation Process
Model Porter’s (2004) generic | Johnson et al.(2008) Strategy
strategy model and evaluation criteria
complementary models
Academic Porter’s work on Johnson et al., work on exploring
foundation competitive strategy corporate strategy. The focus is on the
evaluation of strategy and
implementation
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CHAPTER 3 PROJECT IMPLEMENTATION

The business was on a burning platform and needed timelpgament
intervention. The overall goal of the two interdepearidprojects is therefore, to
address the business issues, develop and implement & sategies aimed at
improving its business performance. One of the projediomes is also to educate
managers on the total concept of strategic planning whdbdes the separate and
interdependent parts of strategy formulation and implgation evaluation. The
stated management questions to be addressed in thepmojaais are:

1. Is the RCD business sustainable?

2. Can a set of competitive strategy be developed to tranghe business and
improve its performance in terms of growth and profita/l

3. How can management evaluate the effectiveness ofsthasegy and its
effort?

Questions 1 and 2 will be addressed in Project Onest@ne3 will be addressed in
Project Two.

3.1 Objectives and deliverables of Projects One and Two

The objective of the first project is competitive st formulation. It
involves enhancing an existing strategy formulation proeesk models to assist
management in formulating strategies to achieve sustairadol profitable growth.
The deliverables of project one include a set of approvetegly for the business,
findings and analysis, and derived learning from applying ttaesty formulation
process and model. Some operational tactics will havebe implemented as
immediate measures to address some of the uncolvesetess issues.

Once the strategies are approved, the implementatiose plolows. The
objective of the second project is the development giracess and associated
models to evaluate the effectiveness of the formulatetlimplementation effort.
The deliverables include a strategy and implementatioruaiah process, model
with its findings, analysis and conclusions. The impd&dhe implementation of the
agreed strategy on the business will be analysed andledidio derive learning.
Table 3-1 uses the similar table structure in the disaussiditerature review (Table
2-1) to summarise the planned projects, research topasoged process, approach,
model and academic foundation leading to intended learning &ueadc,
professional and work knowledge.
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Table 3-1 Integrated end to end Strategic Planning project

Integrated Strategic Planning Process and Model

Research Topi¢ Strategy and Implementation
Strategy Formulation Effectiveness Evaluation
(SIEE)

Project Project 1 Project 2

Process and | Develop a process and framework to assist in strategy

Approach formulation and implementation evaluation

Model Porter (2004) Strategy Johnson et al. (2008) mode
formulation process and genericof strategy implementation
strategy model criteria

Academic Adapt, test and validate the process and model. Use finttings

foundation contribute to new knowledge. The process for SIEE doks n

exist and will be developed as part of Project 2

Professional Use the tested process, framework and model to educate
Knowledge professional managers to use these methodology and tools
internally and for clients’ strategic planning assignments

Work The knowledge to formulate, implement and evaluate the
Knowledge effectiveness of the strategy will be applied. Thdifig is used
to fine tune the strategy

The choice of these two projects as explained abovginated from the
workplace situation. It is also the charter of my appuoéent as th&MD of the SBU.
This is understandable and sensible. My risk of choosh&get study topics,
particularly the one on strategy formulation, is tihad already a broadly and deeply
studied subject in the academia. Contributing new insidslearning to academic
knowledge in this topic of strategy model is thereforecaated to be challenging
and difficult. Acknowledging this challenge, the focudlu$ study is therefore, the
applicability of Porter’s generic model in today’s prafesal services competitive
landscape and the new strategy models that have emergddress these gaps. It is
concluded from the literature review however, that thetestyy formulation process,
implementation evaluation process and criteria is $¢gdied. The focus of the study
is therefore, on the processes of these researds tapdl their associated models.

Given that this is a work-based doctorate where thaileg is centred on
workplace projects, the choice of projects remains bectngse projects are part of
my job’s mandate. The topic of strategic planning is dn@ymain study interests
and focus as a management consultant.
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3.2 Project One - Competitive Business Strategy FormulatiofArtefact
Three)

Managers are sometimes tasked with the responsibflisgtbing directions
and strategies for their strategic business units atiurs. The outputs tend to be
operational tactics aimed at improving efficiency and pradiyz. However,
Mintzberg’'s (2005) criticism of managers where they “arelgad plan like mad;
they just don’t strategize” is rightly justified. terviews with managers during
consulting assignments have revealed the fact that mexsagers do not know how
to facilitate or undertake a strategy formulation exsercihey are at a lost on how to
obtain information about its competitors. Some do nenexnow who constitutes
their direct and indirect competitors. A contributing téaccould be due to the
change in competitive landscape. Friedman (2006), indug,The World is Flat”,
metaphorically described the changed competitive environmadnle he was
“sleeping”. The CEO of Deloitte Asia Pacific, Chaly Mahallenged his partners at
a recent internal conference on future strategy, to emeoand disrupt current
business models in the professional services businesstaddehow Borders, a world
renowned books and music retailer failed to recognise theipdive model of
Amazon which led to its demise in 2011. This new Amazon miskf will be
challenged if it fails to comprehend its future compegiiandscape in time to come.

The title of this project is “Competitive Strategy Fwilation” and its
objective has been documented in Section 3.1. The manageitemma (problem
statement), research question, action research mdolgydoproject details and
finding analysis were documented and submitted in May 201Ek diltire
documentation is included as Artefact Three. This isiteedf the two work-based
research topics.
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3.2.1 Project One - Scope and timing

The business scope is professional services specialisigk imanagement.
The geography scope includes Singapore, Malaysia, Indofésigand, Philippines,
Vietnam and Guam. These are the seven operating geograpthesDeloitte SEA
oganisation. The total project time of Project One ®asnonths, commencing April
2010 and completing in June 2011.

Table 3-2 Project One information

Item Name / Value Comments
Project name| Formulate Competitive | Referred as Project One. Also
Strategy known as Project 1- Part A
Course code | WBL9002 — WBL9008 Recorded in both USQ and EASB
systems
Units 7 First 7 of 13 units across 2 projects
Duration 14 months April 2010 to June 2011

3.2.2 Project One - Plan and approach

As mentioned, Porter’'s work on competitive strategy asdare disciplines
of industry analysis, competitor analysis and stratggpsitioning, are now an
accepted part of management practice. Companies and mamagemsultants use
different aspects of his framework when reviewing and dgwed corporate or
functional strategies. His work on competitive SFPn@ra@s what the business is
currently doing, followed by happenings in the environment amally what the
business should be doing in response to the earlier findinge(P2004). This is
not dissimilar to other systematic approaches.

3.2.3 Project One — The enhanced Porter’'s Strategy FormulatioRrocess (SFP)

Porter’s SFP outlines a three step approach in strabegyfation with Step
1 performing a baseline situation analysis, followed by gbting the business
objectives and the exploration of strategic optiongedS2) and finally
recommending the strategies (Step 3). This is a logmaioach in that the results of
the situation assessment provides insights and inputs dewexploring the
improvement options and filtering them through tests awdithtion to arrive at a
final recommended set of strategies. Drucker et al. (200&)edebrganisational
strategic planning as a continuous process of making risk tatt@wsions
systematically with the greatest knowledge of its fuguiithe key lesson in applying
this approach is that due discipline in following through plhecess must not be
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compromised for optimum result. The formalisatiortied approach in the strategy
formulation process is illustrated in the diagransta@wn in Figure 3-1 below.

Figure 3-1 Strategy Formulation Process (SFP)

Management Problem
1. Is business sustainable L

2. Intervention Strategies
to assist business
achieve sustainability,

Perform Situation \\ Set the Objectives\ Recommend the J
Analysis / & Strategic Optiony/ Strategies

profitability and growth

Action Current Situation Revisit Vision Recommend the
Research SWOT analysis Strategies
Observations from
Situation Analysis to Use the preceding
iyl explore_ types_of month’s res.ults to fine
Strategic Options - tune strategies
Study Industry rategies of Get M
Structure using Diff. & fiation. Cost et an:i\gement
Porter’s 5 Forces G Approva
Leadership and Focus
Induction Observations Patterns, and tentative Porter’s Competitive
Inductive reasoning on Hypothesis Strategy model refined
issues Broader Generalizations - Theories
Timeline Cross Sectional Cross Sectional Cross Sectional

Set for 3months

Set for2 -3
months

Set for2-3
months

Data Samples

Internal staff — 20
Clients & Prospects —
30

Back up : 10 prospects
in case further input is
needed for strategic

Validate the strategies
with a group of Leaders

Alliances - 10
Secondary Research on
Addressable space

options

The proposed change or amendment to this three stefr&@Rework is to
add a step at the beginning for the manager to explicéljné the management
guestions. Getting this right sets the foundation for adtegrs to follow.

3.2.3.1 SFP Framework Step 1 - Framing the management questions

Defining the set of management questions at the onske¢ @rbcess was
most important and if incorrectly defined, could resul ilot of wasted effort and
time. The questions posed in this project were to:

1. Determine whether market for risk consulting servicegd®xaisd is it
sustainable

2. Determine Deloitte’s competitive positioning in this indystr

3. Identify internal organisational strengths and weaknesses

As expected, there were several iterations when frarhegptquestions. The
temptation to short circuit this step, not invest swgfitiand qualityime to frame
the questions correctly, and immediately dive into des@the strategies was very
real. This was further compounded by pressures of daily eapesatnd the need to
demonstrate some short term results as proof of maabhgktlities.
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3.2.3.2 SFP Framework Step 2 - Performing situation assesgme

The goal of an assessment of the situation is tdlediahe baseline of the
business in terms of its competitiveness in its busilagiscape. This includes both
an internal and external view, complemented by a top-dowinbottom up feedback
of the issues and opportunities faced by the business. Beiag @&ntrant into the
risk consulting business (although a seasoned managementtant), | conducted
the analysis on the organisation in terms of its $ties) Weakness, Opportunities
and Threat (SWOT). The analysis did have its advantades.technique was first
introduced by Albert Humphrey in 1960s and is well known aeduently used by
managers to analyse the current situation before demglopmedial actions. One of
the recommendations in a new leaders’ 100 day plan isrtducb an organisation
SWOT (Bradt, Check, & Pedraza, 2009). The Art of War wglorigin in Chinese
military strategy advocates a similar concept of r@otse analysis called “zhi ji zhi
bi, bai zhan, bai sheng”. It means knowing yourself lgdld to knowing your enemy
and in a hundred battles, hundred is won. It is about “kmpwhe inside from
outside” (Wee, 2005).

| took three to four weeks to complete the exercise amyatived designing
a questionnaire and conducting interviews with selected gzartmanagement and
staff. There was some objectivity in such exerciseg Jlmmary of the SWOT
analysis is included in Appendix 6. Some key weaknessessunelsisuch as schisms
in the organisation, lack of leadership, poor management gmenand a work
culture which strived on activities rather than perfance quickly surfaced. The
external market threat was low compared to internalessand problems. The
concern was whether the staff and partners’ assessshéhe market was accurate.
Identified issues were mainly internal organisationabkmesses which could be
rectified. The SWOT analysis also highlighted signiftcapportunities for the
business. In all, it was a “blunt” tool and one, whichstnmanagers were quite
comfortable in conducting when confronted with similduations. A limitation of
this tool is that it was not comprehensive and tended to fmcushuch on internal
feedback.

3.2.3.2.1 Industry study

Porter's recommendation of conducting an industry study isremo
comprehensive, insightful and difficult to carry outfelt that the insights of the
SWOT analysis were too internally focused, and fixing éhesues, might in some
ways improve the business. However, it did not addresdutidamental issue of
whether there was a market for risk services in SEWerd@fore, conducting an
industry study was necessary to address the first resegaestion of business
sustainability. The answer to the second research qoestideveloping a set of
“appropriate” strategy was dependent on the first answer.

An industry study on the market opportunities and size cgaslucted over
four months through primary and secondary research. Were a total of more
than 60 respondents across the seven geographies in stagpexdrcise required
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collecting of data outside the company and the quesfi@thacal considerations in
regard to data acquisition arises. This is addressed iors&c2.3.2.3 titled “Ethical

considerations on data acquisition in Industry study”. Gtmpleted questionnaire
answers are collated in Artefact Six. The outcome veag helpful in determining

the market position of Deloitte’s Risk Consulting busmehe types of services
clients purchase, and their purchasing attributes. Thetnmydsisidy was guided by
Porter’'s Five Forces framework which examined the forfepotential entrants,
buyers and suppliers’ bargaining powers, and availabilitgutistitutes impacting
industry competitors (Porter, 2004). Another framework usasl RESTEL which is

abbreviation for political, economic, social, technatajand legal framework. This
helped me in contextualising the five forces analysis $neivironment. The
deliverable of this study was a 153 page report which provided tadighthe next

step in the SFP which is to explore the appropriatgegly options. There are five
key findings distilled from the industry study which are swarsed in the

paragraphs below.

The first finding is that the PESTEL or STEER analysis professional
services business is favourable. The insights on theor@momomy, market trends
and opportunities, clients profile, buying attributes, emergidgstries and business
trends over the next few years seem favourable. Althdbgte had been several
economic crisis in recent years, for example, theket crash and US crisis in 2006-
2008, the softening of the Chinese economy and the currentcEad crisis (from
2010), the Gross Domestic Product (GDP) of all ASEAN eomes remained
positive and was still growing, although they were growandlifferent pace. The
GDP of United States (US) is expected to be 1.5 to 2.4embedhe GDP of Asean
economies is ahead of US between 4.0 to 4.5 over thefewxiyears to 2015
(internal Deloitte study, 2011). Indonesia, Vietnam, Ma&@ysnd Singapore are
identified as key growth markets which is positive news Deloitte SEA.
Furthermore, new frontier markets like the Mekong redias emerged with Laos
and Cambodia being new entry markets. The latest ppgiitical development
and easing of US sanctions in Myanmar is another fuigrégfisant market of over
85 million consumers.

Regional inter-government trade bodies like Asia Paciiconomic
Community (APEC) and Association of Southeast Asiaidda (ASEAN) are
instrumental in promoting free trade between member mgtienabling greater
market access. Deloitte SEA which is organised under @magement structure in
Asean is therefore able to leverage its strength, alsgton this trend and gain
competitive advantage.

With globalisation and regionalisation on most lacgenpanies’ agenda, key
economic activities are moving towards the east fronmée in line with a business
trend called “West moves East”. Organisations needtass&s and support from
professional services firms like Deloitte in their Imesis transformation and this is
another favourable trend for Deloitte risk services.

Although Deloitte is positioned number two in the glob&ig* Four”
professional services business, its market position iA BEveaker. It is ranked
number three or four in most SEA markets. According teaent brand survey
involving 250 participants of clients and prospects by MillwBrdwn (2012), the
Deloitte brand and acceptance is relatively weaker tigncompetitors with
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prospective clients. In terms of existing client segmém finding is that Deloitte is
a trusted brand and they are prepared to be advocatore bfahd. This finding
supports the need for more aggressive marketing and branditige dDeloitte

services. The rise of regulations and compliance in tndgssuch as financial
services, manufacturing, life sciences and telecommumiceg a favourable driver
for risk services.

The second finding is that the present positioning of Delsitrisk
consulting business and market size has room for it to.gr@stimated the risk
consulting market to be about USD250 million in a professicervices market of
about USD2.5billion in the industry study. Deloitte’s igh& estimated at 5% to 8%
using available market information, intelligence and proxyestimate this share.
The market position perceived by the survey respondentawvaler 3 or 4 in most
SEA markets. Analysis of the services footprint suggesi&tdDeloitte’s share of the
services footprint was about 8%. It was also estimdtaetiDeloitte was not serving
at least 25% of the addressable risk services footprins. rEpresented a significant
“white space” for Deloitte’s risk business to explonel @ursue.

The conclusion from this analysis is that Deloitte'artal position is weaker
than its “Big Four” competitors and the business is ursbade. This is both a
weakness and an opportunity for Deloitte’s risk business.atwveakness in terms of
brand acceptance and relatively smaller market shaee.nidrket opportunity and
white space to grow exists, and with Deloitte being a prenglobal brand, the
RCD should strategise to leverage the value propositidhi®brand and pursue a
bigger share of the addressable market.

The third finding is that demand of risk consulting servicesncreasing.
According to the industry study respondents, the demandkos$ervices is expected
to grow annually at 30%. They identified technology risk &eaemance (TRG),
security, privacy and resiliency (SPR), data risk sesvi@RS) and contract risks
and compliance (CRC) as the types of services expeéatgcbw. The RCD of the
Big Four firms is known for its Internal Audit (IA) seces. This is a core
competency for most of the risk consulting firms in timdustry. Unfortunately,
clients deem this service as a commodity and hensevéry price sensitive. The 1A
service line accounts for 40% of the business.

This particular finding is very important when considgrihe application of
Porter's strategy model of differentiation, focus andstcleadership in the
formulation of go-to-market strategy for these riskve®s. More recent research by
Kim et al. (2005) on “blue ocean” is aimed at identifyingrkets, services and client
segments and the combination of them which are lesgdedh The client segments
which are likely to purchase professional services laoset in regulated industries
like financial services, life sciences, healthcare, nufecturing and
telecommunications. Gallo’s (2010) suggestions on “thinking rebiffy” while
innovating service offerings will lead to the redesignof an alternative service
delivery model of some of these risk services for diffeation and competitive
advantage.

The fourth finding is knowledge of the clients’ buying aidehelps to focus
on what is important. The industry study further lisgpecific skills and industry
expertise, experience and price as the top three buybegiain order of importance.

52



Professional knowledge and expertise were confirme#egsdifferentiators and

drivers in professional services business. Price satsihas also become a buying
criterion when the requirement is homogenous or conmtisedi Continuous training,
setting up knowledge centres to support staff in their assgts and hiring experts
in their respective domains are important operationalece strategies.

Last but not least, the fifth finding is that the emireermd Deloitte’s risk
consulting services is a key success factor. The comfiim#idgs from the industry
study in 2011 and brand value proposition survey in 2012 highlightedharent
weakness of Deloitte RCD whose market share is smatidrless known amongst
prospects. With this industry still in its growth phases tmportance to build the
mind share of the Deloitte’s risk consulting brand m market is a priority.

The targeted message should be on growth services, tB'sl@kpertise and
knowledge on the respective subjects and its ability teesenulti-disciplinary
clients seamlessly across the SEA market. The talgetéience is decision makers,
most likely professionals in the C-suite executives imafce, Compliance,
Operations, Internal Audit, and Corporate departments imgutie Chief Executive
Officer (CEO). Higher regulatory standards do not exenitpef executives from
their accountability and discharge of ethical and complimatters in their
organisations today. The onus on these executives to proviile/@@ssurance on
these matters means opportunities for professional eiskces. Hence the need for
Deloitte RCD to increase its “mind share” in the magkate.

3.2.3.2.2 Industry study findings and Porter’s five forces mbde

The learning from this industry study was that the findingre significantly
more robust, data driven and insightful about the busiaesk its competitive
landscape than the outputs of the SWOT analysis. ®offiee forces industry
framework lists rivalry among industry competitors;etits from potential entrants
and substitute products and services and bargaining power tdfmews and
suppliers as the forces to manage in the competitigsdape. According to Wiebes
et al. (2007), it can be used to measure the attractiverfiabe business sector.
Applying the industry study findings against this framework igeading. The
derived insights are listed in the paragraphs that follow.

The first of Porter’s five forces is the rivalry angpmdustry competitors.
The professional services industry has consolidated theeryears. The rivalry
amongst the “Big Four” is intense. Tier 2 players rmoe global and the investment
to become a global player is substantial in terms otstiment on systems,
methodologies, knowledge management and other supportingtiofrare.

The second force in Porter's model is the threaeef antrants. The threat of
new entrants who are within the scale of the “Big Fasifow. Regulators are also
weary of further industry consolidation to avoid anti-g@titive behaviours. New
entrants who are smaller will not be able to competbeapremium level although
price elasticity is their competitive element. There, differentiation is an important
strategy to avoid direct competition with these Tier @/fers.
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The third force in Porter's model is the bargainipgwer of customers.
Buyers’ criteria in order of importance as dedudexn the industry study were
expertise and skills, experience and then pricedback from the internal team
during the earlier SWOT analysis seemed to suggeastprice was the only buying
criterion, which was not true. The industry studgoahighlighted clients’ and
prospects perception of Deloitte’s market posingnand the types of services they
seek in the future.

The fourth force in Porter's model is the bargagipower of suppliers.
Professional services businesses, unlike othersinda, do not rely on suppliers in
their value chain. There are collaborators or atiatalliances and business partners
who sometimes collaborate on assignments. Thettbféauppliers” in this business
model is low. The key asset of any professionalises firm is its professional staff.
The constant threat in this industry is the comiyuaf practitioners. Management
of staff turnover is often the challenge of any agar in this business. The war on
recruiting and retaining the best talent is on-goin

The fifth and final force in Porter’s model is ttieeat of substitute products
or services. This threat is also low. The Professicservices business entails
knowledge, capabilities and advice. Although autimmamight be able to assist
some of the analysis in professional serviceskéyesuccess factors are knowledge,
experience and capability.

The mapping of the analysis against Porter's figecds in this project
suggests that the threats from the five forcegaegively low and can be managed.
Using the illustration of the model, figure 3-2 &ips the mapping of the industry
findings against Porter’s five forces.

Figure 3-2 Mapping of industry study on Porter's five forces model

POTENTIAL
Oligopolistic industry dominated by ENTRANTS
“Big Four”
New entrants are mainly Tier 2 o ru i e e .
players without the capacity like the Threat o !Suyers £ e e O.t
global brands new entrants Im‘poﬂance mchl.lde expc?'use and
skills and experience. Price

sensitivity is on commoditised
INDUSTRY b
Bargaining power COMPETITORS Bargaining power

of suppliers of buyers
SUPPLIERS > - BUYERS

Professional services business Rivalry Among
unlike other industries, are not so Existing Firms
sensitive to “suppliers”. -

There are collaborations with other 4
providers which may be “suppliers” hreat of Thieat of substituts: seivices of
but is not a threat substifute products products is low. Automation may
or services assist some of the analysis needed in
professional services but the main
competency is knowledge.
SUBSTITUTES

Source: Porter, 2005 (application of five forcesdelacreated as part of this project)
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3.2.3.2.3Ethical considerations on gathering of data in Industrycy

The industry study did require the gathering of data freer 60 respondents
as reported. Ethical considerations in action reteamnwolve close and open
communication among the people involved and such consmlesatust be pursued
before action research is carried out in real-woildduenstances. The industry study
required data gathering through surveys conducted in the madoet The ethical
considerations included seeking permission from the CEOrforpethis industry
study as key ISAF input to understand the risk consulting cttimpelandscape as
part of Step 2 in the SFP. Permission and guidance s@saught from the internal
Risk and Reputation leader on the intent of the survdyaagdisclaimer noted in the
data collection instrument. The wordings of the disctaimm the survey form are
reproduced below:

Figure 3-3 Disclaimer at the front of the survey instrument

1 By partaking in this survey, | understand that any data provided by me as part of this survey may be used by Deloitte & Touche
Enterprise Risk Services Pte Ltd (“Deloitte”) in connection with this survey and other studies performed by Deloitte.

2 | understand that this survey and the survey results are the proprietary property of Deloitte.

3 | understand that any such data may be disclosed by Deloitte to related entities or other third parties, including, without limitation,
publications, in connection with this survey or such studies, provided that such data does not contain any information that identifies
me or the responses | have provided to this survey.

4 | understand disclosure of such data may be required by law, in which case Deloitte will endeavor to notify me.

5 1am authorized to complete this survey on behalf of my company, including, without limitation, in accordance with the policies of my
company, its board of directors (or similar governing body), and, if applicable, its audit committee.

The disclaimer was shown to the survey respondent anceipondent was
deemed to have given “passive approval” through participatidhe survey. The
signature of the respondent was not sought. This stepekingeinternal approval
before embarking on the survey and showing the disciainexternal respondents
is to make sure the principle of obtaining permissionreefoaking observations is
adhered.
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3.2.3.2.4 Integrated Situation Assessment Framew@&AF)

| used a SWOT analysis to obtain a quick assessmfithe business’
strengths and weaknesses. | then conducted theefadrerate and difficult industry
study using a combination of primary and secondasearch. The PESTEL or
STEER model was used to analyse the findings fimemiridustry study. This gave
me good insights on the competitive business lapmisdor this risk consulting
business. Mapping the findings against Porter's fferces study was another
analysis which gave me understanding and furthemgims into Deloitte RCD
business and its competitors.

These insights and learning gave me a comprehensigerstanding of the
risk consulting business ecosystem. Arising from #tep 2 of performing a current
assessment of the business was a recommendateanmioine the different models
and tools into an Integrated Situation Assessmergméwork (ISAF). This
framework has become an important enabler to stippanagers who are engaged
in conducting similar exercises in the future.

The ISAF starts at the basic level where a tod BWOT enables a quick
internal and external analysis. The analysis besomere insightful using Porter’s
five-forces framework which examines the variouse#lts encountered in the
business’ landscape. The analysis is more extgrdaiused. Combining these
analyses using a STEER or PESTEL framework providescontextual
macroeconomic view point of the business relativés competitive ecosystem. It is
recommended that a combination of these tools bd tes assess the business in its
current state.

Figure 3-4 Integrated Situation Assessment Framew@r(ISAF)

Situation Analysis— Baseline Assessment

PESTEL or STEER analysis on the Environment - focused Macro/
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This learning will form part of the contribution of newaalemic knowledge
on the strategy formulation process from this projddtis recommendation is
published in the article titled “Adapting Porter's Model fBusiness Strategies
formulation” in the inaugural edition of Singapore Managatournal.

3.2.3.3 SFP Framework Step 3 - Setting the objectives andegjiatoptions

This step marks the beginning of addressing the business gapssaesl is
identified in the previous step. A key activity in designihg future is establishing
or understanding the ambitions of the business. Most orgianisare quite explicit
in stating their strategic objectives. This is commordgalibed as the Vision and
Mission of a business organisation. The more successfj@nisations are those
which are able to operationalise their vision and misa®a lived reality.

3.2.3.3.1 Setting the objective

Revisiting the business vision, if one exists, is a goodirggapoint in
formulating the business objectives (vision) which underffieswork on evaluating
the various strategy options. It sets the tone, althaugh must be careful in the
calibration of the scale of the ambition. Too many messes have set unrealistic
objectives only to be frustrated because the market envinatnamd the capability of
the business are totally unaligned. One of the respditisbiof leaders is to set
business objectives that are ambitious, yet pragmate lve elements of
desirability of the future without necessarily knowingth# answers to get there and
yet not totally impossible.

Achieving market leadership in risk consulting and generatingyenue of
about 11% of firm’'s revenue which translates to USD50 onillivas the set vision
after much consultation and discussion with legdership team. This was calibrated
against the earlier industry finding which supports an annualtgrof 30%. More
importantly, it must be built on the foundation of atausmble and profitable
growing business. The article by Guttman on the new paformance horizontal
organisation quoted in the book, “The organisation of therButcomments on the
need for a high speed intelligent organisation which aragterised by a flat and
efficient structure (Hesselbein & Goldsmith, 2009). Theiaes my ambitions of
developing the RCD business into a high performance oagams The culture and
DNA to be developed is of sustainable high performance.tifiine to achieve
this vision is by 2015. Commencing in 2010, this therefore repiesefive year
journey.
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3.2.3.3.2 Exploring the strategy options

Another key activity in step 3 of the SFP is the exion of various
strategic options and the recommendation of an apprepsett of strategies. The
strategies are aimed at addressing the findings of theentuassessment and
achieving the stated ambitions of the business when implethentcessfully. The
strategies will take the form of operational tactidsch can be applied immediately
(first aid treatment) and strategies (longer term tneat) which are focused on
addressing the more systemic issues in the business.

The effect of strategy implementation takes time.nBeon a burning
platform, the business required immediate operationakicka to improve
performance. Stopping the immediate “slide” in the busiraa®l high staff attrition
by strengthening country management was an immediate tyriofhis was
prioritised from June to September 2010. There was assa#rigorkshops with each
country leader to structure and implement a country mamagieteam to strengthen
the day to day management of the business.

The “Back to Basics” initiative was to request the countenagement team
to focus on what they knew best by focusing on their competencies which were
primarily internal audit services, some computer asseraesting work for audit
clients and basic enterprise risks assessment assiggnmEhis focus helped to
achieve short term traction in the results. As theiness stabilised after the
management change, the next step was to start khedisstry analysis and develop
longer term strategic response.

The consideration of strategy options came from abaowaion of inputs and
findings. The insights and findings from the situationeasment of the SWOT
analysis and industry study provided inputs which were more reurfeectual and
objective. Learning from the literature review provided amtSme-in” view of
strategy while the wisdom of past experience and “gut fpedVided invaluable
input. The business ambitions and vision set the stredloaantation in terms of
strategic direction. It is important to note that tha@sputs and findings are multi-
dimensional and often overlapping. Strategy is not amtes@ience and therefore
some strategy options will directly address certainkmesses as in a cause and
effect relationship. Other strategy options will addressombination of multiple
findings and insights. It is not a linear relationship.sTikithe complexity of strategy
design.

The Table 3-3 below summarises the inputs and findings ffee various
analyses and possible strategy options. It is cledrRbrter’s generic strategy model
of differentiation, focus and low cost leadership isnd to be too limiting even with
later adaptations of this model, such as best cost proaitérintegrated low cost
differentiation model (Porter, 2008). There is a needoimplement this model with
additional strategy models like market expansion (Bangl.e€2010), blue ocean
pursuit and innovation (Kim et al. 2005, Gibbs & Humphr2309, Gallo, 2010),
develop marquee clients, key accounts development throilagfomship closeness
and strategic alliances (Hesselbein & Goldsmith, 2009)ed&ekers like Gittell
(2009) and Hesselbein et al. (2009) promote the notion of higbrpwmce culture
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and teams creating a performance advantage for organsatirough increased
employee participation in problem solving or improved cussations of solutions.

Table 3-3 Mapping of requirements and considerations to possibkstrategy
choices

Inputs and findings Possible strategies

Ambitions of becoming a leader. Market expansion strategy
Favorable market conditions for the | Strategic alliances
foreseeable future based on industry Reconstruct market boundaries and look

study. for “Blue Oceans” — niche client segments
Five forces study reinforce positive | and services footprint

industry outlook Innovate services

Increasing demand of risk consulting

services

Weaker Deloitte brand and business Improve marketing to increase brand
footprint eminence

Increase service footprint through growth
and strategic alliances

Clients’ buying criteria prefer Implement marquee client strategy
experience, skills and expertise. Willl Increase value creation through clients’
not pay price premium on relationship closeness

commoditise services Deploy experts and centre of excellence

Use of low cost leadership through change
of service delivery model for
commoditised services

Increase quality of service deliverables
Implement Focus and differentiated
strategies in conjunction with other
strategy models for selected services

Weak and subscale business footprintncrease business footprint through
Weaker Deloitte brand in risk servicesstrategic alliances.

Address internal organisation Deploy Operational Excellence strategy

weaknesses focused on high performance, efficiency
productivity and service. Innovate service
model

Another known tool for analysing various growth opportesitis the Ansoff
Matrix, developed by Igor Ansoff in the Harvard Businesyvi®e in September
1957 which is a 2x2 matrix for exploring product and markebfacfLester, 2009) .
Using this Ansoff Matrix and replacing “products” with “sees”, the four resultant
options are increasing market share through aggressivieebssdevelopment,
expanding services footprint into new markets like Guam, @moy services in
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existing markets and diversifying by simplifying the services rfiew immature
markets like Indo China and Guam.

3.2.3.3.3 Proposed strategy options for risk consulting

An earlier exercise to map the existing risk services uBimder’'s generic
strategy model was useful in determining and positioning tHerelift services as
part of the go-to-market strategy. The discussionlig dlocumented in Section 5.3
of the final report of Project One (Artefact ThreEhe summary of service lines and
their positioning is distilled in the following table fohe two categories of risk
services including business and technology risks.

Table 3-4 Profile of Business Risk services

Service Unique | Segments and Competitive Possible Strategies
Line -ness | Pressures
Contract Low Industry Wide. Focus on segments whe
Risks and Medium and becoming penalties are severe like
compliance important where non- contract compliance in
(CRC) compliance carries financial | software use
penalties
Sustail- High Niche segments such as Oil | Identify niche industn
ability & Gas and other industries segments where regulation
Climate impacting environments. on pollution and
Change Demand is slowly increasing | environmental damage
(SCC) Clients value specific attracts penalties and social
experience and expertise. responsibility rebuttals.

Willing to pay higher rates dueFocus and Differentiation
to lack of available skills & by expertise and

competence experience.
Governance | Mediurr | Industry Wide Differentiation by industn
Regulatory | -High Increasing demand on risk | segments.
& Risk services in regulated Differentiate by skills and
Strategies industries. experience
(GRRS) Regionalisation and expansign

increasing demand on risk
mitigation and governance
Buyers evaluate consultants on
skills and experience

Internal Low Industry wice. Compete on co:

Audit Mature. leadership.

(1A) Price Sensitive. Focus on key accounts who
are willing to offer higher
rates

Innovate on service
delivery models
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Table 3-5 Profile of Technology Risk services

Service Line | Unique- | Segments and Possible Strategies
ness competitive pressures

Data Risk Low Not well understooc Focus on segments whe

Services Specific segments. penalties are severe like

(DRS) Medium where non- software contract

compliance carries
financial penalties

compliance

Information & | Low Industry wide requiremer | Cost Leadership strategy
Control of assistance on computer| applicable.
Assurance assurance testing as part oflnnovate to increase
(I&CA) audit service. Low margin | efficiency by changing
and high price sensitivity | service delivery process
Risk Mediurr | Industry wide Differentiate by industr
Management Companies are looking for| segments, skills and
Technologies tools and platforms to experience
(RMT) assess, record and manage
risks portfolios Partner and develop
Demand is steadily strategic alliances with
increasing. branded technology
vendors
Security, Medium | Advancing technology ar | Differentiate by industnr
Privacy and to High business regionalization | segments
Resilience drive demand technology
(SPR) security and privacy Partner and develop
requirements. alliances with branded
Focus on selected technology partners
technology alliances and
differentiate by subject
matter expertise
Technology Mediurr | Industry wide. Technolog | Differentiate through skill:
Risks and implementations need to | and experience in managing
Governance embed governance as part technology enabled
(TRG) of automated controls controls and increase on

Price not too sensitive
because solution is non-
commoditised

governance
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Figure 3-5 is reproduced to illustrate the mapping of serwmes lon the
model.

Figure 3-5 Adapted Porter’'s generic strategy model
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Generic Strategies enhanced with
Innovation and Quality Strategies

Source: Porter, 2004 (Adapted for project 1)

This is only part of the set of strategies as far astipaing of services onto
the strategy model. It serves as a good foundation nogelsition the service lines
in this professional services business. There are atingtregy options identified
from the literature review, research, books and pastifggawhich cannot be directly
mapped onto Porter's generic strategy model. Hence the nwidedtrategy
formulation needs to be enhanced. Table 3-6 below summahseonsideration of
the entire set of strategy options based on allrpets and findings. Some of these
10 strategies were eventually implemented as separatgiweis and resulted in a

total of 14 strategic initiatives.
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Table 3-6 Summary of strategy options

Strategy Options Discussions and Rationale
Apply differentiation strategies As per the aboveudission on service line
strategies

Focus on developing marquee | Better understand clients’ needs and value

clients creation through relationship closeness.
Introduce new markets and Part of market expansion strategy. Deloitte
acquisition Guam is identified as one of the markets
Breakthrough on new ideas The benefits of innovation are clear. The use
through innovation of data analytics and introduction of “Risk

Intelligence” concepts are new ideas.

Focus on implementing quality | Quality and service excellence are key
process and service culture attributes in professional services businesses.
This is needed to cultivate relationship
closeness with clients

Adopt operation excellence and| Efficiency and productivity will lead to profit

manage cost responsibly improvement addressing a weakness
Upgrade business development| identified in the SWOT analysis. Management
capability responsibility and accountability and stronger

Call on management to action | governance are also internal weaknesses
which needed remedial actions

Migrate to high performance Migrating to a high perforneaaglture is to
improve team morale and performance

Develop talent for tomorrow’s | The competition for good talent is intense.
organization Addressing business sustainability is by
implementing a holistic and well developed
and effective talent strategy.

3.2.3.4 SFP Framework Step 4 - Recommending the plan

With the completion of considerations of the vari@igategy options, |
proceeded to the final step of the SFP framework by reemmg the agreed
strategy. A strategy plan is the outcome of this dtep.one thing to formulate the
strategy and another to market the strategy. Seniorgaarent is likely to ask how
these strategies will address the questions on busmgtssnability and performance
improvement. Short term result is a key success factdemonstrating that some of
the remedial actions mentioned earlier did arrest thesiness decline.
Metaphorically, it is important to see the fire on thmirning platform” being
brought under control. This will provide some relief for tagm and for me to focus
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on the recommendation and marketing of the strategyoadkdging that it will
take time for improvements to materialise with the lengentation of the strategies.
The RCD Strategy Plan was approved as part of the b\Redditte SEA 2015
Strategic Plan by the Strategy Committee. This was subseg@ndorsed by the
Deloitte SEA Board in March 2011. There are five comptsén a Strategy Plan
which are outlined in the next section.

3.2.3.4.1 RCD Strategy Plan

The recommended strategy plan comprises the following pooents
including strategic vision and goals, both go-to-market andatipeal excellence
strategies, organisation structure, roadmap, risk manageme fiusiness case. This
strategy plan must be marketed internally for buy-md eendorsement. The
marketing of this plan is both a formal and informal @ayaent with the key
stakeholder groups which include both the management anordhaisation. It is
found in the subsequent project (Project Two) that acoegptaf the strategy and the
degree thereof, is a key criterion in the implemeotesuccess of the strategy.

The first component is the articulation of strategision and goals. The
vision of Deloitte RCD is to become a premium risk cdiirsg leader offering
guality and outstanding advisory services in the markeeplalee prognosis for the
risk consulting industry is favourable. The successfulementation of this strategy
is projected to increase both mind and market share bytatisipg on this
favourable industry prognosis and its current positionhm arket. The issues
which are largely internal can be addressed to producer pttormance. This
RCD Strategy Plan spans over 5 years right up to 2015e Bablsummarises the
strategy goals.

Table 3-7 Summary of strategy goals

Attribute Goal description

Superior financials| Revenue of USD50million which is apprately 10% of
firm’s revenue target. Compounded annual growth of 19%.
Profitability and other key performance indicators above
firm’s benchmarks

Eminent market Competitive first or second position in selected mar&éts
position Singapore, Indonesia, Malaysia and Thailand.

Operationally Innovative go-to-market strategies for growth
efficient processes| Efficient and productive operational processes

A%

Organisation of the| High performance, build to change, high talent workforcg
future high quality leaders, agile and responsive
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The second component of the Strategy Plan is objedtiven strategies. The
set of proposed strategies is in the go-to-market and apey&xcellence categories.
Each of these categories has strategic initiativenasluded from the previous SFP
step. Innovation and Quality are value systems whichbeitultivated as part of the
future organisation culture. Table 3-8 summaries the imgiat

Table 3-8 Summary of go-to-market and operational excellence stieqy

Go-to- Market strategy Operational excellence strategy
Differentiated strategies for service | Upgrade business development
lines capability

Differentiation through industry and | Call on management to action
subject matter expertise (SME) Migrate to high performance culture
Focus on developing marquee clients Develop talent for tomorrow’s
Introduce new markets and organisation

acquisitions Manage costs responsibly
Breakthrough on innovation — new | Implement quality process & culture
ideas

Focused quality — service

The third component is the design of organisation strucBiracture follows
strategy. There will be two-levels of business gover@andhe proposed structure.
The first level is the Regional SEA RCD managemeamtevhich will lead and
guide the business as a collective whole. Executioapicable at both levels;
region and local countries. The management team ih eaantry (Level 2) is
responsible for execution and implementation of thategies. The management
team structure is already in place for each countdyamgoing effort to strengthen
the team and upgrade its capability is a continuous pro€essing and personnel
changes are part of this upgrading program.

The Regional SEA RCD management team is structurddamttore and an
extended team. The core team of five positions includ&kB (myself), head of
service lines, industry and operations. Each of the fivéipos has a secondary role
to oversee the performance of one specific country asdaillitranslate into direct
oversight of over 85% of the business.

The fourth component of a strategy plan is a strateggmap. The Strategy
Plan includes a five year roadmap. There are severgr mailestones in this
roadmap. The first year is focused on re-establishingptir@ation. The second year
is focused on the implementation of the strategy plad it is expected that the
country practices will scale as a result of the immddhe strategies. At the same
time, in the second year, a team will be formed tatifle targets for acquisition
growth to reap the benefits beyond the third year. Tom@mtum continues into the
third and fourth year targeting exponential growth. Thé fffiear target is closer to
USD50million with most of the initiatives at full mantum and it is the correct
time to initiate the next generation of the Strat®dgn. The target growth is three
times the original revenue.
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The fifth component, which is gaining importance especiallytoday’s
turbulent world is the consideration of strategy risks.rigg&rategy plan has its risks
during implementation. The risks are in both exteraatl internal categories.
External risks arise due to changes in competitors’ act@renges in the economy
or regulations. They are unpredictable and thereforaculiffto mitigate. Internal
risks can be caused by changes in leadership or managemsstiodiand internal
capability. These changes are more manageable. Dependiwhether there are
substantial changes in the environment, the regular re@eviRCD’s holistic
performance should signal whether the strategies needrievisited and realigned.

The framework and tools identified in the SFP can be usedifferent
combinations to review the external and internal envirosneA SWOT analysis
can be used as a quick scan on internal and exterkal As adapted PESTEL
analysis can be used to better understand the marketsastluation. Mitigating
actions can then be planned against the findings. Indusstyumtural analysis is not
expected to be frequently conducted other than being partabégy assignments
due to the cost and practicality of doing such analyses.

This plan-do-check-act project methodology keeps théegiies relevant and
feasible at all times and the actual results should bee mmo line with the
expectations of the strategies. One of the reasamtsitmating to the high failure rate
in strategy implementation is the lack of risk monitgremnd management during
implementation.

The sixth and final component is the business case fersthategy plan.
Management will examine the merits of the business aasehence significant
effort should be invested in producing a coherent, ragoaadl robust business case.
The investment on implementing the strategic initiatiue both the go-to-market
and operation excellence strategies is budgeted withiogheating budget. In the
go-to-market strategy, capital investment is planned ta éatehe acquisition one
to two firms to support inorganic growth. Over the sggt@orizon timeline, the
total cost of delivering services which are pursuing cost tshgeshould be lower
due to benefits of wage arbitrage and efficiency gainsugiracentralization. The
proposed gains are partially offset by initial investmemteded to set up the
necessary technical infrastructure.

3.2.3.4.2 Strategy Agreement & Endorsement

The key stakeholders in endorsing or approving the stratlegy gre the
firm’s senior management team and Deloitte SEA Boar@®iodctors. First, it is
important to understand the differences in expectatibtieeawo stakeholder groups.
The firm’s senior management team will expect visipibf short term results and
clarity of the longer term plan. Confidence of the gemhanagement team is very
important because they have witnessed first- hand, stmerp decline and
management ills leading to the change of players. TlaeBwill examine the longer
term vision and assess if the strategies are alignddtia@ greater strategic picture
of the entire firm. They too, will be looking for repeion the capability of the new
team and how they have addressed both the some shortsgeres and long term
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strategy. Therefore, vigorous communication with thecsemanagement team is
recommended throughout the year. | made a conscious &ffgrovide quarterly
updates on the issues identified through the various @&salgad status of the
recovery plan. The goal is to ensure that the styghan is not a surprise to these
stakeholder groups at the end of this project, but rathéthb different stakeholders
acknowledge that it is the right conclusion having hadotheefit of all the different
updates along the way.

In this respect, the effective communication and engagenweith
stakeholders must be carried out both informally and fym&he informal
engagement can be in the form of discussions and ramdssHhn the first and
second quarter of financial year ending June 2011, there aveeries of meetings
with the country RCD team, followed by a presentatiomiscussion with each of
the Deloitte Country CEO for update and information oe fnogress of each
country’s RCD performance.

Typically, there is also a formal communication angagement of the key
stakeholders to endorse the strategy plan. The visias pvesented to the SEA
Partners group at the SEA Partners conference in &cfil10. The half year result
was presented to the firm’s senior management teanb@ard at the Deloitte SEA
strategy retreat in January 2011. The plan was challeageédevised, following
feedback from the committee and the senior managemnesar.t This was
resubmitted and presented to the Deloitte SEA Board andmtive plan including
the RCD strategy plan was approved in March 2011. Thisrséeked a significant
milestone for both the business and also the agreedegstrathich is a key
deliverable for this Project. The combination of the @&bactivities proved to be
very effective in getting the entire strategy plaprawed and endorsed.

3.2.4 Project One - Deliverables and outcomes

The key project outcome from the organisational perspet the beginning
of a strengthened organisation delivering improved business iparice. The first
year scorecard reflected improved financial performancetwincluded revenue
growth of 19%, improved gross margin and more importapthgitive net margin
contribution compared to an operating loss of USD343,000, ¢be lyefore. The
growth and improved competitiveness were outcomes of ¢batinuing
implementation of the go-to-market strategies.

The strengthened organisation now operates with improuedtsre and
governance, processes and working culture which aretgestilthe operational
excellence strategies. Organisation morale has improvedly pevidenced by
reduced staff turnover. Productivity has also improved adesged by revenue
generated per practitioner (Revenue/FTE) of 26%.
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3.2.5 Project One - Reports

There are a total of 13 reports submitted in this projdwt. dombined word
count is approximately 48000 words over 400 pages. Although word aodnthe
number of pages do not represent project and deliverabléty/gtiee number does
indicate focus and significant effort by my team and dbl& 3-9 summarises the
reports produced.

Table 3-9 Project One submitted reports

Report Submitted Deliverable Pages Word
Category Count
Project anc Project Plan docume 34 6057
learning plan
Progress repot Four progress repor—- May 2010, Jun 24 480(
2010, August 2010 and February 2011
Learning journe | Five learning journal- May 2010, Jun 50 990(
2010, August 2010, November 2010 and
February 2011
Industry stud Primary and secondary research on the | 15C

Consulting competitive landscape

Published articl | Article published in the Singapo 16 480(
Management Journal

Final repor Final report of Project O1 127 2240(
Total 40C 4800(

3.2.6 Project One - Summary

The vigorous follow through on the SFP process steps ayetdkdhe
successful formulation of strategy. | have applied aafidated this four step
approach and adapted the models and tools in each of theT&e ISAF can be
adapted accordingly depending on the complexity and size dduiaess problem
(management dilemma) and ambitions of project objedtivean range from using a
simpler SWOT analysis to a comprehensive industry studynwieforming a
current assessment of the business.

Managers who are involved in the formulation of strategye requested to
provide feedback on their experiences, learning and reftecManager A, in
particular had written about her personal growth, theolming more holistic in
approaching strategy formulation assignments as a rdédhisdearning experience.
Appendix 4 provides evidence of this personal growth. Not eeamy member (co-
researcher) embraces change uniformly. Change is swubjeacontextual and
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individualistic as each person responds to changed envirdanddferently. The
principles of dialectical critique, plural structureskriand collaborative resource are
often at work. Manager C’s feedback featured the outsoand drivers, for example,
he mentioned that “physical “sign off’ does not autooaly ensure success when
the level of commitment differs with self-interestAppendix 4 — Feedback of
Manager C). This is consistent with the general findiveg manager’s self-interests
as a motivation factor (acceptability factor of SIE&)mportant to increase strategy
implementation success. His key learning is in the areacammunication and
although, the specific questionnaire is aimed at how thelalewent of tools and
processes (new knowledge) has been disseminated, etibafik is limited. The
dialectic critique principle examines reality and if tieéationship between manager
C and the set of changes introduced through SFP and iBlEffards to strategy
formulation and strategy implementation evaluation lcisfor reinforces his own
knowledge, the trigger in response and learning dictate change” in his own
development. Manager D wrote on his improved awarenaaljse the issues more
clearly and collaborate with others to solve his issiEmager E mentioned that the
engagement process in the study has improved his strabagiing and enhances
his accountability of the solution through his participati®his is the concept of
acceptability in strategy evaluation criteria at work.
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3.3 Project Two — Strategy and Implementation Effectiveness
Evaluation (Artefact Four)

All too often, implemented strategies do not yield thendésl benefits and
outcomes. It is published that 70% of strategy implentiemz fail due to bad
implementation (Kaplan & Norton, 2004). Ali & Hadi (2012pnomented that
valuable strategies are faced with problems and failureg@émentation stage. The
results of a survey conducted as part of the “White Rafp@trategy Implementation
of Chinese Corporations in 2006”, as cited in “A literatueziew on factors
influencing strategy implementation” by Li, Sun & Epp(€008), indicated that 83%
of surveyed companies failed to implement their strateggoshly. This high
failure rate is similar to the statistic published by laapét al. (2004) on strategy
implementation failures. The learning derived from mangtegy implementations
over the years is that implementing strategy to achibeetargeted outcomes is
difficult due to a host of reasons. The resultant gangent questions are whether it
is the strategy or the implementation effort whiglnieffective.

This second project is a continuation from Project Griech is about
strategy formulation. It moves from the design inte ilnplementation phase in this
project. Appropriately titled “Strategy and implementatevaluation”, Project Two
is about developing a process with its associated framiewnodel and tools to
perform this task. The project objective (research qu®stiproject details and
analysis were submitted and assessed in July 2012. Thdudgled as Artefact Four
in this thesis.

The academic foundation first examined the linkage ofegjyato business
performance. As gleaned from the literature review,léhening can be categorised
into the three groups of key insights, evaluation proeesiscriteria and factors to
evaluate strategy implementation. The most relevdatature on the topic on
evaluation criteria is by Johnson et al. (2008). This rebeaxamined the various
criteria of suitability, feasibilty and acceptabilitgf strategy implementation.
Suitability examines the suitability of the strateglative to the goals and context of
the business. The question of “will the strategy workasg&ed in connection with
this criterion and is a measure of strategy effecagsn The other two criteria of
acceptability and feasibility are measures of impleatgon effectiveness. Will the
stakeholders work on the strategy? This is the questioacceptability of the
strategy. Unless stakeholders “buy into” or accepsthagegy, it is observed that the
success of the strategy implementation might be hardpéteasibility deals with
capability and resources. There are two factors, oneootinuous improvement
which is capability and the second is people. Togetlesetitwo factors are the key
success factors in implementing strategy. The questiam the strategy be made to
work” is often asked when addressing this criterion.
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3.3.1 Project Two - Scope and timing

Continuing from Project One, the business scope for De®iRMD is
professional services, specialising in risk management. gdéwgraphy scope
remains the same as Project One and includes the 8Bhkiseven countries of
Singapore, Malaysia, Indonesia, Thailand, PhilippineshGaiad Vietnam. The total
project time for Project Two is 14 months, commencing IA201L1 and completing
in June 2012. Table 3-10 summarises Project Two informé&irtie record.

Table 3-10 Project Two information

[tem Name / Value Comments

Project name| Strategy and implementatidReferred as Project Two. Also

evaluation known as Project 1- Part B
Course code | WBL9009 — WBL9014 Recorded in both USQ and
EASB systems
Units 6 Total of 13 units across 2
projects
Duration 14 months April 2010 to June 2011

3.3.1.1 Recap of the agreed strategies to be implemented

The implementation scope involves all 14 approved strat@tjmtives by the
Board of Directors in May 2011. There are two categafestrategies namely, Go-
to-Market strategies and Operational Excellence stededihese strategies were
formulated and documented in Project One. The set of eggrstrategic initiatives
is reproduced in this table below for reference.

Table 3-11 Summary of strategies formulated in Project One

Go-to- Market strategy Operational excellence strategy
Differentiated strategies for service Upgrade business development
lines capability

Differentiation through industry and Call on management to action
subject matter expertise (SME) Migrate to high performance culture
Focus on developing marquee clien@eveloping talent for tomorrow’s
Introduce new markets and organisation

acquisitions Manage costs responsibly
Breakthrough on innovation — new| Implementing quality process & culturg
ideas

Focused quality — service
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3.3.2 Project Two — Plan and approach

The project plan which was submitted at its commencemattined various
elements. These elements included objectives, scopeantimanagement questions,
approach, literature review, potential challenges, a sepeed strategies, and a
proposed model to evaluate the strategy and effectivaxieasgplementation effort.

It alsoserved as a plan of record for the project journeydhea

The proposed approach to evaluation was via a framewonkeloped
specifically for this project. Literature review on tlogic of strategy implementation
has previously noted that there is no direct or expficocess to evaluate the
effectiveness of strategy and implementation evaloatidthough Johnson et al.’s
(2008) work has identified several criteria to evaluatatstyy performance; this
project extends on this research and makes it into duagian model specifically to
support the above framework. The development of botlfraineework and model is
part of the contribution of new academic knowledgeltiegufrom this project.

3.3.3 Project Two —SIEE framework and process

Most project management methodology follows a threfedo stage process,
starting with planning, actual effort of performing, anaysif the effort, and
alignment or adapting the forward activities based onataysis feedback. The
plan-do-check-act approach of the project managementodwtyy follows the
same structure (Wiebes et al, 2007, Harper-Smith & D@@09). Likewise, this
SIEE Framework developed for this project follows a simfbur evaluation stage
structure from Plan (P), Evaluate (E), Analyse (A) &fife (R). These four stages
(PEAR), underpin the evaluation stages while the stragelgging implemented. The
entire strategy implementation evaluation processnsegith planning. During the
evaluation, the evaluation feedback can be used to dteenghe strategy and its
implementation.

There are five key components to support the evaluatioviteediin each of
the PEAR stages in the framework. The SIEE model andxmsatthe most critical
component in this framework. The other components aferpgnce measurement,
methodology and tools, analysis and interpretation anmtowement agenda. The
SIEE model and matrix are jointly developed in conjumctigth this framework and
the integrated design of evaluation criteria and factmesembedded in this same
framework. The performance measurement indicatorshadetogy and tools are
developed to enable an integrated evaluation as per iteéacand factors in the
model. The analysis and interpretation is intended pdicitty encourage the critical
analysis of the evaluation result. The improvementndgeresulting from the
analysis is aimed at improving both the strategy and thé&ementation effort which
is the goal of the entire evaluation process. Figure 8idwbpictorially illustrates
the evaluation stages and components in this Integraide fEBamework. It is tested
and validated in this project.
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Figure 3-6 The SIEE Framework for strategy and impémentation evaluation
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The main part of this project is to evaluate thglementation activities

using this framework. There are four evaluatiorgesaand five components in this

comprehensive framework as described earlier. Tdeumentation is therefore,

divided logically into two sections; the evaluatistages and the components of the
SIEE framework. A discussion map is provided betowguide the discussions on

the framework application.
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Table 3-12 Discussion map on SIEE framework

Topic subject | Sub topics

The four evaluation stages of the SIEE Framework (cse8t3.3.1)

Stage 1 — Plan (P)
Stage 2 — Evaluate (E)
Stage 3 — Analyse (A)
Stage 4 — Refine (R)

The five components of the SIEE Framework (section 28.3.

Environment evaluation
Business Context and timing
The 3A of business infrastructure

Suitability evaluation

Component 1- SIEE model and matri)llfeasibility svaluation

Acceptability evaluation
Business Outcome reflection
Risk management and monitoring

Component 2 - Performance The eight evaluation factors
measurement

Component 3 - Methodology and tool$he SIEE maturity matrix

Component 4 — Analysis and Various insights from the analysis
Interpretation

Component 5 — Improvement agenda

The validation of the SIEE Framework (section 3.3.3.3)

The first section addresses the evaluation activitieghe four stages.
Appendix 7 lists the comparison of the planned activities the actual experience
in each component as the evaluation progresses throughribas stages. This is a
revised framework after testing it in this project.

3.3.3.1 The four evaluation stages of the SIEE framework

My team and | have beettively engaging the country teams to commence
the implementation of the strategic initiatives sidoee 2011. It is noted through re-
examining the progress reports that the first versicthe SIEE framework was only
developed in October 2011. | was preoccupied with addressingpassteadership
issue at the project commencement in June 2011 and thattegsk priority. Testing
the framework began five months into the strategy emantation from October
2011 onwards.
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3.3.3.1.1 Stage 1 — Plan (P)

Stage 1 is the Plan (P) stage which is the beginningeofatr evaluation
stages. As noted in literature review and supported by \digans at the workplace,
most managers involved in strategy implementation do netesatically or
proactively evaluate their effort. This stage in the ESfEamework is designed to
address this gap. This stage is timed to coincide with [Hm@nijmg phase of project
implementation. It will force the manager to think abthé details of SIEE model,
the evaluation criteria, as well as the tools and oulogies to be deployed during
the project.

All implementation managers were requested to plan tkee@luation
accordingly. Investing the time to understand the SIEHahats evaluation criteria
and factors is a prerequisite step in the entire evaluatiercise.

3.3.3.1.2 Stage 2 — Evaluate (E)

Applying the SIEE model and its component evaluation @itare key
activities in this evaluation stage. The manager uses ItBE Baturity matrix to
guide the implementation evaluation more objectivelyll A4 initiatives
implementations were evaluated. The initiatives evaoatvas conducted nine
months into the project allowing sufficient time foetproject to progress so that the
evaluation is meaningful. The most difficult and timexgeming part of this stage
are in the following areas:

1. Reviewing the business environment for example, the busimsext,

timing and the business infrastructure question. Informasonot easily

available and the manager needs to invest the time éstigate the relevant

facts for this evaluation to be effective

Reuvisiting the business case as part of the suitabiltgrion evaluation.

Making a honest appraisal of the capabilities of the uess and work

methods to support the evaluation of the feasibility ¢oiter

4. Thinking through a holistic view of the performance indcat and
reflecting on the business outcomes. It is more impbti@rcheck if the
implementation manager has invested time in thinking atbeutisk factors
that may derail the success of the implementationrteffThis is risk
mitigation in action.

wn

3.3.3.1.3 Stage 3 — Analyse (A)

Reflection is vital in this stage. Being able to critigappraise the evaluation
feedback is a key success factor. Better analysiseopérformance indicators, the
data and information coming out of the criteria and evmlodactors review helps
in understanding the cause and effect relationships betwesse factors. More
importantly are the resultant mitigation responsesdas this feedback.
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The section on SIEE Model Test Analysis describesattayses and insights
from the evaluation effort. This is a key deliverablehi$ stage. Again, the lesson is
that the manager must invest sufficient time to stuay dbtcomes, perform the
inductive analysis and derive insights for further actioff®e power of collective
thinking and discussion can be a useful way to study aedonet the information
from the evaluation. The formation of small groupsatiuiress this issue should be
considered.

The tendency of not acknowledging negative feedback anestigmeporting
the true status are very real issues in this analyagestHence coming back to
management with remedial actions in the refine stag#st® be superficial and lack
lustre unless the reality of the issues is acknowledgedoften noise level swelling
from the ground level from different stakeholder groups wkacbe the manager to
admit to these issues. This leads back to organisatibareuh the way bearers of
negative news are treated. The honesty of the asalgsedback is dependent on
whether the culture is one of threat and negativityooe of acknowledgement,
support and working together to resolve the issues.

Most managers feel that their careers or jobs arepammsed if they
acknowledge issues and delays. Senior management must @rammilture of
integrity and support regardless of the severity of isddasagers are more likely to
acknowledge negative facts and issues if they feel secuaesafe and supporting
environment. Safe, secure and supportive environments do not meak
environments. On the contrary, it needs strong managemesrider for such an
environment to be established. Responsibility and accountabibiyagement are
important in this aspect.

3.3.3.1.4 Stage 4 - Refine (R)

This stage is similar to the “Act” stage of Plan-Do-Citxéct methodology in
project management and it helps the manager to use eétlbalek and adjust his
effort and tune the strategies accordingly. This magmg®ing back to management
and requesting for more funds and budgets, reporting on detalysegotiating on
scope management. A contributing factor of high failurée ran strategy
implementation (failures and can be as high as 70% pasteel by Kaplan et al.
(2004)) is because issues and negative news are not ticletpveledged and
mitigated. Management must reinforce the culture of opennesntinuous
monitoring and early intervention. Seeking counsel andgstasse to ensure that
mitigation plans make sense and are aligned to the lsgstsse of the project is
recommended. This closes the loop in this iterativednsork.

3.3.3.2 The five components of the SIEE framework

Businesses operate in live competitive environments. Ewvadpathe
implementation in context of its environment, providesginis into why the same
strategy may work in one place and not another. Theethriteria of suitability,
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feasibility and acceptability, are in themselves insidfit and the model proposes
adding environment as the fourth criterion. Business envieahwhich is implicit

in evaluating whether the strategy works (Johnson e2C4l8) is proposed to be

explicitly evaluated, given today’s dynamic changethemarketplace. Furthermore,
recent analysis from the tests in this project ingisaignificant correlation between
the business environment and the other three criteriaorein§ the need to evaluate
the business environment criterion independently. Eaclheofive components is

discussed in the following sections.

3.3.3.2.1 Component 1 - The SIEE model and matrix.

This project therefore examines four interdependentriexitef strategy and
implementation effectiveness. They are:

1. Environment evaluation — Business context in which stratelging
implemented

2. Suitability evaluation — Strategy effectiveness
3. Feasibility evaluation — Implementation effectiveness

4. Acceptability evaluation — Business outcome monitoring &td r
management

Strategy effectiveness relates to strategy suitabdig its environment.
Implementation effectiveness deals with implemeotatieasibility and strategy
acceptability. These two criteria are “people” redate

The SIEE matrix (Table 3-13) describes the eight factansl their
categorisatios implied questions, and relevant success factors. Tofrélee eight
factors are categorised in the environment evaluatiderion. They are business
context, timing and 3A (availability, accessibility aadfordability) of business
infrastructure. Business case is the single factor isuitability evaluation criterion.
There are two factors in the feasibility evaluatiottecion and they are continuous
improvement (capability) and resources. Likewise, theee tavo factors in the
acceptability criterion and they are business outcomiect®n, and risk
management.
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Table 3-13 S

IEE matrix

Criteria

| Factor

| Questions |

Key success factor

Strategy effectiveness

Criterion 1

Business contexi

Is it conducive and
relevant?

Appropriateness,
conduciveness and
relevance of strategy to
environment

Right time for market

Environment | Timing Is it the right time? | and organization
evaluation
Is the assumption Availability,
. on business o
3A of business infrastructure accessibility and
infrastructure . affordability (3A) of
realistic? . :
business infrastructure
Criterion 2
Suitabil_ity Business Case Will the strategy Soundness and relevance
evaluation work? of strategy
(What)
Implementation Effectiveness
Continuous
improvement Can the strategy be -
Criterion 3 | (capability) made to work? Capability of resources
Feasibility
evaluation Are there skilled
(how and resources to Skilled resources who
who) Resources implement the are willing to implement
strategy? the strategy
Leadership, business
Criterion 4 Business _ governance, stakeholders
outcome Will the commitment and
Acceptability | reflection implementation performance culture
evaluation managers work on
(monitoring) | Risk the strategies? Internal and external risk
management and intelligent management
monitoring

| developed the SIEE model to examine the interacticte/den the four
criteria and eight factors in this project. At the tcenof the SIEE model is

' reaction,

and all

the different

criteraxre

stakeholders interdependent.
Implementation outcomes are often a reflectiorhefacceptance of the strategy and
how risks are managed. As Hrebiniak (2008) pointed out, imgrléng the right
strategy is as important as implementing it correestthh appropriate resourcing and
capability. Suitability is as important as feasibiliythis SIEE nomenclature. Figure
3-7 is the pictorial diagram of the SIEE model.
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Figure 3-7 The SIEE model

Availability of Business Infrastructure

Strategy Effectiveness
Suitability — “What”

Risks Management
Effectiveness
Acceptability — “Monitor”

VV

Implementation Effectiveness
Feasibility — “How and Who"

Business Outcomes Reflection
Acceptability — “Monitor”

BYM,, 3WIL Ul poLIag

Business Context — “where”

Continuous Respect for
Improvements People
MHowH ﬂwho"

Affordability and Accessibility of Business Infrastructure

The first of the four evaluation criteria in theER model and matrix is
Environment evaluation. Strategy operates in coitipetbusiness environments.
Evaluating the implementation leads to the questan

1. Is the strategy relevant and conducive?
2. Are assumptions about business infrastructurestezdi

Under environment evaluation criterion, it is imgamt that one looks at not
only business context, but also the timing and3Agavailability, affordability and
accessibility) of business infrastructure.

In business context and timing, strategists oftekarcertain competitive and
economic assumptions in formulating strategies. s€hassumptions should be
revalidated during implementation. In today’'s dymamompetitive environments,
evaluating implementation in its current context a§ utmost importance.
Increasingly, a longer implementation timeline gases the risks of vulnerability
and relevance.

Strategy implementation also requires close comsie of essential
business infrastructure. In this respect, the 3Asawailability, affordability and
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accessibility of business infrastructure must be corsidehis may require
significant capital investment. For example, the im@atation of a shared services
centre for transaction processing in low cost locaticequires significant start-up
costs. A key enabler for this strategic initiative to kvaffectively is internet
connection. The availability and accessibility of stabigh speed internet can be a
limiting factor in some less developed locations. THastrs can make or break the
success of the implementation.

Suitability evaluation is the second criterion in tB8EE model. Both
environment and suitability are criteria to evaluatetsgyaeffectiveness. Strategies,
regardless of whether they are differentiated, nidbeysed or cost driven, are
designed to address both internal and external competiasket opportunities.
Johnson et al. (2008) defines suitability as whether tretegly addresses the
circumstances in which it is operating. Business cases giupgpavell designed
strategies are more robust and comprehensive. Manageufl stieflect on this
guestion: Are the assumptions and rationale of thdeglya business case still
sound, applicable and correct during implementation?

As described earlier, companies with integrated strat@giderm better than
companies without strategies. Hrebiniak (2008) proposesthaid strategy should
come first. Translating these strategic objectives shiwrt term operating tactics are
critical factors in successful implementation. This csnsistent with my own
experience in transforming this business where shortt@etics have to be quickly
implemented to demonstrate some results and improvendrale of the division
while working on the longer term strategy. One methodevaluate strategy
effectiveness is to validate actual condition agaimstassumptions and rationale of
the business case during implementation.

The third criterion is feasibility evaluation whichasned at implementation
effectiveness evaluation. Strategies are implementegeople. These resources
need to be competent in appropriate skills and equipped hathight tools. Koo et
al. (2004) study as cited earlier, emphasised the allocafisesources in strategy
implementation to create and sustain competitive adgaréa an important factor.
This feasibility criterion deals with capability in tesnof continuous improvement
(how) and capacity in terms of resources (who) in em@ntation. Many
organisations which are pursuing operational excellenategies train their leaders
and managers in problem-solving technigues and continuous impeatem
methodologies. Organisation capability is a function aért quality, and high
calibre talent is scarce. The increasing demand fonttaédealso driving up labour
costs. A key item on the organisation’s agenda is takeategy which is aimed at
attracting, recruiting and retaining the best talent.

The fourth criterion is acceptability evaluation whichaemnes the two
factors of business outcome and risk management. Sudcespfementation may
be compromised by incompetent leaders. Equally, unwilling-épable leaders will
sub optimise the effort. Success or otherwise, is dependethie alignment of one’s
self-interests to strategy goals (Guth & MacMillan, 198®jerefore, understanding
and managing middle managers’ self-interests is impottasuccessfully motivate
them. This is the acceptability criterion which asksdhestion, “will they work on
the strategy?”. The acceptability criterion in Johnsbile(2008) model looks at
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return, risk and stakeholder reactions which amrdopmance outcomes of strategy.
Monitoring acceptability is normally done throughonstant evaluation of
organisation’s commitment and alignment of the rn@dohanagers’ agenda. This
stakeholder group is crucial for implementationcess because they are the go-
between general management and the workforce.

Feedback from the employee survey in early 201Pirsficated a significant
gap in their motivation despite vigorous communaraton management agenda in
terms of business vision and priorities. Investmerialent agenda had not achieved
its desired impact. The analysis also indicated geasonal agenda had not been
adequately fulfilled. Reproduced below is a framekwdesigned by me to develop
the Professional Development (talent) Agenda FraonkeWPDAF) in order to bridge
the practice corporate agenda and personal (indificahgenda. This framework is
now accepted as part of the talent developmentewaork in Deloitte RCD’s talent
strategy.

Figure 3-8 Professional Development Agenda Framewor

Motivation Personal Agenda
(individual)
Expectations career ambitions, rewards,
- recognition

Practice Agenda

(corporate)
vision, ambitions, directives

Develop and Analyse and
Implement Align

Professional Performance
Development Agenda Measurement System

(corporate/individual) - (individual/corporate)
Talent strategy, training Monitor Goals setting and appraisal
curriculum, structure, culture system

The first of the two factors in assessing whethee strategy is well
implemented (acceptability criterion) is reflectiog the business outcome. Business
performance through financial result is often used an indicator of strategy
effectiveness. It is explicit and objective. Thexee other subjective factors that
should be considered. Just like doctors who usen@dmation of visual inspections
and objective results when evaluating patients’gpFes against treatment plan,
managers should likewise use a combination of Grnresults and other
performance indicators to evaluate strategy andeimentation effectiveness.

The performance measures are stakeholder specdmaukse different
stakeholder groups have different expectations. és@mple, shareholders expect
appropriate investment returns while the managemmeasures by profitability and
growth, the demands of “two hats” (Lester, 200Q)st@mers require assurance that
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their purchased products and services deliver on their proraisgésuphold the
brands they represent. Employees value rewarding cdeaiopment in “brand
recognised” companies. A commonly accepted performance reeasotr system is
the balanced scorecard system (Kaplan & Norton, 2004).

Another increasingly important factor being discussedragy management is
risk management and monitoring when implementing stratEgg article “How to
build risk into your business model” describes how managemsigould examine
major sources of risk and mitigation when designing thdiwevahains, which are
focused on the revenue, cost structure and resourceityefactors (Girotra &
Netessine, 2011). The risk of strategies failing increates assumed value drivers
do not happen and there is insufficient mitigation. While tmanagement may
decide to form specific implementation teams for reasof focus and attention,
their activities must form part of business routinesnt@oious evaluation should be
integrated into the fabric of management governancedimum traction.

3.3.3.2.2 Component 2 -Performance measurement

An evaluation matrix covering the spectrum of the eigdmponent factors
was designed to assist the manager to evaluate his. &figpping the score against
each of the factors provided a perspective on the effeebgeof the implementation.
The manager could use this scorecard to develop remedpmbactive actions to
improve the effectiveness of strategy implementation.

There was equal weightage on the eight factors whictribated to the final
rating index indicating managers viewed these factbexjoal relative importance.
These eight factors were classified into the four saitbgories of environment,
suitability, feasibility and acceptability criteria.dgaire 3-9 shows the eight factors
grouped in the four criteria.
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Figure 3-9 Weightings of the 4 main evaluation créria and the associated 8
factors

Breakdown of the weighted main factors

100%
Risk Management
31%
Business Outcomes Reflection
75% | 51% 50%
Respeét Risk B Respect for People (Who)
for people Management
S0% — 100% Continuous Improvements
(How)
Business Business Case
25% | : 49% 50%
Avaiability, Affordability,
ontioio Buisies Accessibility (3A)
Improvemenis Outcomes
Reflection ® Period inTime
0% ! :

Business Suitability Feasibility Acceptability
Environment Criteria Criteria

B Business context

3.3.3.2.3 Component 3 -Methodology and tools

A “SIEE maturity matrix” questionnaire was desigrtedassist the manager
in his evaluation of the implementation againstheatthe eight factors in a more
objective manner.

Table 3-14 SIEE maturity matrix

Sub criteria 1 2 3

Environment Evaluation

Business Client and Market| Client and market Client and market
Context do not need this | view the product or | absolutely needs
product or service| service as “nice to product or service. It
have” in their businessis both relevant and

life conducive
Timing A past Not institutionalized | Mandatory to use this
requirement for | or optional service and it may be
business. requirement. Businessa regulatory

can choose to use thisrequirement.
product or service.

Availability Not available to | Intermittent Highly available to
support strategy | availability support strategy

83



Affordability | The business Business Affordability is not
infrastructure is Infrastructure is an issue
not affordable affordable and
business can stretch to
afford
Accessibility | Organisation has| Business Business

no access to
Business
Infrastructure to
support strategy

Infrastructure is
accessible for most
part to support the
strategy

Infrastructure is
highly accessible to
organisation to
support strategy

Suitability Evaluation

Business Cas

eNo formal strategy

and business case

Strategy supported by
partial business case.
Only qualitative
benefits are defined.

Proper study
completed. Strategies
addressed business
issues. Business cas
is well defined, with
agreed strategies,
investments, timeline,
risk mitigation,
gualitative and
guantitative benefits

\"ZJ

Feasibility Evaluatio

Continuous
Improvement
(How)

No framework tc
manage the strategy
implementation.

Strategy may
require new
capability. Not
addressed

Framework exists bt
not followed

Strategy may require
new capability and tean
has some methodology
and tools to implement
strategy

Framework duly
followed using PEAR
approach to
continuously monitor
'implementation. Much
like PDCA of project
management

Implementation team
has access to
methodologies and
tools to successfully
implement strategies

Respect for
People (Who)

Implementation
team does not
know how to
implement
strategy

Implementation team
has some skills and
competency. Leaders
can follow
instructions

Implementation team
is competent. Leaders
are capable and
competent. They can
provide direction and
manage teams, duly
supported by experts
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Acceptability Evaluatio

Emphasis ol Balanced scorecal Governance structure
financial system of evaluating report on strategy
Business performance and ad-business outcomes implementation at the
Outcomes hoc reflection on formalised highest level
Reflection non-financial
indicators on talent, Periodic assessment of| Objective, subjective,
processes and getting updates on financial and non-
organisation. strategy implementation financial measurements
but not vigorous other | in place to evaluate
No formalised than using feedback for business outcomes
linkage of adjustments to strategy
performance to implementations Surveys undertaken to
evaluation of derive insights on
strategy strategy acceptance

implementation : .
P Linkage of business

outcomes to strategy
implementation

evaluation
Risk Ad-hoc risk review | Develop risk Implement governanc
Management | of strategy management framework on risk management
implementation during planning stage of framework associated
strategy implementation with strategy
Address issues as implementation

they surface Follow through on risk
management framework Mitigate risks and
refine strategy as
appropriate to protect
strategy implementatio
success

-

3.3.3.2.4 Component 4 — Analysis and Interpretation

All 14 implemented strategic initiatives were evaluateatteof the initiative
had completed its implementation cycle, from planningpuecing and execution,
led by an experienced implementation manager.

The managers were briefed and were requested to use His rturity
matrix to evaluate the effectiveness of their sgatand implementation. This
effectiveness evaluation was “guided” by the use of mhegurity matrix. The
manager was also requested to rate his overall percepfiothe initiative’s
effectiveness. An example of applying the evaluation im&rreproduced here for
illustration. The illustrated initiative is on servickelivery model changes of a
service line with the aim of improving service quality arargmn.
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Table 3-15 Example of an implementation evaluation

1174

h.

172

implementation effectiveness

No. | Criteria Factor: Rating | Comment
1 Business conte Low margin service line
30 Therefore, the need to change the
' service model after root cause
analysis
2 Period in Time 2.C | Recommendation is to impleme
Business (Timing) new model immediately due to rat
Environment and margin pressures
3 Availability, 2.£ | Locate part of the service delive
Accessibility and centre in an off-shore location to
Affordability of benefit wage arbitrage. Requires
Business affordable and accessible high
Infrastructure bandwidth internet capabilities.
4 Business Ca: 3.C | Robust business case with financ
Suitability impact study, resourcing, rationals
and implementation timeline.
5 Continuous 2.C | Initial processes for mu-location
Improvement processing are not detailed enoug
(HHOWH)
6 Feasibility Respect fo 2.C | Implementation team lacl
People (“Who”) experience and skills in managing
work activities across different
locations.
7 Business 3.C | Financial results and scorec:
Outcome achieved 70% of intended benefit
Acceptability Reflection
8 Risk Monitoring 2.C | Manager did not recognise sol
& Management operational resistance risk
9 Overall manager’s perception 2.C | The calculated index is 2

business case which was developed over a four month periaddtess the gross
margin issue concluded that the change of service delmedel was essential. The
business context was rated a “3” because this initighedectly addressed the

The manager made the following observations based on thisa¢ion. The
business environment and suitability criteria were atigaed rated a “3”. The

business gross margin issue. Timing was rated “2” indgatmat timing for this

initiative was right and in line with the business cahtBusiness infrastructure was

largely found to be available, accessible and affordable stipport the

implementation of this strategy and hence was rated .“2F8asibility was rated
lower at “2” due to the slower pace of getting the appabgly skilled resources in
place. Initial processes designs were also insuffigietdgtailed. The two factors of

8
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the acceptability criteria were rated “3” for businesgcome because the margin
issue did get addressed and achieved about 80% of intendedtdheRask
monitoring and management was rated slightly loweR#1™ The calculated overall
effectiveness index (cOEI) was 2.5. The manager's oparception of
implementation effectiveness (pOEI) was lower at 2l manager concluded there
was a need to further improve on the design of the erghdodelivery process
including the activities at off-shore locations. Anotlm@plementation refinement
was increasing the training of the resources to operatgrbeess. It was also
recommended that the monitoring and mitigating of the gperformance of the
resources be implemented. These elements formedfghe ilmprovement agenda.

3.3.3.2.5 Component 5 — Improvement agenda

The improvement agenda provides feedback at each of dheéaton stages
with the goal to improve the strategy or the impleragon effort. It is through
constant monitoring and refining of the activities asehewvo levels that the manager
and his team are aided in the implementation of thetegly correctly. The
experience of this project is that this framework, madel use of SIEE maturity
matrix assisted the team in their focus on addressirgpory issues and improving
the success of the implementation effort. This miggaKaplan's et al. (2004)
finding on failed implementations and also provides a syatie solution to partly
address Wiebes’ et al. (2007) remark about the difficultyhef implementation
process.

3.3.3.3 The validation of the SIEE framework

My team of implementation managers and | conductecthduation of all

14 strategic initiatives using the SIEE framework. Both BfAR stages and
components of this framework were followed thoroughly througlthe evaluation
exercise. A key lesson is that evaluation of strategglementation is often an
afterthought and implementation managers are likely @ordactive rather than
proactive in planning the evaluation while they are plannivg implementation.
They also found that the SIEE model and matrix whicktidetes the evaluation
criteria and factors to be very useful because axicit, more systematic, holistic
and forces the managers to think through the various etemBme maturity matrix
may be “simplistic” but using it as a guide to evaluaterh@ative and substantiated
by qualitative and quantitative proof increases the integaitg quality of the
exercise.
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3.3.4 Project Two - Deliverables and outcomes

The above are the methodology and tools to support\vhieation effort.
The insights and value come from the last two compeneift analysis and
interpretation and developing the improvement agenda. &ffection and critical
appraisal of the qualitative and quantitative feedback durig @nalysis and
interpretation component across the four stages helfssamg the implementation
manager to think through whether the strategy and the ineplation effort are
effective. The summary of the distilled learning from #mnalysis and interpretation
component includes:

1. The framework, model and process increases objectivityptementation
effectiveness evaluation

2. ltis a better gauge of effectiveness if the natuteeinitiative is more
objective in its measurement

3. Implementation is difficult with strategy acceptanseaachallenge. The
analysis of the evaluation exercise reinforced this figdi

4. Knowing that the strategy is right (suitable), helpgaming acceptance.

5. Strategy and implementation effectiveness are lmogiortant

6. While feasibility is perceived as a key driver at impletagan, it is not
necessarily the case at actual implementation

7. If initiative implementation is overly dependent ote¥ral environment, it
increases the importance of risk management

3.3.5 Project Two — Reports

There are a total of 7 reports submitted in this projedefact Four total
over 220 pages. The table 3-16 summarises the reports produced.

Table 3-16 Project 2 submitted reports

Report Submitted Deliverable Page Word
Category Count
Project and Project Plan document 35 6500
Learning plan

Progress Five progress reports — June — July | 130 23000
Reports 2011, August - September 2011,

October 2011, January - February 20[L.2
and April — May 2012

Final report Final report on Project Two 56 11500

Total 221 41000
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3.3.5.1 Progress update meetings

The supervisor, program administrator, and | met monthlyetoew the
progress of this study. This has proven to be a usefatipea both in governance
and maintaining momentum. Minutes of each meeting wed &s part of project
governance. The foundation of developing this model wasdan the literature
review of strategy and implementation evaluation (tflecand experience gained
through implementing strategies at the workplace (prgcti@ée concept of
metacognition which is knowledge of one’s own thoughts dr factors that
influence one’s thinking was actively applied in this projdty metacognition on
strategy evaluation is that the SIEE framework and m(&I&E model and maturity
matrix) are practical tools to address this managementigpes

Brown et al. (1986) cited metacognition as the ability tmier one’s current
state of learning (Moon J. A., 2006). This metacognition m®osas pursued
through reflection-in-action (Schon, 1983), and knowledge dainethe past 12
months was first recorded in the progress reports ecwhslarily used in influencing
responses and actions in this workplace based projecdéMadopment of the SIEE
framework and model went through at least five to sixieassand each version was
updated based on improvements from the reflected feedback.

3.3.5.2 Progress reports

Yinger and Clark (1981) were cited in Moon (2006) about usewhals in
the context of problem-based learning. The opportunity teevabout, and reflect on
what was done, often led to the ability to think of n@lsons to solve problems. A
total of five progress reports had been discussed and sethnih the case of this
thesis, the process itself was also useful in foramegto maintain momentum at the
learning level. Much like the experience in developing thgept@lan, it provided
an opportunity to reflect on the collaborative actiohdath the practitioners and
myself (Schon, 1983) as part of daily management practice.
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The details of the five reports were filed in chronotagorder.

Table 3-17 Synopsis of submitted report

s in Project Two

Focus

Lessons

June — July 2011

Commencement of Project. The
necessity of change management,
addressing leadership issue and
mitigating that risk.

Commencement of the strategy
implementations. The proposed SIE
model was introduced

Address Leadership issue upfront.

with sensitive leadership issue
Managed personal stress
Managed cost early in the year.

~Confronted issues early.

Sought counsel to manage and dea

t

August — September 2011

This progress report tracked the

Discussed the strategy and evaluationf the fiscal year.

of implementation effectiveness.

Examined different strategy evaluatiphessons were used to adjust

criteria of suitability, feasibility and
acceptability as per Johnson, Schole
and Whittington (2008)

Reviewed early results from strategy
implementation

Reviewed the SIEE model in more
detall.

strategies
s

business outcomes as at first quarter

October 2011

The SIEE framework was introduceg
There are 4 evaluation stages

including plan (P), evaluate (E),
analyse (A) and refine (R) bearing th
abbreviation of PEAR.

The feedback in using the SIEE

‘refine both the framework and
model.

e

The SIEE model was used to evaluate

the implementation progress of one
the strategy initiatives.

Of

framework and model was used to

January — February 2012

Various aspects of the SIEE

framework and model were tested a
documented. Ongoing business risks
arising over the same period were

3 objectives in this report.

nd while implementing strategies
5b. Review academic literature

monitored and managed. A scorecalt

d implementation effectiveness

a. Reflect and document key issue|

c. Half year review of the strategy

[72)
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of the evaluation was produced.

March — April 2012

| was researching and preparing the second article foafang Management
Journal. The first draft was submitted at end of March 20&&.second draft
which contained amendments and corrections were regedrmtMay 2012.
This was accepted for the next edition in August 2012.

5 | April - May 2012

Analysis report on the implementatignFindings and analysis reinforced and
effectiveness evaluation of the 14 | supported some of the literature
strategic initiatives. Evaluation was | conclusions on strategy

conducted by the respective implementations. These insights
implementation managers were included in the final report

The compilation of these five progress reports as tegabove totalled 130
pages and close to 23,000 words. It reflected my commitmeniplementing the
PDCA cycle of the project methodology in this projeBroject progress and
monitoring were tracked closely. The associated learnirsgale® documented.

3.3.6 Project Two — Summary

The successful evaluation of the 14 strategic initiatis@ssignificant project
milestone. With the discipline instilled in monitoring @ progress, the periodic
updates explicitly forced the review of risks and iderdtien of remedial actions to
align the strategy and improve the implementationreffbhe business outcome at
the end of June 2012 was very favourable. The business gretvearib% in
addition to the growth of 20% in the prior year and impno@st in profitability was
even higher at 220%. The business had returned to sust&naniti achieved
growth and profitability at the same time. It marked ¢benpletion of the first year
of strategy implementation and this was encouraging.

In terms of study objective, the framework, model andsteare developed,
refined and validated as required. Further analysis, findingslearning arising
from the two projects are documented in the next enapt
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CHAPTER 4 FINDINGS, ANALYSIS AND LEARNING

One of the key findings from these two interdependentjegi® is
confirmation of the points made by Hrebiniak (2008) in thattegy formulation and
implementation are separate, yet distinguishable pzirtthe strategic planning
process. The sequential completion of these two workdbpsgjects proved that
these two processes are separate parts and yet dine, same continuum of the
strategic planning process. The logical sequence of fotimuldirst (project one)
and then followed by implementation (project two) i®tdwer confirmation of what
Joyce (1999) argued, that strategy processes are chataabyi carried out in
rational steps of formulation and implementation. Taet that these projects are
interdependent suggests that there is overlap and theasbvkies do confirm that
the “burning platform” in the workplace necessitates soperational tactics to be
implemented immediately to arrest the business declinde whaiting for the
strategy to be formulated and approved for implementatioalso addresses the
“double hat” syndrome (Lester 2009) of long term growth andremediate fix on
profitability. As my team and | are involved in both thenfiolation (planners) and
implementation (“doers”), this improves the probabibifyimplementation success.
This same team on both projects mitigates another @lbikiek’s concern about the
risks of misalignment, knowledge transfer, commitmend acceptance of
someone’s work if they are different between projects

The completion of these projects marks the fulfilmaithe planned learning
episodes representing 64% of the DPST program. The combitiedraleles are
compiled in Artefacts Three and Four. There are 620 pafgrgporting evidence to
support these learning episodes via the work-based projecsagpropriate to re-
examine the management questions (research questistgjeasin the beginning of
chapter three.

The questions are:

=

Is the RCD business sustainable?

2. Can a set of competitive strategy be developed to tranghe business and
improve its performance in terms of growth and profita/l

3. How can management evaluate the effectiveness oftthtegy and its

effort?

All three questions have been addressed with questiond 2 mnProject
One and question 3 primarily in Project Two.
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4.1 Answers to the management questions (combined projedtnding and
analysis)

The conclusion of the Integrated Situation Analysis Eaork (ISAF)
analysis is a favourable prognosis of the market fir sexvices. This industry is
also expected to grow 30% per annum. Although the DekIRED business is
assessed to be subscale, with a weaker brand positisoam@strategic gaps, these
weaknesses and growth opportunities are addressable througtiudlycéormulated
strategy plan.

The plan comprises both go-to-market and operational lercel strategy.

The design and implementation of this strategy planhe gast 28 months has
achieved significant positive results. This businessdnawn 35% over the same
period and profitability has been greatly enhanced. Iise the fastest growing
division within the SBUs in Deloitte SEA. The organisatis more stable, managed
by a stronger and more cohesive management team. Ttheecléing developed is
one of high performance. This is therefore, a transéor sustainable, profitable and
growing business.

The development and implementation of the PEAR framew&IEE
framework, PDAF (Professional Development Agenda Fveone) and models
provides the necessary tools to support my implementatam &nd | to evaluate
and refine both the strategy and the implementatioortefthus improving their
effectiveness.

The answers to all three management questions are atffiarand positive.
Further finding and analysis of the individual projects doeumented in the
following sections.

4.2 Project One - findings and analysis on strategy formulatn

The timing and choice of project topic matched the busimequirements
and the academic study very well. The business neede@ toabsformed and
formulating a set of strategy was a key step in thesfommation. Formulating a
strategy is not just a matter of holding a brainstormessgien (Wiebes et al. 2007).
Strategy formulation is of great professional and pa&akmterest to me given my
job as a business consultant assisting many busines$esritransformation agenda.
There were several learning objectives articulated e phoject plan. Schon'’s
description on reflection-on-action in a professionadibess is the form of reflection
that occurs after action, as cited in the book olecgbns by Moon (2008). Much of
the learning in the proposed categories of academic, gsiofeal and work
knowledge are reflections-on actions as per Schon’s defiaiand documented in
the following sections.
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4.2.1 Contributions on academic knowledge

Undertaking this project of such complexity and importanse an
intimidating and daunting task. There are several k&soles from this project.

1. The enhanced 4 step Strategy Formulation Process (SteH)sw
foundation from Porter is validated in this project

2. The conducted primary and secondary research on theorskilting
industry is the basis of the inductive analysis and subsegeselopment
of strategy options in this project.

3. This research activity validated the Integrated Situassessment
Framework (ISAF) which has been developed as part opthject

4. Learning on Porter’s proven generic strategy model iglgreahanced and
its limitations are complemented by other strategy n®ofteind in other
literature.
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4.2.1.1 Strategy models

Porter’s generic strategy model of differentiation, deatlership and focus
and its variant is discussed in some detail. The berfdiitms implementing “some”
strategy versus stuck-in-the-middle (neither cost noferdifitiated) leading to
improved business performance is confirmed through theusastudies as noted.
Firms which adopt integrated strategy perform poorly andefbey, are not
recommended as an option although empirical evidence sadgasit is still better
than those on mono-strategy. Additional strategy nsoldee marquee clients, key
accounts (value creation through relationship closenstsa)egic alliances, blue
oceans, innovation, market expansion and operation lemcel are just some
examples researched and discussed in the literature réelgpter 2). These
models together with Porter's generic strategy modelexamined and applied
against the findings from the industry analysis and SWQ@ap(8) as part of the
strategy options consideration (step 3) in the SFP.i§ldscumented in chapter 3.

Four of the recommended 14 strategic initiatives focusedifferentiation
and another three strategic initiatives on cost leagerdt was found that the
average of the effectiveness ratings of these fourrdiff@tion strategies was
between 2.4 to 2.5. The ratings of initiative “I” whiclasvdifferentiation through
introduction of centre of excellence was rated betw2éh (calculated) and 3.0
(perceived) which were higher than the overall averag@.2 This quantitative
result supports the suitability and acceptability of difféisgion strategies in a
professional services business.

The average of the effectiveness rating of the gliatmitiatives which
focused on cost leadership was between 2.0 to 2.37. Initi&BVewhich was
designed to use wage arbitrage to reduce cost of serviceateas2.0 (perceived)
and 2.5 (calculated). A financial saving of USD150,000 was aethi¢hwough the
implementation of this strategic initiative. The effeeness rating of strategies
which focused on cost leadership was partially impacted byptwe rating of
initiative of initiative “H”, and a root cause issue wae acceptance of that strategy
by the stakeholders. If the rating of initiative “H” wascluded from the calculation
of the average, the revised average rating would be bat@e25 to 2.65. This
guantitative result also supports the suitability of clestdership strategies in
professional services business.
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Table 4-1 Ratings of initiatives majoring on Differentiation andCost
Leadership strategies

Initiative | Description | pOHl  cOEl
Strategic Initiatives focused on Differentiation
D Increase learning 2.00 2.40
| Differentiate through centre qf
excelence 3.00 2.70
J Increase market eminence 3.00 2.10
N Increase Business
Development Capabilties 2.0 2440
Average 2.50 2.40
Strategic Initiatives focused on Cost Leadership
C Deploy Cost Management 2,50 2,80
G Change service delivery model
to improve productivity 2.00 2.50
H Introduce centralised support
to increase efficiency 1.50 1.80
Average 2.00 2.37
Average without considering
initaitve "H" 2.25 2.6%

These findings reinforce the conclusion of a case sithdgh recommended
the use of cost leadership and differentiation stratetpevercome internal
weaknesses and environmental threats as appropriate stategmofessional
services business (Ou & Chai, 2007). This is, in this resgeghly relevant
particularly due to the type of business in this spectiicys These findings also
support the views of Porter (2004) and various other wrgech as Miller et al.
(1993) and Nandakumar et al. (2011) as indicated in the tliteraeview that
application of Porter’s generic strategies in a busidestead to stronger business
performance. The discussions in both chapters 2 and 3 lwthgtheory (literature
review) and practice (project implementation) togetherciwig the essence of the
work-based learning in regards to strategy models, a kepmuant of the strategy
formulation process.

4.2.1.2 Limitations of traditional strategy models

No one can deny the power of technologies and the pervastuee of the
internet which have transformed businesses and litsstyl today’s world. The
global business is increasingly characterised by the rcone@ectedness,
interdependence, and an increasing level of complexity whicke organisations to
be flexible, proactive and dynamic (Lerro, lacobone,i8ma, 2012). This is the
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“new normal”, a term coined to describe today’s dymaamd changing business
landscape where businesses compete on new competitigelsnaules and

increasing regulations. Most organisations, particularyseéhinvolved in global

businesses have found their traditional strategies, agmeamnd policies no longer
adequate and competitive. Border's demise as cited eadian example of a

business which had failed to recognise the new disruptivazdm business model
which capitalises on the power of the internet.

| can testify that most of mglients’ assignments in recent years are to assist

organisations transform their business models and work g@eseinto more
“intelligent” organisations which capitalise on inforneatiand knowledge. It was
acknowledged in a research by Skok and Goldstein (2007) thamnproved
knowledge management strategy could be an enabler of duwegpativantage for a
small or medium sized professional services firm. Thisonsistent with Drucker’s

et al. (2008) description of the new knowledge based econdsng.result of this, as
further proposed in Lerro’s et al. (2012) study, organisatiees] to integrate the
measurement and management of company’s tangible agtethe assessment of
their knowledge assets.

In this study, strategic Initiative “I” which was a diféatiation strategy was
rated highly at 3.0 (pOEIl) and 2.7 (cOEI) which was muclhdrighan the average
rating of 2.2. The differentiation came from the sgttup of knowledge centres of
excellence which included the hiring subject matter expertihe respective
industries such as a medical doctor to support the woignassnts in the Life
Sciences and Healthcare industry and an ex-banker Firthacial Services industry.
One of the findings in the previous industry survey, conduasepart of the situation
assessment in the strategy formulation process cdited ane of clients’ buying
criteria was proven experience and subject matter espeftom professional
services firms. This insight addressed that finding. The highteng as indicated
earlier also supported the observation that the deliveraldee of a higher quality
due to their knowledge, experience and industry insiglgsugh, clients were more
engaged and satisfied. The lessons derived from this vasgdbproject support the
above research finding, emphasising in this case how betinyt and practice have
validated each other.

4.2.2 Contributions on professional knowledge

This DPST program provides the opportunity for me to pursuerdedrate
academic study while working. Embarking on this project ahehding to day to
day work routines heighten the awareness of seligdise. Personal discipline and
systematic coordination of activities are therefore kagcess factors. There are
some lessons on professional knowledge detailed below.
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4.2.2.1 Professional Certification and Integrity

The work performed by professional services firms reqheedeliverables to
be benchmarked against relevant current standards and i@uilatProfessional
certifications and Continuing Professional Education (CP&e on-going
requirements of professional staff in this organisat&nce | am new to the division,
it is important to set the right example by acquirimpther relevant professional
certification in addition to my doctoral study. This regsi additional time
investment on my part to attend classes and prepare forceh#ications
examination. | registered for the Certified InformatiBgstems Auditor (CISA)
program and passed the examination in December 2010 afesr thonths of
preparations and studying. See Appendix 11. Listed below hez t@#ssons on
project management and leadership disciplines.

4.2.2.2 Having a plan is important

There is a common saying that failing to plan is planning to Hais
impossible to implement this project without a plan. Tlaelier Learning Plan
describes the choice and rationale of the projects.e§ubst project plans which
describe the detailed planned project activities are outgfutese more important
mental process of ensuring the objectives, approach andumesasme designed in
advance. By doing this, the various stakeholder groups ddvetter appreciation of
what is intended and therefore coordination is bettectspnised.

4.2.2.3 Responding to dynamic changes while keeping project obgsctivfocus

The overall duration for both projects was over 28menToday’s business
environment is very volatile. Therefore, responding todyxeamic changes in the
market is of utmost importance. For example, the matieamics may require the
business to be restructured thus impacting my positiohatfwere to happen, these
two projects would in turn, have to be restructured anduglien would have
occurred. However this did not happen. Hence the proyeets completed within
the planned time.

4.2.2.4 Small wins matter

Another factor to help maintain momentum is the celedn of small wins.
This business has a higher Gen-Y segment of the woekfditwey definitely prefer
vibrancy and recognition of their contributions and succeélss.High Performance
Project awards which celebrated quality performance elected projects and
recognition in front of their peers are highly valued. Twés the feedback given to
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management in one of the people survey conducted in Dec@@bg. Celebrating
small wins in a timely manner is an important motivato

4.2.2.5 Solicit advice and assistance

Trusted advice is invaluable. A selected group of internal extdrnal
advisors can be resources who can serve as sounding bwardgategy and
sensitive matters. In some ways, it is risk mitigatiwraction. Senior Management
appointed a retiring partner to be the advisor for the nm@amagement team. He
proved to be an invaluable resource given his experience amdekiye of the
internal workings of the business. He also played aonaaby role at management
meetings given his standing with senior management. This wesy helpful
especially when | am still new and building my own doéitly with the senior
management team.

4.2.2.6 Passion and persistence are key success attributes

The constant challenge throughout the project is maingiimomentum and
delicately managing priorities. One of the leaders tcestommented that my
character traits of passion and relentless pursuitabéd objectives are admirable.
Hamel (2007) certainly highlights the value of persistenckis book, “The Future
of Management” where he noted that the deeper and thomeugh of what
managers understand and believe, the better and more téusnnovations. The
organisation at large monitors the behaviours of theidelesa If the leaders’
behaviours are inconsistent and they keep changing dimsctiheir stated directions
will not be impactful. They will not have the respet the workforce. Passion and
Persistence are key success management qualities dmatedtr

4.2.3 Contributions on work knowledge

| documented in my final Project One report that the depnt previously
thrived on a task oriented or “do-ers” mentality. Themsvalso a sub-culture of
providing an opinion on every topic, lack of empowerment, sdieness and
infighting. This work culture was neither productive norhe&sive. My new
leadership team and | together embarked on cultivating awuew culture. This
new work culture focused on performance is certainlglaable contribution to the
work knowledge.
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4.2.3.1 High performance culture

Cultivating a new culture takes time and effort. Su#met et al. (2004) cited
Schein (1997) on adaptive culture where the strength afrtjanisation is not on the
culture alone but its adaptability depending on business demhmasbarked on
introducing a different work philosophy based on performapceductivity and
efficiency in the division. Labeled as a high perforo@rulture, | coached my
management team to behave differently, and set newrpeaifice measurement
systems. | also regularly authored on the topic of pigtiormance in my newsletter
editorials and took every opportunity to demonstrate wiit performance means.
It was also pertinent to refresh the team through stahover. This proved to be
very helpful because the new team members were latéssimilating into this new
culture.

The writings of Sutherland et al. (2004) which contrastshasacteristics of
high performance teams and non-high performance adaptiltarec echo the
discussions above. They note that high performancesteaaintained a better
strategic fit between organisation and business conteikt tfust, enabled some risk
taking and are more proactive. The improved financial pedoce of the
department and team morale reflected the positive effettte introduction of this
new culture and change of directions.

| took it upon myself to set the tone at the top.téofworked on many of the
activities and events, setting myself as the exanmptegards to this new culture. It
is evident that developing a sustainable profitable and ggpwusiness requires a
high performance culture to support it. An earlier comraarent on this journey
will definitely provide more time for the organisatiamdssimilate this culture in its
DNA and become more sustainable. On reflection, thisésad the more significant
achievements of my role.

4.2.3.2 Strategy formulation capability is limited

Strategy formulation is not an inherent capability agsi leaders. It is
observed that leaders are generally comfortable in @argcatSWOT analysis when
analysing problems and exploring recovery options. Theotesgained from
conducting the industry study is that most leaders do n& &ayood understanding
of the competitive market place. They are mostly comslby their daily routines
and the ability to gather market intelligence is ad hatsamplistic. Their ability to
formulate strategies using a structured approach isiaiged.

Leading the team in using the structured SFP to assessirtaant situation,
develop strategic choices and finally recommending an#tetiag the strategic plan
is a lesson for the management team itself. Soneamdsers document a problem
solving approach to formulate strategy. They first definé analyse the problem
and develop strategic choices to address them (Wielags 2007). This is similar to
the approach taken by the SFP except that this projeqirbasn the need to invest
time and effort to frame the management questions upéachtrefine the precision
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of the questions during the process. It is found thatatisity does require some
skills and practice helps to further hone it.

4.2.3.3 Change management continues to be a key success factor

This transformation program impacts job responsibilgied accountabilities
of many people in the department. While the organisatiarergdy welcomes
change, it gets personal when the change happens tdiadual. There are cynics,
approvers or supporters, small group of critics and thentsinajority who are
monitoring the situation. The best solution is proactitimely and continuous
communication directed at the senior leaders and thenagion. In the book titled
“100 day action plan”’, Bradt, Check & Pedraza (2009) advopdaning,
communication and high performance teams as priority agéeds for a new
leader. Besides formulating the strategy options,sitjust as important in
communicating and marketing the strategy for acceptancengsh various
stakeholder communities. This concludes the discussionsegmeriences gained
from Project One.
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4.3 Project Two - findings and analysis on strategy impleméation
effectiveness evaluation

The reality of what Liker (2009) wrote on “double hat’ ringsetin the last
twelve months. The organisation, while focusing on deligediay to day operations,
was also simultaneously pursuing longer term sustainablgtlyrand profitability.
The pace and stretch was enormous at the workplace gatiteypassion and energy
continued to increase, because positive results wetigational. Extensive learning
also took place at the same time.

4.3.1 Findings and analysis on the four evaluation stages in SIEEmework

Honest and timely acknowledgement of issues and negaws is vital in
the Evaluate and Analysis stages of the evaluationrepsodost managers attempt
to recover from the issues either by working more @ity or ignoring the tell-tale
signs. A phrase often quoted in project managementil;gfdo plan is planning to
fail’. Likewise, here in strategy implementation, ifilag to acknowledge issues is
acknowledging imminent failure”.

Issues do not self-resolve. | pointed out that mostagens hesitate to report
issues during evaluation and analysis stages for fearpoisaé or loss of face
(shame). There are some who are unable to recognisesdines and this is a
capability issue. The concern is not the latter. Prmogida safe, secure, and
supporting environment does not mean a “weak” environment whspensibility
and accountability is not practiced. On the contrarygdfuires strong management
and governance to address the truth, whatever and hoseseus. The managers
must believe in the integrity of management that tlieysarious about a safe, secure
and supporting environment which promotes openness, integrityrathdand not
just pay lip service. Managers will monitor managementioas and make
judgements accordingly. On the other hand, Hesselbeln(@089) describes one of
the genomes of management is applying judgement on issuasipgrto people,
strategy and crisis. The managers will appraise the judgesnof their supervisors.
Translated into organisation culture, the task of senioragement is to cultivate an
organisation culture of integrity, openness, continuousitmong and that failure
can be forgiven but mitigation is equally expected. Mutealm and individual
responsibility and accountability are part of balancedopsance measures that
need to be implemented to support this culture.

The three key findings on reflection of the four evaluastages are:

1. Acknowledgement and acceptance of issues and negatiweisidve first
step

2. Strong management is needed to provide a safe, secure andisgppor
environment

3. An organisation culture of integrity, openness, continunasitoring and
where failure can be forgiven but mitigation is equallgested
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The individual evaluations were completed over fram@e of a month. |
compiled the ratings and performed the first roahdnalysis. Further analyses were
conducted on the data in search of correlationudtidn and learning from the
analyses are documented in the following sections.

4.3.1.1 Objectivity in implementation effectivenesgluation

Managers’ qualitative feedback was that the matunatrix was useful in
guiding them to exercise some level of objectiwiihen evaluating the various
factors. Statistically, it is easy to calculate arerage of the effectiveness rating,
based on the eight individual ratings. The cOEleinds abbreviation for the
calculated Overall Effectiveness Index. This measw@nt is a more objective
measurement because the guidance through the tyatoatrix provides some
consistency during the evaluation process. The gaisown perception of the
overall implementation effectiveness is abbreviaasdpOEI. This index is more
subjective. The difference between the pOEI andc@El, is a measurement of the
difference between perceptive and objective evainat

The managers were unaware that their objectivesassnt (COEI) would be
compared to their own perceived evaluation, andetbee, this delta (pOEI-cOEI)
provided insight into the consistency of the mamagperception as well as their
objective guided evaluation using the factor eletsiehhe result of this calculation
for each of the initiatives is shown in Figure &dlow. The ratings of each initiative
(A to N) are found in Appendix 8.

Figure 4-1 Perceived effectiveness versus calculdteffectiveness by initiative

Average of weighted Initiatives

E F G M N

D

cOEI

I s pOEI
Initiatives

B Perceived evaluation is better
I  Guided evaluation scores higher than perceived

Taken across all 14 initiatives, the managers mtotee be quite good at
determining the OEI consistently. The average p@&$ 2.2 against cOEI at 2.3.
The difference was negligible in this case, suppgrthe use of matrix as a guide to
help the manager think though the effectivenesthefeffort when evaluating the
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initiatives. At the individual initiative level, #re were differences and further
analyses have yielded additional insights.

4.3.1.2 Better gauge of effectiveness when initiati are objectively measured

In some initiatives, the factor evaluations wersieato determine based on
the objective metrics, in use by the businessothiers, the measurements were more
difficult to establish and were more subjectiveeTihore objectively the initiative
was evaluated, the closer the alignment of eacivithdal initiative’s pOEI to the
guided cOEl. Initiatives E and K which were objeety measured, resulted in the
perfect alignment between perceived and guideduatiahs. Initiative E was
increasing practitioners’ charge out rates andiative K was improving the
governance of the Philippines risk business to mec@ better performer. Both
initiatives were easy to objectively evaluate imrte of their business outcomes. The
measurement of Initiative E was a performance atdicof rate per hour. Initiative
K can be evaluated by examining the growth and itatmfity indicators of the
business.

Figure 4-2 Analysis of the difference between peroeed and calculated
effectiveness

i 79% of evaluation shows guided
i evaluation rate the project as better
: than perceived

v

Initiatives whose
measurement are subjective.

: ; Tl 57% of evaluation are the same or
Perceived implementation is
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€ _ >
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nglm‘“' 0.90-08|-07|-06|-05|-041-0302|-0.1] 0 |01|02/|03|04|05]|06]0.7
U T 1 W F L B | ¢ AN
[Initiative H D
N

- Initiatives which manager can measure effectiveness more objectively

Initiatives which manager can only measure effectiveness subjectively

About 57% of the evaluation was within the ranget0f3 (see Figure 4-2)
between calculated and perceived effectivenessr @9 of guided evaluations
scored higher than perceived evaluation indicatimgt guided evaluations were
more objective (see Figure 4-1 and 4-2). The aisabiso showed a big difference
with perceived evaluation of initiatives whose measient system was more
subjective. Managers perceived the implementatitecteveness of initiatives, “I”
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and “J” very differently compared to their correspogdiguided evaluations.
Initiative “I” is an initiative on talent and “J” isromarketing. Both initiatives are
subjective in contents and evaluation.

This finding that effectiveness of strategic initiativegiementation is better
gauged when objective measures are available, reinforcdwdbder finding that
most managers link business performance as a measuratefg effectiveness as
seen in literature by Kaplan et al. (2004), Gonzalez-Besgiital. (2010), Dess &
Robinson (1984), Pearce et al. (1987) and others. A tool is gex¢kin this project
to assist the manager to evaluate the strategy ahalgr level.

4.3.1.3 Implementation is difficult with strategy acceptanceaashallenge

When considering the four main criteria, the manageraluated the
initiatives highest in the business environment (2.63) aadatiteptability criteria
showed the lowest rating of 2.02 against a maximum sdo8e0a(see figure 4-3).
This was interpreted as the managers’ agreeing thatrétegy was right (suitability)
in the context of the business environment is the mogbitant criterion for
implementation success. The second priority was “amsceabout ability to
implement” (feasibility) at 2.16. Acceptability which vgillingness to execute the
strategy was the lowest (2.02) amongst the other eriteri higher than the critical
threshold. The critical threshold basically meansatfganisation rejects the strategy
if the rating falls below 1.8 (60% of potential).

Figure 4-3 Analysis of the relative effectiveness of the 4 taria in project

Weighted average of main factors

Chart Area

= shows the average rating of each main factor
263 reagrding the selected weight

2.1e
2.02

Criticalthreholdat1.8

Business Environment Suitability Feasibility Criteria Acceptability Criteria
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The above finding validates Wiebes et al. (200 8pl&n et al.(2004), Ali &
Hadi (2012) and many other researchers that siratggementation success is not a
given regardless of how good the strategy desigimplementation effectiveness
must be worked on to ensure success. There israelef reluctance to implement
strategy.

4.3.1.4 Knowing that the strategy is right, helpsgaining acceptance

The analysis showed a strong correlation (>70%jyvéen suitability and
acceptability (82% in figure 4-4). This indicatésit organisation is more willing to
work on the strategy when they are convinced tiastrategy is the right thing to do.
Against the work by Johnson et al.(2008), thergeider acceptability of the strategy
when managers know that the strategy is suitabléh® organisation. This same
point is made by Hrebiniak (2008) that having thghtr strategy is a pre-requisite.
This also reinforces the finding that better parfers are those with clear strategies
(Gonzalez-Benito & Suarez-Gonzalez, 2010). Figu# examines the correlation
between the four main factors.

Figure 4-4 Project feedback on 4 evaluation criteda in SIEE
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4.3.1.5 Strategy and implementation effectiveness laoth important

While the analysis supported that strategy effect@ss is crucial, the
analysis also showed a close correlation betweéabsiity and feasibility (59%)
and acceptability and feasibility (60%). This susigd that once the organisations
understands the rationale of the strategy andussi¢hat this is right thing to do,
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they are more willing to work with it. Implementani is then more effective when
the project is supported by having the right skilempetency and know-how) and
the right resources, indicators of capability an@acity. Work by Hrebiniak (2008)
and Ali & Hadi (2012) list similar issues like inddlual and staff obstacles as
barriers to successful implementation. Remediabastinclude designing programs
aimed at improving staff capability, resource cdyaend change management
which are “feasibility” issues to address theseceons.

4.3.1.6 Feasibility perceived as key driver but mabimplementation

The correlation of the eight factors to the OEHi@ate which factors most
influenced the overall measurement. Interestintigre was a difference between

the correlations of the factor ratings between piheceived evaluation and guided
evaluation.

Figure 4-5 Correlation between 8 factors and Over&Effectiveness Index (OEI)
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Managers perceived that effectiveness is Managers rated that suitable strategy
about feasibility (capable resources and and acceptance as keys to
continuous improvement) effectiveness during implementation

It implied that the managers’ perceived view of whas effective to the
success of the strategy did not perfectly alignthe way they rated their
implementation effectiveness. Specifically, the agers held the expectation that
the initiatives that were most effective were alse most feasible (see figure 4-5).
The initiatives in which the managers gave theneselthe best set of individual
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factor ratings were those initiatives which were nsosable (see figures 4-3, 4-4, 4-
5) and acceptable (see figures 4-4 and 4-5).

In other words, the managers attempted to rate the tivéisa for best
effective performance, when they had readily availadlat they needed, resources
and capability to do the job. They actually performedtbahen they clearly
understood why they were doing the work and were willing teado

The acceptability criterion which captures the willingne§the managers to
work on the strategy is a very important implementafactor. As middle managers
are likely to be the constituent group to implement gfase this finding reinforces
the need to communicate and align middle managers’ stgerr implementation
to be effective and successful. Hrebiniak’s (2008) counsdb icommunicate
effectively because strategy implementation involvegelagroups of stakeholders.
Another researcher, Huy (2011) advocates promotion of kgyoariate middle
managers to influential positions to positively invoke tlyht social emotions at the
organisational level. Guth et al. (1986) and Ali et al. (20di&uss the need to
address middle managers’ self-interests to get theimsonent on the strategy
implementation. My development of the Professio¢velopment Agenda
Framework (PDAF) as part of this project is to addressgafs Despite vigorous
communication of the practice agenda to the employee groyigxperience is that
the middle management is still not fully “engaged”. Tisidoecause the personal
agenda of the employees is not aligned and therefme motivations are not
properly energised. The combination of personal perforen@waluation together
with its professional development agenda will encourbgentiddle managers to be
more aligned with the goals of the firm. When this &) the acceptance of the
strategy will not be an issue. This PDAF is now testad proven through this
project.

4.3.1.7 Sensitivity to environment raises the importanceis management

Changing the weightage in one factor can change thmelabon analysis. For
example, if the strategy is highly sensitive to businasgr@enment, the model
proposes that risk mitigation which is part of the acaieipty criterion becomes very
important as well. This is explained pictorially in Figut-6.
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Figure 4-6 Change in business context increases risk managam
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Dynamic changes in the business environment are, to sortent ex
uncontrollable, and can completely render the strategffective. Managing this
risk is critical to implementation success. AccordingFunston et al. (2010) and
Schmidt et al. (2006), risk management is a key governanceiofunat today’'s
Board of Directors, and part of their charter is toueastheir organisation is
prepared for crisis. The analysis supported this observafThe case study
conducted by Bordean, Borza, & Maier (2011) illustrates theeasing importance
of the Board of Directors’ involvement, as part of theerporate governance, in
assisting the executive committee in formulating andlementing the strategy in
the firm.

4.3.2 Contributions on academic knowledge

Contributions to new academic knowledge are in thesaska

The development of the four stage PEAR framework
SIEE model and matrix

Evaluation using the SIEE maturity matrix

PDAF (Practitioners Development Agenda Framework)

PwpnpE
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The foundation of this knowledge contribution is the workJbiznson et al.
(2008) on strategy evaluation criteria. The analyses flzentést results validated
much of the researched findings about strategy and imptatn evaluation and
the linkage of strategy to business performance. Theaitgannduced from the
analyses is as follows:

SIEE maturity matrix helps the user to exercise objigtin the evaluation
Better gauge of effectiveness when initiatives are obglgtmeasured
Implementation is difficult with strategy acceptanseaahallenge

Knowing that strategy is right, helps in gaining accepanc

Strategy and implementation effectiveness are lmogiortant

Feasibility is perceived as key driver but not at implententa

Sensitivity to environment raises the importance s management

PDAF is helpful in aligning managers agenda to the divisipraessional
agenda and this will address any middle manager’s relictanicnplement
strategy

ONoOGAWNE

The literature review on factors influencing strategy enpntation
conducted by Li's et al. (2008) summarised the researchn@adf the nine factors
into three categories of soft factors such as peopénted factors, hard factors
which are institutional factors such as organisation g8ires and administration
systems and mixed factors which contained both soft arttifaetors. Relationship
among different departments and different strategy dewels treated as a mixed
factor. There were preliminary conclusions of this neMmy Li et al. (2008), among
which people issues (soft factors) received the mosttadh. This conclusion is
further supported by another research which unequivocally seggtte importance
of human capital in the successful implementatiorstoétegies for professional
services businesses (Hitt, Bierman, Shimizu, & Koch®@d1). Another conclusion
by Li et al. (2008) was that the reviewed studies did noeptes clear picture of the
relationships of implementation variables such as congation, commitment and
consensus.

The reported learning from Project Two also pointed &rtfanagement of
change and the addressing of staff obstacles as impdataars in regards to the
acceptance criteria of strategy implementation evanal hese factors are the same
“soft factors” as labelled by Li et al. (2008). Furthermothe learning in Project
Two which concluded that the factors of capability and ressum the feasibility
criterion corresponded to the Li's et al. (2008) reseanthriy that the “hard factors”
of organisation structure and systems were importartrategy implementation. In
summary, the learning does reinforce the findings in theatiure review by Li et al.
(2008) and various other researchers documented in Chapter 2.
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The table below maps some of the learning to the libtephture review
findings.

Table 4-2 Linking learning from the test analyses to literatre review findings

Learning Findings from Literature Review

Implementation is difficult Strategy implementation is not easy and not
with strategy acceptance as g always successful
challenge

Knowing that right is right Better business performers are those with clear
helps in gaining acceptance | strategies and objectives

Right strategy comes first

Strategy and implementation | Staff obstacles, inadequate planning and
are both important managers’ self-interests must be addressed

Management of change is key in implementatjon

Increasing organisation capability to improve
performance

4.3.3 Contributions on professional and work knowledge

Experiential knowledge is powerful. The school of hardbdks often
validates theoretical knowledge. Addressing people relateters at all levels of
management, often labelled as change management atuiteris a key lesson in
this project. On reflection, engaging the leaders and cgmn to understand and
accept the strategy early in the implementation pafys This is getting the
“suitability and acceptability” criteria in place.

Feasibility is about resources and capability (continuongrovement).
Supporting the weaker leaders through coaching programs, amuducing
productivity tools training at the organisation level are pnmgraimed at improving
organisation capability. This is “feasibility” in actioBealing with capable leaders
who are unwilling to embrace the approved strategies, an#lig effectively to
implement them are part of the acceptability challengasly and timely mitigation
of this management risk is very important to implemenitasuccess. Decision to let
such leaders leave the organisation is part of managamgeh

Good governance is also sound management practice n@ounsi monitoring
of business outcomes and risk mitigation is “acceptgbilit action. The monitoring
should cover both internal and external environmentatofs. The European
economic crisis dampened and softened market demand. meniieg cost
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containment strategy effectively is crucial in maintag profitability. These lessons
cover all four SIEE criteria of environment, suitabilifgasibility and acceptability.

4.3.4 Managing risks and possible consequences

| documented a serious leadership issue and the needigateiissues of
such nature as early as possible. Sometimes consequdneetsgation can work
both ways depending on the circumstances and politicasidenations in the
business environment. A responsible leader must be willing ccepa the
consequences if the result is not as expected or @atecl. This is an important
lesson from this project. Not all managers are willingigh their status quo and this
was part of the problem with the previous leadership.

4.3.5 Business growth

The evaluation concluded that 85% of the initiatives wated yellow and
green. Only two of the 14 initiatives were deemed unsatwfily implemented. The
financial result showed that this division was thet bgsrforming division in
Singapore and Southeast Asia for fiscal year 2012 in tefgowth in revenue and
margins, and other agreed key performance indicators.nevgrowth was 15%
over the prior year. Over two years, its growth wase to 35%. Gross margin
improved by over 10% year on year. Net margin also ingmolby over 18%.
Appendix 9 and 10 provide evidence of significantly improved fir@nc
performance of the Risk Consulting Division.

4.3.6 Personal growth

The division has just been notified that its entry afe LSciences and
Healthcare Asia Pacific program held in October 2011 lees lawarded the best
branding initiative of industry program category in the gloDeloitte Green Dot
competition. This was the only entry in Asia Paciticwin this global award and is
therefore, a great accolade to the effectiveness ostitagegic initiative. It is also a
great win for the division and the team who implemeilkésiprogramme as part of
Initiative |1 (market differentiation though Centre okdellence) and Initiative J
(increase market eminence through branding).

Analytical skills and ability to distil the learning anessons from the SIEE
evaluation is part of personal growth. Learning acquineaugh the literature review
process has helped increase my knowledge of stratefyngwlementation. This
continuous life-long learning is articulated in my interviewth the Sunday Times
on 8 January 2012 titled “A Student for Life” on DPS program.
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4.4 Learning from the projects

The uniqueness of the DPST program is that learning is ttaokall three
spheres; academic, professional and work knowledge. Tablaelogt@ments the
learning highlights.

Table 4-3 Learning outcome of the Integrated Strategic Planningrocess
project

Integrated end to end Strategic Planning

Strategy Formulation Strategy and Implementatipn
Effectiveness Evaluation
Renamed One Two
Previous A B

Approach Enhanced 4 step Strategy SIEE Framework incorporating
Formulation Process (SFP) — | the PEAR evaluation stages
section

WD

Academic Academic contribution is in the | Academic contribution is in th
knowledge | enhancement and development development of SIEE

of the SFP, Integrated SituationFramework and model and
Analysis Framework (ISAF) and PDAF

Porter’s generic strategy model

Academic Primarily Porter’s work on Primarily work on strategy
foundation | competitive strategy evaluation by Johnson et al.

Professional | The key benefit is that frameworks and models are nowloeed
knowledge | in the area of strategy management from formulaton t
implementation evaluation. This will greatly assist agars in
their work either internally or externally for clieshengagements
in the professional services business

Work The acquired learning helps to transform the workplatieea
knowledge | organisational level. Personal growth and developmé&estplace
simultaneously. The business is back to sustainable geowith
profitability.

The structure of this section is explained here sottietreader can follow
the discussion and it also serves as a tool for reagiggation and reference. There
are two main topics in this section. The first topic doents the reflections of the
literature and contributions made by me in the courshisfstudy. It documents the
distilled findings into the three spheres of academic, kwand professional
knowledge as discussed above. The associated learning witlsim sphere of
knowledge is documented under their respective headings. s€bend topic
documents the actions taken in this project and their ampa the stakeholder
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communities. It is about the research methods amtributions made through this
project. The structure is illustrated diagrammalydaelow for visual reference.

Figure 4-7 lllustration of section structure

Learning and
— Academic Knowledge contributions associated
with literature

The Reflection of Learning through self
— Knowledge and Learning Work Knowledge reflection, work episodes
in work based doctorate and post project review

Section 4.4.1

Learning associated with
professional knowledge

— Professional Knowledge

Impacts on researcher and
— Personal Actions other stakeholders like
family and friends

Reflection

Action Research and its
— impacts on the Organisation Actions
stakeholder s community

Impacts on the division
and organisation

Post Project Implementation

Section 4.4.2

The importance and role
of academic supervisor

— Academic Institutions

4.4.1 The reflections of knowledge and learning iwork-based doctorate

Work-based learning is different compared to otlfems of doctoral
learning in that this mode of learning integratethitheory and practical knowledge.
The theoretical foundation is based on literat@endew and practical knowledge is
learning acquired from the work place. This acqiipeactical knowledge will either
validate the theory or reveal alternative insightsreby enhancing the critique,
endorsement or debate of the literature. Profeatkmowledge refers to knowledge
associated with skills and competency of the psxes The knowledge of
governance, professional standards and regulatson$ utmost importance in this
business of risk consulting.

The confluence of these three spheres of academoid and professional
knowledge enhances the holistic knowledge developroé the individual adding
credibility and integrity to his capability. This the potential of work-based learning
when it is realised. Miller et al. (2010) cited ®a; Willis and Palmer (2005) where
a DBA requires more applied learning outcomes thhoa portfolio of coursework
and dissertation rather than just thesis writingorkdased learning is similar in
concept to the DBA program.
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4.4.1.1 Academic knowledge

The process of conducting literature review is a valuadson. It was
difficult in the beginning but became slightly easierrwptractice. The iterative loop
of finding relevant literature, distilling the lessons armdidating them against the
experiences gained through action research while impkemgetine project enables
new academic contributions to be distilled and documented.

Two main areas in the strategic planning process of tagegy management
continuum are studied in this program. The first is sgsatrmulation and the
second is evaluating the effectiveness of the implemtient effort so that the
manager can take remedial action to improve the impileatien for success and
performance.

4.4.1.1.1 Validation and adaptation of academic models and approaches

The literature search process narrows the review ttelPo research and
work on competitive strategy. His work is well resded, critiqued and has
withstood the test of time. Porter’s five-forces fraroek, generic strategy model,
industry analysis and the strategy formulation procesg@od starting points as an
academic foundation for this project. The undertaken actsearch has validated
this foundation and, the frameworks and tools have beéapted as appropriate
during the course of this project.

Moving from strategy formulation to implementation andaleation,
Johnson et al. (2008) research on strategy evaluati@ri@rivas the nominated
academic foundation. The three criteria of suitabilagceptability and feasibility
were tested and a fourth criterion of business environmadtbeen added to the
criteria suite.

There was a component of primary research in both gisjé\n industry
survey involving over 60 respondents was conducted acrossdhAderstand the
business landscape of the risk consulting business inrttegy formulation part of
Project One. This fieldwork was to provide objective ihtsgin the situation
assessment step of the SFP. The subsequent field milré second project dealing
with strategy evaluation involved testing all 14 strategidiatives by the
implementation managers. This too, was to provide obge&vidence of testing the
developed frameworks and tools in Project Two.

4.4.1.1.2 Packaging the models and tools into a framework

One of the observations during literature review is mhast of these tools are
discussed as individual tools relevant in their respectos@ains. For example, the
discussion on SWOT is to help conduct a situation assegsyhan organisation or
business. An industry study which is more extensive affidudi to conduct is also
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an important tool in situation assessment. Understandwgtiese tools can be used
and in the relevant business context can be useful tdogeare integrated end to end
framework. It is validated in this project that packaging ategrating the various
models and tools into an integrated framework is helgful explain the
interdependencies of these tools and how they should duk arsd applied. The
Integrated Situation Assessment Framework (ISAF) sxample of this process.

4.4.1.2 Work knowledge

Work knowledge is acquired through the “happenings” and ewantke
work place. It tends to be informal and unstructured unlgéedamic knowledge.
Work knowledge is however, just as valuable. This work-bésseding is structured
in three phases; starting with reflections on pashieg, planned learning derived
from project episodes and finally, reflective learning frtbra post projects review.
Each of these phases has significant learning opportuasiesxperienced in this
program and some of the key lessons are distilleceiriclfowing sections.

4.4.1.2.1 Learning through self -reflection

Self- reflection and the power of reflective learningswiirst introduced in
learning portfolio. The candidates guide points to it butréda power of this mode
of learning comes from understanding the research and pbilpsof reflective
learning. Moon (2006, 2008), Schon (1983) and Johns (2009) have vanittdns
topic. The reflection-on-action has enabled me toebathderstand myistorical
learning in a more systematic and structured manner ireéinaihg portfolio. Three
key lessons emerged from mgflection. The first lesson is that this program is a
journey of discovery and self-development. The insidfiais my historical learning
reflection provided men objective and realistic view of nKills, capabilities and
limitations. This program also offers great co-develogmepportunities with
different stakeholders to achieve mastery status in skitie $he second lesson is
that clear objectives and rationale are keys to sustatm@gmomentum of this
journey. Thirdly, being the proactive identification andnagement of risks as part
of strategy implementation.

In that self-discovery and reflection, there wereesal other learning points
including:

The continued learning in the workforce beyond schooling

The power of learning through informal and formal educat®&npoint
which is reflected again later.

Relationships, business networks and mentors are invaluable

The capitalisation on opportunities and building on moomant

Invaluable lessons from past mistakes

The learning from outside the workplace

N =

o 0hsw
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4.4.1.2.2 Learning through work episodes - school of “practice”

The lessons from Projects One and Two are already dadenh in their
respective reports. Since this is an integrated prdjeetiearning is distilled into one
set of lessons. One of the key lessons from this inegjtaarning in addressing the
business transformation issues and strategy planningesdagnise the following:

1. Managers’ knowledge and capability of strategy formulaisositen limited
and hence the need to support them through assistatreeong is essential
2. A four step strategy formulation process is a teatetproven approach
with:
a) framing the management question in step one as very importa
b) performing the situation assessment is a prerequisitésfepe
developing strategic options
Cc) setting the objectives and exploring the options usingePsgeneric
model can only be a good starting point and need to be covaplied
with other models
d) recommending, communicating and marketing the plan iskey t
obtain stakeholders’ acceptance and agreement

Another lesson besides being able to formulate straiegyat strategy
implementation evaluation capability is essential tgroning implementation
effectiveness. One must also take note of the follgwin

1. Recognise that strategy implementation is not easy o always

successful

Better business performers are those with clearesgjiest and objectives

Having the right strategy takes priority

Recognise staff obstacles, inadequate planning and managéistesekts

must be addressed

5. Increased organisational capabilities improve performance

6. Implementing a performance measurement system is a &aggament tool
for implementation success

hwn

4.4.1.2.3 Learning through continuing education and research

As noted earlier, learning and knowledge can be acquired threeagral
modes. Learning through self- reflection and work episodesdacumented in
earlier sections. The third learning mode is through congnweducation and
research. Some professions and licensed trades requitBugan certification
credits to ensure professionals are updated in their kdgelend skills. My
participation and passing of the CISA qualification is aaneple of continuing
education. More importantly, | was setting the tonenftbe top.

A key element of doctoral programs is conducting reseéaitdrature review
and conducting field work requires knowledge of research odetbgy and skills.
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Students who have not undertaken research activitie®rapleted an equivalent
master’s qualification may experience some difficulReflecting on the past 40
months of study requirements, it is my view that a gueisite knowledge of
equivalent master’s qualification is recommended beardarking on a DPST
program.

4.4.1.3 Professional knowledge

This study is situated in a professional services businEssre are no
products to sell. The “product” in this business is sengk#ls and knowledge. This
knowledge is applicable for both internal use and in clieagsignments. This is
knowledge- in-action internally and externally. Ifusther noted from the previous
industry study that clients’ value consultants whose ggibnal knowledge is
constantly current and insightful. As such, the charatics of increasing
professional knowledge are in the areas of:

1. Professional certification and integrity is an incregly important attribute
of a professional career especially in the era ofkhewledge technologist”
2. Project management capability is a key capability becawosk patterns are
moving towards project work rather than routine operatidhs.following
elements are best practices in project management:
a) Having a plan
b) Responding to dynamic changes while keeping project objeatives
focus
c) Delivering small wins matter
d) Soliciting advice and assistance
e) Having passion and persistence are key success attributes
3. High performance culture in the professional servicgamsation
4. Change management being recognised as a key success factor

4.4.2 Action research and its impact on the stakeholder canunities

The actions deployed throughout the study impacts many hstiales
communities. This study requires the collaborativeoastiand cooperation of the
stakeholder communities for it to be successful. Thenngonities are in the
categories of personal, organisation and academituitistis.
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Table 4-4 Program stakeholder communities

Communities Primary Extended

Personal Myself Family and friends

Organisation Risk Consulting Division  Deloitte

Academic Institution Primary Supervisor, Second Supervisor,
EASB USQ

4.4.2.1 Personal actions

First, | am the primary stakeholder in the personagmty. Obviously, the
impact is greatest. Embarking on this program is notlla wahe park. One will be
mistaken if the student can obtain a doctorate througing/tip what he learns from
his workplace. My actions include taking primary responsgybiin driving and
executing most of the project activities as documentethenlearning plan and
project plans. In addition, the effort on the literatueview, studying the materials
and cross referencing literature is substantial anddientup a significant portion
of my time. Reflection, analysis, documenting and edithgreports consumes the
bulk of personal time outside the workplace. This is aiignt investment and
sacrifice throughout the program.

Another lesson is that health and personal well-besraniimportant success
and sustainability factor in managing the overloaded vemidk study requirements.
Having a regimented exercise program every weekend sinceiim@encement of
the study has improved my health status, and in turnh#sisassisted my mental and
emotional abilities in enjoying this busy lifestyle withspn and determination.

The program does have a direct and influential impact grfamily and
friends. Time is a finite element and thereforetthe spent with family and friends
is limited and compromised. The support from family cameotinderstated.

4.4.2.2 Organisation actions

The divisional workforce is about 330 practitioners, ledabgmall team of
less than 15 partners in senior management. This team umgdeadership in
managing and driving the transformation of the businessos Impacted as they
have to carry out my planned activities. The commesmeegraf this study coincided
with my new role as RMD of the division. This createconducive environment for
the planned actions to be performed. | also deliberateved my planned actions
into my daily management routines impacting my coreagament team and the
organisation of 330 people. Artefact Five provides evidenamyotommunication
messages which are designed to communicate my vision aratingeprinciples of
a high performance operating culture within the organisatibhe business
performance matrix of nine KPI based on the Kaplan'sal@z#d Scorecard
principles is intended to measure the business holigtiaall not just on financial
indicators.
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Starting the activities is easy and sustaining the momemuifficult. This
is seen and felt both the management team and |. Afteryears of performance
improvement, the management team is now into its third. yeaen with the
addition of new leaders, the stress level is felli &ram working diligently on
mitigations to sustain this momentum. This includes cimgngome of the leaders’
responsibilities and accountabilities, and moulding reawdérs to share the load. It is
a marathon.

The broader Deloitte organisation as a whole is cdytaimore
knowledgeable of the division’s activities, its achievetsgresults and the operating
culture built on the principles of high performance amstanable profitable growth.
Appendix 4 provides evidence of change and personal develb@sen result of
engaging in this action research in both the strategyation (Project 1) and
strategy implementation evaluation (Project 2) assigitsnen

Feedback from Manager A in particular describes her tra# “working
knowledge” which is the linkage of academic concepts to gsaBal and work
knowledge. This is evidenced in her reflection of how usieg 8AF framework has
helped me in her understanding of academic concepts sudlw@3 and Porter’'s
work on competitive strategy. In her reflection, sheter about her learning on “the
practicality side of the tools and frameworks (e.g. SW@®®0rter Five Forces
Analyses, and Balance Scorecard) which | used to study idmversity textbook.
It has grown me from a manager who executes and de|sass to a manager to
understand what a business really is, how a businesddsheumonitored and
managed, how different types of personality impact dwusiness”. She further
describes her own development in being able to manage gisia® per this
feedback, “Being calm and not take things emotionally mething | have seen
myself improves a lot for the past months and | belieam still improving now. |
was once told “a master is someone who simplifiemplicated matters”. And, |
believe one must be calm and with clear mind in ordsmiplify difficult condition.”
(Appendix 4 — Feedback from A). Another manager B, whas wnvolved in
evaluating the effectiveness of a strategic initiapeeted to personal growth in the
area of discipline and testing the willingness of maradérasibility factor) in
strategy implementation. Reproduced from his journal teésra section of his
feedback, “the model further strengthened my projectglisei and the critical need
to test the acceptability of strategy with the key stakkdrs before commissioning
the project team to implement the project. This ensingsthe project team receives
the necessary top leadership and resource support duringtiteepeoject cycle (not
just the beginning when interest is highest) and forpitmgect to be successfully
implemented” (Appendix 4 — Feedback from B).

In the area of using the SIEE matrix to guide the implatiation evaluation
more objectively, Manager B alluded to the model being bklpf guiding the
project team to ask a set of critical questions whealuating their projects. He
guotes “It serves to provide a holistic outcome whether ithplementation is
effective within the organization and linking back to therall business objectives”.
He further encouraged the tracking of change as per tHarmgé given by him, “the
evaluation matrix could be conducted more periodically ¢egrterly) during the
implementation phase to assess and compare the chist@eoof the project over
time” (Appendix 4 — Feedback from B).
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4.4.2.3 Academic Institution

The DPST program’s delivery method is an example ofabolative
education (Miller & Lim, 2010) between USQ as the inteomal university and
EASB as the local educational institution. Synchrorosatf administrative matters
between the two institutions is not seamless. With iderable effort, the situation
did improve over time. The personal intervention @& bead of school at EASB to
improve the “system”, the processes and human intensct cannot be
underestimated. It kept me motivated to continue in tiofieubts and frustrations.

The role of the academic supervisor in a doctoral progsamost crucial.
The assigned supervisor by EASB is instrumental in fomngli the monthly
progress meeting schedule wherein my momentum and pae®nrgored. The
supervisor's corporate background, experience in doctorehmds work-based
learning and lecturing have proven to be very useful iniggidny journey. The
characteristics of effective supervisors are describddiliar et al.’s (2010) book on
doctoral research. The most important criterion fgr success is the supervisor’s
willingness to spend time with mhis student. The secondary supervisor from USQ
is also very instrumental in pointing out the progratnucture with relevant
examples so that the deliverables are properly guidedabilisy to understand and
engage in meaningful dialogues on the research projeobugh distant
communication is a good testimony of his own experiencéstin doctoral research
and lecturing. This is an example of good collaboration éetvthe institutions.

4.5 Limitations and disclaimers of the findings and analysis

Generalising findings from these two projects should Bgddewith caution.
The nature of the work-based study with its broad anmsifioneans that the
literature search (academic study) is extended to t@pick as reflective learning,
formulation and implementation of the strategic planninacess. Besides that, this
study also embraces both process (approach) and theadsdaobdels for each part
of the process. This increases the breadth and covefdlge study and hence depth
of study is compromised as a trade-off.

Besides that, another limitation of this study is tias interdisciplinary.
Although the research is situated in the context &faensulting, the concepts used
to frame the accompanying projects are borrowed from arspeof disciplines
including strategic planning and the accompanying aspects tégtréormulation
and implementation evaluation and also competitivenassi strategy with its focus
of management of change and leadership. As such, thateags a danger when
generic concepts are borrowed to discuss specific careexn the case of this study.

However, it is hoped that the integration of the thspberes of academic,
work and professional knowledge has brought both theorypeaxtice together so
that the learning, findings and analyses in each proseghiand insightful and new
knowledge is contributed. It would be right to point outttthe integrated work and
academic knowledge gained on each of the processes dae basis for further
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research and study either in the current area of fadush in particular, is risk
management consulting or to other industries of intei®sbuld the findings be
applied to other industries beyond that of this study, theis anticipated that
adaptations and interpretations to the current proposed! mogguired. Secondly,
future research may also be directed at addressing timadias in this study. For
example, with the dynamics of the fast changing and sogdiion of the
competitive business landscape, will current strategy modervive in such
environments? Section 4.2.1.2 which documented the limigatmin traditional
strategy models and today’'s models may as such, becensibfect of scrutiny in
tomorrow’s landscape.

Thirdly, the current research and its findings on stratptanning may be
used as a springboard for other research exploring theretif dimensions for
example, in aspects such as Strategy Formulation eBs0SFP), Strategy
Implementation Effectiveness Evaluation (SIEE) andatsgic planning. Future
action research process cycles on the SIEE matuatypomay also be developed
for other professional disciplines as suggested by ManagehiB reflection.

The primary data collected from over 60 respondentthiindustry study is
on best effort basis. The respondents are not inceativio participate and provide
the responses. Likewise the 14 implementation managqrested to perform the
evaluation of the strategy and implementation areine@ntivised other than this is
part of their implementation requirement. The ethaatsiderations of the primary
data collected in this industry data is addressed in se8t®.3.2.3 titled “Ethical
considerations on data acquisition in Industry study”.

Secondary research on macro-economic informationrasn fpublished
sources. Literature review is from published journalgkisoand publications on
known databases. Findings and analysis in the variouscig@ee based on the
limited data set and information collected from primanyg aecondary research. The
interpretation and learning is based on known literatureewgvpast learning,
findings and analysis.
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4.6 The power of effective communication (Artefact Five)

Ali & Hadi (2012) who conducted a study on factors affectsugcessful
implementation of business strategies have shownfttitee members of a company
are not aware of the common strategies of the orgamsat low level consensus
would be gained. This finding resonates with my own expegiencthat lack of
communication is often an impeding factor in the ses@d work programs. Ali et al.
(2012) further quotes Noble (1999) that lack of common undersigmday act as a
major obstacle in implementing strategy. Carnegie (2p88)oses that leaders must
be able to communicate. | designed a communication gyratethe commencement
of my career focused on engaging the different stakelwidé¢he business. Building
relationship with the practitioners is a priority to ¢eea sense of belonging and
association with Deloitte. This is to address a SW@dlysis finding that staff did
not understand the direction of the business and manageagenda. This is
therefore aimed at addressing the risk as highlighted bgtAll (2012).

Wikipedia (2012) defines “communication” as an activity oiheying
information. This word is derived from the Latin wordotmmunis”, meaning to
share. Communication is between parties, a sender anecaver. Effective
communication requires sending the contents with thgecbve, and receipt of the
message to be accurate and timely. Communication algaires that the
communicating parties share an area of communicativenmomality. The
communication process is complete once the receivdgratands and comprehends
the message of the sender. Therefore, feedbackicalto effective communication
between parties.

4.6.1 Communication channels

| wanted to ensure that my messages are disseminateg community of
practitioners who are located in various locationse#figiently and timely as
possible. The choice of communication channels is inapbrtAs postulated by
Carnegie (2009, p. 19), “Communication has always taken nfiarms” and
therefore is a multi-channeled, ranging from individualurseling, email
communication and gatherings at “town halls” (mass camoation). This “diary”
is a collection of key written communication messames the past two years.

4.6.2 Communication messages analysis

Analysis of these communication messages indicatestegtion to improve
communication with the organisation. The analysis atvehat the mixture of
message categories is aimed at different objectives. alffady/sis also covers the
reach of the communication to the different stakehoddenmunities and the timing
of the communication to achieve its intended impact.
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4.6.3 Communication categories and contents

The different categories included news and informats@asonal greetings,
messages to congratulate teams or individuals on good amtk management
directions. In 2010, the business was at the beginning oé@onstruction phase as
part of the transformation journey. The messages wereefbre, biased towards
communicating management directions and information att@ubusiness. There
were many messages written to motivate staff espeasidign there were positive
behaviour or favourable outcomes. Carnegie (2009) callsstheere praise and
honest appreciation. There were some messages which abeut lessons and
learning.

As expected, communication which dealt with disciplinand corrective
matters were limited. Such matters were usually death whrough other
communication vehicles and seldom through mass commumicatio

Table 4-5 Type of messages

Year Praise and| Lessons and| Correction| Information| Directional
Motivational Learning and News
2010 1 2 6 5
2011 9 9 2 17 9
2012 1 2 4 5
11 13 2 27 19

4.6.4 Communication and stakeholders (targeted audience)

The targeted audience of these messages was mairffy Bhés was
particularly so with the new leadership team and previaok of engagement
between management and staff. The messages wergatelpdonest, sincere and
repetitive, particularly on management directions. Wappropriate, examples were
cited in the newsletter (mainly information centrio)illustrate the type of culture
and desired behaviours to be developed in the business.

Leadership examples were highlighted and promoted so thatgianisation
could observe that leaders were willing to “walk the téladership by example).
One such example was the message on JP Morgan’s charity April 2012. The
communication between leaders was on business planningpanational matters.
Some of the communication was specifically on busingssegies, priorities and
operational disciplines. The more appropriate commupicatehicle for leaders
managing the business was generally through active pattarp discussions and
dialogues. As such, the leaders met frequently and théemrdéommunication
channel was utilized to confirm what had been agreed aodsdisd. The analysis
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showed that communication with the senior leademug increased in 2011 and
2012. The senior leaders are the key stakeholaempgwhich initiated the change in
leadership and requested the business to be traredo Engagement with this
stakeholder group had been via monthly managemeaetings where qualitative and
guantitative performance indicators were reportedd adiscussed. Written
communication engaging the broader stakeholder aamignof other senior leaders,
body of partners commenced in late 2011 and 20léhwhere was tangible result.
This added integrity on the communication.

Figure 4-8 Communication and stakeholder analysis

Year | Stakeholders | Targeted Audience

All

Ann New Dir Dir Dir Ann o New

2010 | Staff

Leaders { Plan M Plan |

All . o

Staff m-m- lmm:m
2011

Leaders [ Dir N Dir | =

L Plan | -

Shareholders

All [ New | Sea | Dir |

Staff
2012

Leaders | Plan |

[ Plan @ _Dir |

Shareholders g

I Planning Meetings

Aorointemonis BT Dircctional messages

Newsletter Seasonal Greeting

4.6.5 Communication and timing

My commencement date with the division was 1 Ju@&02 During the
months of April and May 2010, | assisted the prasiteadership team in the annual
planning cycle. It is evident that the communicatwas constant and appropriately
in the multiple categories for good reasons to eupe culture and direction which
the team was building.
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Table 4-6 Calendar of messages

Year Jan | Feb | Mar |[Apr | May |Jun |Jul Aug |Sep |Oct | Nov | Dec

2010

2011 =
g Sea | Sea | Dir ea
New Dir Plan

2012

| BT

Planning Meetings

Newsletter

Directional messages

[ Plan |
Announcements
[ New |
L Dir |
Seasonal Greeting

4.6.6 Communication and impact

It may come across that the planning of the compatitin was too vigorous,
scripted and sterile. This was not the case. Amtegeople survey which covered the
guestion on communication indicated that the osgtiion was better informed and
that sense of connection and belonging was reiathrdargely through this
communication effort. The analysis below addred$es various communication
disciplines:

1. Why — The business went through a period of turnetiinge of leadership
and communication vacuum. The instability, lackndégrity and trust
between the management and staff was significant

2. How — Communication was multi-channeled. This clediof written
communication helped to engage the staff and Isattaely and broadly
across locations

3. What — Messages were written with specific objexgiin mind. Some were
news and information. Others spelt out the agendadaections of the
business. Messages meant to motivate were sirfganest and praise
centric

4. Who — Targeted at staff and leaders. Communicaticenior leaders, like
partners were scheduled later in the timeline wthene was more integrity
with this stakeholder community through improvedibass performance.
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5. When — There was active engagement since the beginnihg of
transformation journey. Communication was also througtieuyear. The
design of this communication strategy leveraged seasgrastivity and
business events of the annual calendar to integrate geessatents
enhancing relevance and balance.

These messages were by themselves, a reinforcemenbthatunication was a
key tool in getting the organisation to first understandstihategy, believe in them
and encourage them to work on the strategy. This vehitpeedhén achieving the
goal of gaining acceptance of the strategy.
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CHAPTER 5 CONCLUSION

This professional doctorate study (DPST), as definedeabé¢linning of this
thesis is focused on the acquisition of deep learning eawbrkplace across the
different career phases. Starting from the reflectimin learning from past
professional experiences, the study moves on to d¢uwerk-based learning in
which, | have chosen strategic planning as the reseapt &and ends with my
reflections on the overall doctorate learning experie®@esides deep personal
learning, another DPST obijective is that the outcomeldhmanefit the workplace as
well.

The term “strategy” as defined by Mintzberg (1978) and suppdrgeather
writers such as Drucker et al. (2008) and Sutherland ef2@D4) is about a
deliberate conscious set of guidelines that determinesiaesisnto the future.
Lynch’s (2003) definition of strategy formulation and Rurse{tt980) explanation
of strategy evaluation were the starting point of thisdg As described in the
introduction of this thesis, the study topic of stratsggontextualised to competitive
business strategy at Deloitte’'s RCD which is at the SB&&l in the strategy
hierarchy. This study has successfully triangulated académeory on strategy
formulation (based on Porter's 2004 work) and evaluatibningplementation
effectiveness (based on Johnson et al. 2008 model) with acactice as evidenced
through the two work-based projects. This is furthercelatied in the next section.

5.1 Work-based learning at the highest order and continuingeflective
practice

The essence of this work-based learning is premised offirdiséixperiential
learning through reflective practice, and supported by evidewleried during the
projects. Reflective practice such as reflection-ineactis carried out real time
during the main project implementation work whereas c¢gfla-on-action is more at
work at the learning portfolio module when learning from ppsebfessional
experiences was reflected and distilled. The assodedening is further captured in
the three spheres of academic, professional and work &dgel

5.1.1 Evidenced-based learning

In evidenced-based learning, the implementation of th&-wased projects
provides the learning environments for me to link and validaideanic foundations
(theory) and work knowledge through practice. There are &@mages of working
papers and reports accumulated as “evidence” and supportianéterthis final
thesis. These are a combination of the final delivesalmethe various DPST
modules, working papers, interim and progress reports en ptiojects. The
discipline of linking theory and practice is stronglyeassd in the final reports of the
various DPST modules such as the learning portfolio, learnizag gnd the two
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work-based project reports. The working papers comprisgagement reports on
findings and analysis, such as industry study, SWOT asaysl strategy plan. It is
inappropriate for these papers to reference theory and mzadbissertation in
professional and work environments. Review of these wgnsapers and even some
reports will quickly highlight another limitation in myeaker proficiency of the
English language because English is not my primary layegyuehe constant practice
of editing and writing these module reports is trainingmglish writing itself. 1 can
attest to the improvement of my writing ability ovené.

The study on strategic planning from formulation to impdatation
evaluation has reached new heights with new knowledgeilmatetdl through this
study. The academic foundations (theory) have indeed bedateal through
professional and tested work knowledge. In strategy fatiom, the enhanced four
step strategy formulation process is validated. A magetifically developed for
this study is the ISAF model which is used in Step 2 ofSfiB in determining the
baseline assessment of the business. Application oérfogeneric strategy model
has reinforced the need to complement the current ganedel with new strategy
models and concepts in today’'s design and formulatiocoofpetitive strategy. In
strategy and implementation evaluation, new academicwledge is in the
development of the four stage SIEE framework and itdehdtrategic planning is
an important management process, particularly as wmrganies restructure and
transform their businesses to remain innovative andpettive. This newly
validated knowledge helps management to perform and discheaigdundamental
obligations more professionally and with greater capgbilit

5.1.2 Reflective practice

The habitual practice of processing happenings, events, oesc@nd
feedback in a reflective cycle to analyse and reaserabove beyond what he sees,
read and hear is increasing. This is similar to Gibbs moéflekflection which
involves the six components of description, feelingsluat®n, analysis, conclusion
and action plan (Gibbs G. , 1988). This heightened awas@iassing reflection and
increasingly becoming my routine is like a reflectivecpitner who lives reflection
as a way of being, according to Johns (2009). This concentrat practice in the
last three years due to this thesis work has improvednetacognitive abilities.
Metacognition refers to a level of thinking that involvastive control over the
process of thinking that is used in learning situations. Tdve icognitive” refers to
thought patterns (Morrison & Conaway, 2007). | have le@rrgieve the data that |
am taking in every conscious moment. Some is just r@mdds ignored, while some
is of value, and hence is accepted. | am certainly mwmmecious of what | know and
try hard to discover what | do not, a reference to “blingdtsor Johari’'s window
which is also sometimes labelled as unconscious ipetence is the four stages of
competence. The ability to accept criticisms from confieanor well-meaning
associates is a mitigation of this negative traieft unchecked. For example, my
highly competitive nature, which is a positive trait innterof his tenacity and
passion, is also a blind spot in being overly competitivees by some internal
stakeholders. My ability to accept defeats is not asefmbmwardly although | am
consciously learning the art of maintaining composure lircidumstances. The
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limitation of reflection as written in Schon’s (1983pk is that the practitioners’
knowing-in-practice mechanism is self-preserving and widolpee immune to the
reflected outcomes because the practitioner missesatmeusion of the reflected
analysis. | am mindful to avoid this happening in my rakstiate.

5.2 The experience of undertaking work-based doctoral study

As expected, the journey has its moments of ups and ddwkes. (2004)
commented on pressures faced by managers “wearing two &gisfase to describe
juggling between delivering short term immediate resultssuge longer term
business sustainability. Embarking on this journey meamsimgemore “hats”. This
additional study program together with the “double hat” sym#rcsignificantly
compounded my activities and workload. There were otherssaitd the study
program. While the basic structure is well explained in ¢hedidates guide,
expectations on the deliverables of the various moduleaineunclear, even with
the cited examples. Being a remote student, further aduslination complexity
between USQ and EASB in Singapore. It did settle down ridsvine later part of
this journey.

5.2.1 Meaningful self-reflection from past professional expence

My continuous learning and strive for personal transfooonain the past
three decades has enabled me to take advantage of soereoggrertunities along
the way, progressing to what it is today, which is tMDRresponsible for managing
a multi-million dollar business. The lessons acquite@ugh formal and informal
education (school of hard knocks), quick recovery from paistakes are some
examples of mpuccess factors. The combination of which has assisyguersonal
transformation and growth.

In my reflection and being in a state of mindfulnesbkave also identified
that my own set of prejudices may have compromised s@amger opportunities. |
recognise that prejudice is not a good character atriéonodl having an open mind is
probably more advantageous. In today’s work climate whes@ichination of any
kind is less tolerated, dealing and managing one’s prejudicasgood discipline.
Investing time and effort to develop meaningful relationslgpalso an important
attribute in one’s work life and more could have beenedon my part. Finally,
while | have probably completed more studies than moss pebarking on serious
post tertiary education, earlier than later should basidered. Acting on this
hindsight wisdom is never too late.
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5.2.2 The power of structured work-based learning in th@resent

Actively addressing and collaborating with other work eadlues to address
this live work problem which is research-in-action whilersuing my academic
pursuit ambitions, makes this journey more contextuadllp end relevant. This is
applied learning where it matters, and not just some thealretodel in a laboratory
or some samples in an experiment. The power of acdsmparch is once again
demonstrated in this study.

Since this is an academic pursuit, researching literaguagyiven. Reviewing
hundreds of articles, reading countless books on strabegyagement, distilling the
learning and academic writing are part of my personal kedyd and capability
development. Tapping into the wisdom of research, thecswm and referencing of
proven models and methodology either helps to enhanamdbels in development
or provide alternative insights on how to address thelg@mabThis increases the
depth and breadth of my capabilities in addressing the edlys&volving work
issues and in so doing, increases my integrity and soumdmesa seasoned
professional. This is a title | have earned from myOC&hd colleagues in turning
this business around in such a short time.

My diagnosis and discussions on strategic planning areasmgly deeper
and more insightful while maintaining pragmatism and peatty from the actual
work knowledge gained from the ground. This wholesome developmvill not
have happened without this course of study, especially @natka of reflective
learning and the need to read and research strategic planowvey'€(2004) notion
of “iron sharpening the iron” proves true where infortealrning and trusted advice
from my select group of confidantes were very usefulwhwas deciding on the
course of action to deal with a serious leadership idsweas a stressful period of
time. Solving this real and complex problem in a real bgsire®ntext makes this
work-based learning incredibly satisfying and rewarding. Tdasning does come at
a personal price of sacrifice, focus and strict disogli

5.2.3 The spiral effect of Interlocking development as a vafe

Knowledge is progressive and so is capability. New knowledgd
capability constantly builds upon past learning and existingdations and this is
how society progresses. This interlocking developmenpast learning, coupled
with current knowledge and the compounding spiral effeadsle® a nonlinear
creation of a new and more informed future. This is ofkescribed as “one plus one
is greater than two” which is a metaphoric expressiorsyofergy and leverage
derived through the principle of the whole being more tharsum of its parts.

The DPST uniqueness and differentiation is in its integrand interlocking
development of past and current learning in all threersphef professional, work
and academic knowledge. | referred to continuous learningrasefdzeing a student
for life in my opening paragraph of this thesis. Feedbackypincreasing ability to
critically analyse, appraise and provide tempered guidan@sadve complex issues
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is further evidence of my continuing professional and ek growth in this

learning journey. Veteran Hong Kong actor Wu Fung, who i8isn80s and was
recently bestowed a honorary Professional Spiritakivat The StarHub TVB
Awards 2012, said in his acceptance speech that “Professionial about being

serious, focused and diligent, but most importantly, onstralways be wanting to
learn” (Yip, 2012). Wu's comment on “wanting to learn” evidence of his

dedication and professionalism in terms of his enduringréem this competitive

industry for over 50 years. Likewise, this integrated learmnagjl three knowledge
spheres has enabled me to be more prepared for my futuravendsg leveraging
my past and present, be it professionally and persontlly.also clear that being
professional, is a personal choice and does requirglitiggifocus and commitment.
| have certainly invested my time, effort and commitmerthis journey.

5.3 Benefits for the student

The Australian Qualifications Framework specifies tpatduates of doctoral
degree are able to demonstrate systematic and critidarstanding of a complex
field of learning and specialised research skills for adgancement of learning
and/or for professional practice (AQF, July 2011). It Hart lists the skills of
graduates as being able to:

engage in critical reflection

synthesis and evaluation

develop, adapt and implement research methodologiesendeat
redefine existing knowledge or professional practice

4. disseminate and promote new insights to peers and cotymuni
5. generate original knowledge and make a substantial combribiat a
discipline or area of professional practice.

wnN P

5.3.1 Advancement in personal critical reflection, synthés and evaluation

Reflective practice is very much a lived reality. Thecigbline of adopting
the action research process of plan, act, observeefledt or its equivalent in plan-
do-check-act in project management methodology hasexhamg to systematically
approach any complex problem or issue be it personal fesgional. The years of
training in this study program has sharpened my synthedigwaluative abilities.
My ability to constantly summarise, distill and indun@®rmation to the core issues
and evaluate the relative materiality, timeliness ami@vance when addressing
issues or evaluating options has also been heightenesle Ene important life skills.
These skills are demonstrated through the actions invaheus study modules,
projects design and implementation and application efattion research method.
The evidence is in the documentation, artefacts andbjestive outcomes resulting
from the actions deployed.
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5.3.2 Advancement as a researcher

The project management method of plan-do-check-actsisnple method
which propagates planning as a forefront activity and them@auwi close the loop
through checking and then reassessing the actions witinténion to refine the
actions in the next cycle. The six principles (setth6.6.3) of action process
working in concert with the four phase action reseangtlecbring into it, the
attributes of collaboration reflexive critique and hencegre depth into the
systematic enquiry of addressing the problem. In additien]inkage of practice to
theory and vice-versa triangulates the three spherésmafledge leading to new
knowledge being birthed or current knowledge being critiqued.

5.3.2 Advancement as a mentor or “master”

Through the project implementation process, the projeeim as co-
researchers and collaborators both learnt from thelafmwent and application of
the tools and frameworks. Knowledge is disseminated awdingghts such as the
ISAF framework and SIEE model have been promoted to p@ershe community.
Appendix 4 provides more evidence. Manager A describes har grawth and
learning as a result of applying the tools. Manager Bateftbon the use of the tools
and recommended enhancements to the process.

5.3.3 Advancement and of learning with contributions for proéssional practice

The element of “learning by doing” in action research isudeented in the
contribution of original knowledge in the context of &ler body of knowledge of
strategic planning. This new or extended knowledge though a woekased
pedagogy where the theory informs practice and whereigeaetfines theory has
helped to advance professionalism in the disciplineusiness management. This is
done via the study of the strategic planning process. Thisilmation of integrated
working and academic knowledge from this action workplacedassearch is first
distilled from the individual projects (Section 4.2 and 4B) then synthesised into
a coherent contribution of knowledge (section 4.4 and ehdpt Figure 4-7 is a
graphical illustration of the above framework. This knalgle is set in the context of
the wider body of knowledge, with its distinctive focos competitive business
strategies and evaluation (strategic planning) and sub-liespof management of
change and leadership. The scope is in the professienates industry and the
deployed research method is that of action reseappinppriate for workplace based
learning as documented in Section 1.6.6. This is the sumofidhg contribution of
original knowledge to professional practice.
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5.3.4 Right mindset for continuous learning and professional igitiey enhanced

An intangible reward is the personal growth and developrmaich has
taken place at the same time. This journey can be @ohjdyone approaches it
correctly with the right mindset. | have found thavihg the right mindset helps
with sustainability of this “marathon”. | have certlgi enjoyed it. This journey itself
must be a collaborative effort between many stakeh®loheduding the school, its
administration staff, immediate and secondary supesjidamily, colleagues and
personal attributes of dedication, focus supported by bawad#snternet.

The business outcomes are just as significant as th@ngaThe business
has returned to profitability. The foundation of this bussns much stronger and it
has grown by 35% over two years. Profitability is nowro20% in line with internal
professional services business benchmark. Business progutiag improved by
more than 43% in revenue generation per practitionelisafton, which is another
productivity measure has improved by 13.2%. Market rate reedveer hour has
improved by 11%. This is very important to me from the it that | am able to
deliver what is requested by management to build a sustaipabfitable and
growing business. My professional integrity is reinfakce

5.4 Benefits for other stakeholder communities

The business division is now armed with its five ydeategy plan and there
are early signs of success as the implementatiorhefagreed set of strategy
becomes more embedded in the business. The businessviaggad the right rate
and is profitable as evidenced in the results. The ler&dve directly and indirectly
impacted many external and internal stakeholder groups.

The external stakeholder communities include stratedianaeé partners,
Deloitte alumni practitioners (ex-staff), competitopsospects and customers. The
management team is more focused as a result of implengehe recommended
strategy and as a result, external parties such dsgtralliance partners working
with Deloitte’s practitioners feel that the divisio:i more focused and positively
contributing in its partnership programs. Deloitte RChg8pore was awarded
partner of the year by both Computer Associates and @gn&orporation in 2012.
See Appendix 13. The marketing and branding campaigns catriesk gart of the
business development and eminence strategy is achievimgemsled impact in the
marketplace. This is evidenced by increased sales actiasesell as a larger and
deeper client footprint. At alumni gatheringx-Deloitte staff share the observations
that they are seeing a higher profile of Deloitte’s R&fiivities. Competitors also
acknowledge that Deloitte’s risk services is becomingmiftable competitor.

There are many internal stakeholder communities. Amdwmgntare the
Board of Directors, senior management committee, peemngvagroup, RCD
management team and the 330 practitioners of RCD acieas The Board of
Directors is pleased that the RCD has a longer strategy to pursue its business
vision and has addressed the immediate issues in th@ebssi The senior
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management team is also satisfied that the “firethatburning platform has been
controlled and has delivered significant improvementgsirfimancial performance.
More importantly, my management team and | have addressethree strategic
management questions of business sustainability and a s#tatégy to pursue
growth and profitability. “Sustainability” is becoming ieasingly important as
regulators, academicians, analysts and the market amorogng the need for
organisations to implement sustainable strategies. A siythe role of
management control systems in implementing sustairstdéegies concluded that
formal (formalised set of objectives and measures andnpeshce measurement
systems) and informal (corporate culture, sense of shipeleadership commitment)
elements are both necessary to integrate sustainabhilttyei organisational way of
thinking and operations (Riccaboni & Leone, 2010).

While there has been good performance in the last gaosy the effort in
building this business is far from over. Hence | anfi storking diligently in
implementing the control systems as well as trainind apgrading the skills,
capability and mindset of my immediate management teaem dkiough this
organisation is a lot stronger today as a result afoageér governance model, led by
a stronger and more able management team. The martle avorkplace is also
improving as documented earlier. Deloitte RCD’s entrythie Life Sciences and
Healthcare section for the prestigious Deloitte Glidkr@een Dot Award in 2012 was
also awarded top prize for its branding eminence. Seendippd 3. At the recent
inter-department games in Deloitte Singapore, RCD canse¢ond place attesting
to the increasing cohesiveness of the team and thereuwf high performance
inculcated by the management team. See Appendix 14.

The team of professionals working together with meehbecome more
skilled in strategy formulation and evaluation of th@lementation. This team is
also becoming better business managers as they focumiiloing the business
together. The past schisms and infighting were also a&dress the process.
Appendix 4 provides the evidence of the testimonials otthmanagers involved in
the implementation of the workplace projects. The impéthis collaborative action
research with my co-researchers is documented insé¢kadon titled “Project 1—
Summary “ (Section3.2.6). The development of the &jsaformulation process,
implementation evaluation framework, enhancement atelPs generic strategy
model and the development of the SIEE model to evalsategy are also
beneficial to the business in that managers and poaetis have access to new
methodology and tools to assist them in their work tasleager B in his journal
entry, encourages the cycle of evaluating the effentise of strategic initiatives
implementations be conducted regularly using the developesl 4ndl frameworks
(see Appendix 4). Not everyone embraces change unifamhgflected in section
3.2.6. Management of change is personal and subjectiyerathe principles of
plural structure and dialectic critique. Hence, as indase of Manager C, who is
silent on the new knowledge on tools and frameworks, thilteasame time, he still
acknowledges in his reflection that improving communicat#oa key lesson in the
evaluation of strategy implementation (see Appendix £edback of Manager C).
Managers D and E testified in their own journals ofrtheofessional advancement.

Another attribute of action research which separaté®im other types of
research is that its primary focus is to turn people iesearchers. People learn by
doing and when they have learned, they can then do it éheess This social
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dimension of action research is achieved in the commohco-researchers (project
team members) at various skill levels depending on thate of learning and
advancement.

5.5 Concluding remarks

While the essence of this work-based learning study isdgiraddressed
above, the depth and breadth of study dimensions on skaroh topic of strategic
planning is designed to meet the criteria of higher orféiéhioking and originality,
commensurate of a doctorate.

5.5.1 Originality of work

| have faithfully carried out all aspects of this OPStudy including
researching, writing and editing all deliverables and repbem involved from the
reflections on past learning experiences in the portftdiaesigning of the learning
plan, right through to authoring this learning summarysff)eand everything in
between.

All work is original and attributable to me other thaferenced materials
which are properly sourced and acknowledged. The Americarch&egical
Association (APA) style of referencing and formattisgadopted.

5.5.2 Principles of situated cognition

The experience of doctorateness involves the transftiom “supervisor
manipulated” strategies to “learner generated” strategjies.choice of work-based
projects on strategic planning is evidence of this leageeerated orientation. The
principles of situated cognition in doctoral learning arenemnality, situatedness,
interdependency and infrastructure (USQ, 2009).

5.5.2.1 Commonality

The concept of “communities of practice” (COP) is gaingrgund at the
work place. This concept is to bring groups of people together share common
interests, objectives or like-minded in terms of agemtlang and Chen (2001) was
cited in the USQ Candidates guide that it is importanhdve a valid reason for
participants to work together in a way that makes sensigetn. To this respect, the
various stakeholder groups of senior management, peers aholyees are aligned
and focused on addressing a serious burning platform. This @oityntould not
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have been more united. This rationale of coming togethaurrent, contextual and
right at the heart of everyone’s interests. Thereoisimon agenda. This, in itself,
have avoided many people related issues which otherwise harze surfaced,
specifically with communities whose agendas are diverse

In the case of this study, the community has learneeflect together, which
is very effective besides personal reflection. Mintgbeited McCall (1988) in that
all reflection is ultimately personal but managers nhesin to reflect personally by
reflecting collectively too (Mintzberg, 2005). There wenendireds of meetings,
conference calls, formal and informal gatherings whayeteams and | had spent
time reflecting on past management actions, their owtsp lessons and what could
been done better or differently. This act itself help®anding this community of
practice and building the team spirit.

5.5.2.2 Situatedness

It is useful to define what “situatedness” means. Hungl é2@01, p.7)
defines it as “learning embedded in rich situations and scometructive acts where
meaning can be made sense in the contexts of appliaatiose, learners pick up
both implicit and explicit knowledge”. Reflective praeiis at the heart of this
“situatedness”. As described previously, both reflectieadtion and spontaneous
reactions take place in a real time setting in theeptsj It is common that daily
interactions are a combination of “thinking on the feeffjontaneous reaction
through “gut feel” and thought through responses. As | hasenaulated 30 years of
work and management experience, | rely on the schdwmrmaf knocks in a lot of my
managerial activities. The “reflection-on-action” applied extensively during the
learning portfolio where the reflection goes back in spaae time to think about
lessons and ponder on whether outcomes would have hidererd if different
actions were taken at that time. This reflection efghst and drawing lessons drawn
from that experience is really “reflection-on-actionMintzberg (2005) quoted
McCall's encouragement to managers to reflect pergoaatl collectively as a habit.

| have chosen an elaborate communication strategyvesy to connect with
my organisation over a diverse geographic scope as evidandadefact Five. |
constantly resorted to metaphors to better communicatedssages. For example, |
used the JP Morgan’s charity run message to illustratgaihe on pacing one’s
career. Some of my other messages are synchroniséd sedsonal greeting
messages to drive home a management viewpoint. Théssispontaneity in this
“reflection-on-action” approach but this gives timeréflect on the next course of
action to achieve a smoother flow with reflected intd@ihiis consistent practice over
a three and a half year period is sufficient time aractpre for a lot of these
concepts to be now lived as part of my lifestyle.
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5.5.2.3 Interdependency

Deloitte’s publication of the “As One” research is abthe organisational
behaviour archetype where the central theme is aboatssfal collective power
(Baghai & Quigley, 2011). In my implementation of high fpemance culture, |
have constantly taught the organisation on teaming andsinef archetypes learnt
from this home grown research. | have adopted the éaand Soldiers” archetype
as | wanted my team in the different geographies taieffcy deploy his strategic
initiatives. This archetype places high premium oncefficy in carrying out
instructions. This worked well in 2011 when the business needguficant
directions and instructions. As the business settles thtonew structure and as
stability returns, the second organisational archetyp&Auothitect and Builders”
becomes more appropriate. This is because the organis&tais to drive towards
the clear vision (architect) and local expertise (budilés needed to continue to
execute the strategy plan across borders. Appendix IPesteact of the description
of the two archetypes from internal communication decks.

The implementation of business governance on managemesmbnsibility
and accountability is about making sure that the team staahels that there is
individual accountability within team accountability. Eamfe is interdependent of
the other and the collective whole matters thoughviddal accountability is still
not absconded.

5.5.2.4 Infrastructure

Hung et al (2001) further lists three tenets of rules andcqsses,
accountability mechanisms and facilitating structures imfrastructure. The
implementation of the operational excellence strategyabout improving the
business infrastructure, improving operational processes arteasing
accountability within the organisation. The operationgtegy include initiatives
like talent strategy, training programs, high performanaense structure, nine KPI
scorecard, annual high performance awards, performaregsumement system,
senior promotion interviews and vigorous quality procesBks.recent employee
survey conducted across the Deloitte SEA network atettte of 2011 lists team
morale and engagement as having improved over prior yEaissis testimonial of
the effort invested in building a more collaborative adtesive RCD.
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5.5.3 Closing thoughts

These four principles of situated cognition as requireth@efDPST are well
covered in my “learner generated” study. The learning ispcelnensive and of the
highest possible order.

Returning to the Victoria Institution’s school motto ofe&Bret Wiser”,
where | was educated, the motto that has always repeesthe students, since the
day it was established in 1893. It is derived from the plpVigive instruction to a
wise man and he will be yet wiser”. It is my wishtthay community and I, will be
yet wiser through the “instructions” learnt in this study

This concludes this thesis, which is also the learningvsanynof the DPST.

140



Bibliography

Ali, M., & Angelica, C. (2010). Linking Market Orientation to Strategy Through Segmentation
Complexity. Journal of Business & Economics Research, Sep Vol. 8 Issue 9, 79-91,
13p.

Ali, M., & Hadi, A. (2012). Surveying and Identifying the Factors Affecting Successful
Implementation of Business Strategies in Companies of Fars Province Industrial

Towns. International Journal of Business and Social Science Vol. 3 No. 1, January,
265-272.

Andrews, R., Boyne, G. A., Law, J., & Walker, R. M. (2011, July 22). Strategy Implementation
and Public Service Performance. Retrieved March 21, 2012, from Administration &
Society: http://aas.sagepub.com/content/43/6/643

AQF. (July 2011). Australian Qualifications Framework.

Aquilar, O. (2008). Three steps to sustainable and scalable change. New York: Deloitte
Consulting LLP.

Arnold, F. (2012). What makes great leaders great. USA: McGraw-Hill.

Aspara, J., Hietanen, J., & Tikkanen, H. (2010). Business Model Innovations vs Replication
Financial Performance Implications of Strategic Emphasis. Journal of Strategic
Marketing, Vol. 18, Issue 1, February, 39-56.

Baghai, M., & Quigley, J. (2011). As One. New York: Penguin Group.

Bang, V., & Joshi, S. (2010). Market Expansion Strategy- Performance Relationships. Journal
of Strategic Marketing Vol 18, Issue 1, 57-75.

Beahm, G. (2011). I, Steve: Steve Jobs in his own words. Richmond, Victoria: Hardie Grant
Books (Australia).

Bordean, O., Borza, A., & Maier, V. (2011). The Involvement of Boards in Strategy
Implementation. Review of International Comparative Management, Vol.12, Issue 5,
December, 986-992.

Bradt, G. B., Check, J. A., & Pedraza, J. E. (2009). The New Leader's 100-Day Action Plan.
New Jersey: John Wiley & Sons, Inc.

Brews, P. J., & Hunt, M. (1999). Learning to plan and planning to learn: resolving the
planning school/learning school debate. Strategic Management Journal Vol 20
No.10, 889-913.

Carnegie, D. (2009). Leadership Mastery. London: Simon & Schuster UK Ltd.

141



Castro, C. E., & Desender, K. A. (2010). Analysing Porter's Ideas: Horizontal Differentiation
and Product Innovation. The IUP Journal of Knowledge Management Vol VIlII, No. 3,
24-38.

Champy, J. (2008). Outsmart. New Jersey: FT press.

Chimhanzi, J., & Morgan, R. E. (2005). Explanations from the marketing/human resources
dyad for marketing strategy implementation effectiveness in service firms. Journals
of Business Research, Vol58, Issue 6 June 2005, 787-796.

Cirvevskis, A., Homenko, L. G., & Lacinova, V. (2010). New Approaches in Measuring and
Assessing Viability of Blue Ocean Strategy in B2B Sector . Journal of Business
Management No. 3.

Cooper, D. R., & Schindler, P. S. (2003). Business Research Methods. New York: McGraw-
Hill/Irwin.

Cooper, K. H., Tyler, C., & Proctor, W. (2008). Strart Strong, Finish Strong: Prescriptions for a
lifetime of Great Health. London: Penguin Books Ltd.

Covey, R. S. (2004). The 7 Habits of Highly Effective people. New York: Free Press .
David, F. (1989). Strategic Management. Columbus: Merrill Publishing Company.

David, F. R. (2005). Strategic Management: Concepts and Cases 10th edition . New Jersey:
Pearson Education International .

Davidson, A., & Bolmeijer, M. (2009). 1000 CEOs . London: Dorling Kindersley Limited.
Deloitte. (2012 January 24). Directors' Alert: The Top Issues for 2012. The Nation, p.14A.

Dess, G. G., & Robinson, R. B. (1984). Measuring Organisational performance in the
absence of objective measures: the case of the privately held firm and
conglomerate business unit. Strategic Management Journal, Vol 5 No. 3, 265-273.

Drucker, P. F. (1973). Management, Tasks, Responsibilities, Practices . New York:
HarperCollins.

Drucker, P. F., & Maciariello, J. A. (2008). Management (Revised Edition). New York:
HarperCollins Publishers.

Epping, R. C. (2009). The 21st Century Economy. New York: Vintage Books, a division of
Random House, Inc.

Erickson, T. J. (2008). Retire Retirement. Massachusetts: Harvard Business School Publishing.
Fisher, R., & Ury, W. (1992). Getting to Yes. Sydney: Random Century Australia Pty Ltd.

Friedman, T. L. (2006). The World is Flat. London: Penquin Books.

142



Funston, F., & Wagner, S. (2010). Surviving and Thriving in Uncertainty: Creating the Risk
Intelligent Enterprise. New Jersey: John Wiley & Sons.

Furlow, L. (2000). Job Profiling: Building a winning Team using Behavioural Assessment.
Journal of Nursing Administration Vol. 30 No. 3.

Gallo, C. (2010). The Innovation secrets of Steve Jobs. New York: McGraw-Hill.

Gibbs, G. (1988). Learning by doing: A guide to teaching and learning methods. Oxford:
Oxford Polytechnic.

Gibbs, R., & Humphries, A. (2009). Strategic Alliances and Marketing Partnerships:Gaining
Competitive Advantage through Collaboration and Partnering . Kogan.

Girotra, K., & Netessine, S. (May 2011). How to Build Risk into Your Business Model.
Harvard Business Review, 100-105.

Gittell, J. H. (2009). High Performance Healthcare. New York: McGraw-Hill.

Gonzalez-Benito, J., & Suarez-Gonzalez, I. (2010). A Study of the Role Played by
Manufacturing Strategic Objectives and Capabilities in Understanding the
Relationship between Porter's Generic Strategies and Business Performance. British
Journal of Management, Dec2010, Vol. 21 Issue 4, 1027-1043.

Gorman, T. (2007). Execution: Create the Vision, Implement the Plan, Get the Job Done.
Adams Media.

Guth, W. D., & MacMillan, I. C. (1986). Strategy Implementation Versus Middle
Management Self Interest. Strategic Management Journal, Vol 7, 313-327.

Hagel, J. I. (1994). Fallacies in organising for performance. San Jose: The McKinsey
Quarterly Number 2.

Hamel, G. (2007). The Future of Management. Massachusetts: Harvard Business School
Publishing .

Hammer, M., & Stanton, S. A. (1995). The Reengineering Revolution. New York:
HarperBusiness.

Handy, C. (1994). The Empty Raincoat: Making Sense of the Future. Sydney: Random House
Australia P/L.

Harper-Smith, P., & Derry, S. (2009). Fast Track to success: project management . Harlow:
Pearson Education Limited.

Hastings, S. (1996). A strategy evaluation model for management. Management Decision
Vol.34, Issue 1, 25-34.

Hax, A., & Wilde, D. (2001). The Delta Project: Discovering New Sources of Profitability in a
Networked Economy. New York: Palgrave.

143



Hesselbein, F., & Goldsmith, M. (2009). The Organisation of the Future. San Francisco:
Jossey-Bass.

Hitt, M. A., Bierman, L., Shimizu, K., & Kochhar, R. (2001). Direct and Moderating Effects of
Human Capital on Strategy and Performance in Professional Services Firms: A

Resource-Based Perspective. Academy of Management Journal, Vol.44, No. 1, 13-
28.

Homburg, C., Krohmer, H., & Workman, J. P. (1999). Strategic Consensus and performance;
the role of stategytype and market-related dynamism. Strategic Management
Journal Vol 20 No. 4, 339-357.

Honey, P., & Mumford, A. (1982). The Manual of Learning Styles. Maidenhead, UK: Peter
Honey Publications.

Hrebiniak, L. (2008). Making Strategy Work: Overcoming the Obstacles to Effective
Execution. Ivey Business Journal, Mar/Apr 2008, Vol 72 Issue 2, 1-6.

Hunger, J. D., & Wheelen, T. L. (1996). Essentials of Strategic Management. Reading:
Addison-Wesley.

Huy, Q. N. (2011). How Middle Managers' Group-Focus Emotions and Social Identities
influence Strategy Implementation . Strategic Management Journal 32, 1387-1410.

John, S. (2012). Implementing Sustainability Strategy: a Community Based Change
Approach. International Journal of Business Insights & Transformation, Special Issue
3, Vol 4, January, 16-20.

John, S. (January 2012). Implementing Sustainability Strategy: a Community Based Change
Approach. International Journal of Business Insights and Transformation, Special
Issue 3, Vol 4, 16-20.

Johns, C. (2009). Becoming a Reflective Practitioner. West Sussex, United Kingdom: Wiley-
Blackwell.

Johnson, G., Scholes, K., & Whittington, R. (2008). Exploring Corporate Strategy. Essex: FT
Prentice Hall (ISBN 978-0-273-71192-6) .

Kaplan, R. S., & Norton, D. P. (2004). Strategy Maps. Massachusetts: Harvard Business
School Publishing Corporation.

KeneXa. (2012). Deloitte People Survey (ERS). Singapore: KeneXa.

Kim, W. C., & Mauborgue, R. (2005). Blue Ocean Strategy. Massachusetts: Harvard Business
School Publishing Corporation.

Kolb, D. A. (1984). Experiential Learning: Experience as the source of learning and
development. Englewood Cliffs: NJ: Prentice-Hall.

144



Koo, C. M., Koh, C. E., & Nam, K. (2004). An Examination of Porter's Competitive Strategies
in Electronic Virtual Markets: A Comparison of Two On-line Business Models.
International Journal of Electronic Commerce / Fall Vol 9 No 1, 163-180.

Kotter, J. P., & Cohen, D. S. (2002). The Heart of Change: real life stories of how people
change. Boston: Harvard Business School Publishing.

Ku, S. C. (2002). Southeast Asia in the New Century: An Asian Perspective. Kaoshiung,
Taiwan: Center for Southeast Asian Studies, National Sun Yat-Sen University .

Lendel, V., & Varmus, M. (2011). Creation and Implementation of the Innovation Strategy in
the Enterprise. Economics and Management: 16, 819-825.

Lerro, A., lacobone, F. A., & Schiuma, G. (2012). Knowledge assets assessment strategies:
organisational value, approaches and evaluation architectures. Journal of
Knowledge Management, Vol. 16 Iss: 4, 563-575.

Lester, A. (2009). Growth Management, Two Hats are better than One . Hampshire:
Palgrave MacMillan.

Li, Y., Sun, G., & Eppler, M. J. (2008). Making Strategy Work: A Literature Review on the
Factors influencing Strategy Implementation. Institute for Corporation
Communications, ICA Working Paper, 2, 1-46.

Liker, J. K. (2004). The Toyota Way. New York: McGraw-Hill.

Limsamarnphun, N. (2012). Honeybees vs Locusts: Leadership under Mahidol Microscope.
The Nation, January 26, 14A.

Luscher, L. S., & Lewis, M. W. (2008). Organisational change and managerial sensemaking:
working through paradox. Academy of Management Journal Vol 51 No. 2, 221-240.

Lynch, R. (2006). Corporate Strategy. Essex, England: Pearson Education Limited.

McDermott, A., Coghlan, D., & Keating , M. A. (2008). Research for Action and Research in
Action: Processual and Action Research in Dialogue. Irish Journal of Management
Vol 29, Issue 1.

McKee, S. (2009). When Growth Stalls: How it happens, Why are you stuck, and what to do
about it . San Francisco: Jossey-Bass.

Miller, A., & Dess, G. G. (1993). Assessing Porter's (1980) Model in terms of its
Generalizability, Accuracy and Simplicity. Journal of Management Studies 30:4,
553-585.

Miller, P., & Lim, C. (2010). Doctoral Research in Management & Business in Singapore.
London: Modern Montessori International Limited.

Mintzberg, H. (1978). Patterns in Strategy Formation. Management Science Vol 24 No. 9,
May, 934-948.

145



Mintzberg, H. (1994). The Rise and Fall of Strategic Planning. New York: The Free Press.
Mintzberg, H. (2005). Managers not MBA. San Francisco: Berrett-Koehler Publishers, Inc .

Moon, J. (2008). A Handbook of Reflective and Experiential Learning: Theory and Practice .
New York: RoutledgeFalmer.

Moon, J. (2008). Reflection in Learning & Professional Development. New York:
RoutledgeFalmer.

Moon, J. A. (2006). Learning Journals. New York: Rooutledge.

Morrison, T., & Conaway, W. A. (2007). Kiss, Bow, or Shake Hands: Asia. Massachusetts:
F+W Publications Company.

Munroe, M. (2003). The Principles and Power of Vision. New Kensington: PA: Whitaker
House.

Nandakumar, M. K., Ghobodian, A., & O'Regan, N. (2011). Generic strategies and
performance - evidence from manufacturing firms . International Journal of
Productivity & Performance Management, Vol. 60 Issue 3, March, 222-251, 30p.

Nelson, A. E. (2001). The Power of a NEW Attitude. Grand Rapids, Ml: Revell, a division of
Baker Publishing Group.

Noble, C. H. (1999). The Eclectic Roots of Strategy Implementation Research. Journal of
Business Research, 45, 119-134.

O'Brien, R. (1998). An Overview of the Methodoological Approach of Action Research.
Theory and Practice of Action Research.

Ohmae, K. (1982). The Mind of the Strategist. New York: McGraw-Hill Inc.
Ohmae, K. (2000). The Invisible Continent. London: Nicholas Brealey Publishing.

Ou, W.-M., & Chai, K.-W. (2007). Use of Leadership and Differentiation Strategies by
Professional Service Firms: A Case Study. International Journal of Management, Vol.
24, No.3, September, 477-488.

Oxford University Press. (2009, 01 27). PESTEL analysis of the macro environment.
Payne, J. (2007). Integrated Management. Financial Management by Caspian Publishing, 37.

Pearce, J. I., Robbins, D. K., & Robinson, R. J. (1987). The impact of grand strategy and
planning formality on financial performance. Strategic Management Journal Vol 8,
125-134.

Porter, M. E. (2004). Competitive Strategy. New York: Free Press (First Free Press Export
Edition).

146



Porter, M. E. (2008). On Competition (Updated and Expanded Edition). Harvard Business
School Publishing Corporation.

Priem, R. L., Rasheed, A., & Kotulic, A. G. (1995). Rationality in strategic decision processes,
environmental dynamism, and firm performance. Journal of Management Vol 21
No. 5,913-929.

Reitman, A. (2007 March). Talent Retention - Career Planning & Talent Management.
Alexandria: VA:ASTD Press.

Riccaboni, A., & Leone, E. L. (2010). Implementing strategies through management control
systems: the case of sustainability. International Journal of Productivity and
Performance Management, Vol. 59 Iss:2, 130-144.

Roach, S. (2009). Stephen Roach on the next Asia: opportunities and challenges for a new
globalisation. New Jersey: John Wiley & Sons, Inc.

Ryans, A. B. (2009). Beating low cost competition. West Sussex, London: John Wiley & Sons
Ltd.

Schmidt, S. L., & Brauer, M. (2006). Strategic Governance: how to assess board
effectiveness in guiding strategy execution . Corporate Governance: An
International Review Vol14 Issue 1, 13-22, 10.

Schon, D. A. (1983). The Reflective Practitioner. USA: Basic Books, Inc.

Senge, P. (2006). The Fifth Discipline: The Art and Practice of the Learning Organisation. US:
Currency.

Skok, W., & Goldstein, B. (2007). Managing Organisational knowledge:developing a strategy
for a professional services company. Strategic Change 16: November, 327-339.

Snowdon, B., & Stonehouse, G. (2006). Competitiveness in a globalised world: Michael
Porter on the microeconomic foundations of the competitiveness of nations,
regions and firms. Journal of International Business Studies, 163-175.

Srivastava, V., & Singh, T. (2010). Value Creation through Relationship Closeness. Journal of
Strategic Marketing, Vol 18, Issue 1, February, 3-17.

Sutherland, J., & Canwell, D. (2004). Key Concepts in Strategic Management. New York:
Palgrave Macmillan.

Tague, N. R. (2004). The Quality Toolbox (2nd Edition). ASQ Quality Press.

Treacy, M., & Wiersema, F. (1995). The Discipline of Market Leaders. Reading MA: Addison-
Wesley.

Tripps, D. (2005). Action research : a methodological introduction. Retrieved 03 09, 2013,
from www.scielo.br/pdf/ep/v31n3/en_a09v31n3.pdf

147



Trivitayakhun, P. (2009, November 10). Extracting Excellence. Bangkok Post, p. E1.

Tseng, M.-L. (2010). Implementation and performance evaluation using the fuzzy network
balanced scorecard. Computers & Education 55, January, 188-201.

USQ. (2009). Doctor of Professional Studies Candidates Guide. Queensland: University of
South Queensland.

Wee, C. (2005). Sun Zi bing fa : selected insights and applications. Singapore: Prentice Hall.

Wiebes, E., Baaij, M., Keibek, B., & Witteveen, P. (2007). The Craft of Strategy Formation.
West Sussex: John Wiley & Sons Ltd.

Wong, S. M. (2012). A student for life. The Sunday Times (Special - Postgraduate Studies) - 8
January, p. 22.

Yinger, R., & Clark, M. (1985). Reflective Journal-writing as a learning tool. The Volta Review
87(5), 21-33.

Yip, W. (2012). Colourful Night with HK stars. The Strait Times Monday August 20, C2.

148



Appendix 1

Sunday Times interview on my pursuit of Professionaltbate
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Appendix 2 — Unofficial transcript of my DPST program

Table A2-1 Reproduction of my unofficial transcript of his DEST record

0061000875 Teow Hiong Yap 07/09/2012

Doctor of Professional Studies

Exemptions

COURSE DESCRIPTION TERM UNIT GRADE GP
WEBLB001 Workplace-based Learning Plan 51, 2010 1.0 E Exemption MNiA
WBLE0DZ Workplaca-based Complementary 51,2010 1.0 E Exemption /A
WBL8020 Workplace-based Proj (2 units) 51, 2010 2.0 E Exempticn NiA
WBLB030 Workplace-based Proj (3 units) 51,2010 3.0 E Exempticn MiA
COURSE DESCRIPTION TERM UNIT GRADE GP
WBLE00D Workplace-based Learning Portf 53, 2009 1.0 P Ungraded Pass 0.0
WBLS001 Workplace-base LearnPlan 1unit 81, 2010 1.0 P Ungraded Pass 0.0
WBLI002 Workplace-based Proj 2 (1unit) 52, 2010 1.0 F Ungraded Pass 0.0
WEBLS003 Workplace-based Proj 3 {(1unit) 52,2010 1.0 P Ungraded Pass 0.0
WBLI004 Workplace-based Proj 4 {1unit) 82,2010 1.0 P Ungraded Pass 0.0
WBLS005 Workplace-based Proj 5 (1unit) 82,2010 1.0 P Ungraded Pass 0.0
WBL3006 Workplace-based Proj 6 (1unit) 52,2010 1.0 P Ungraded Pass 0.0
WBLS007 Workplace-based Proj 7 (1unit) 52,2011 1.0 P Ungraded Pass 0.0
WBLS008 Workplace-based Proj 8 {Tunit) 52,2011 1.0 P Ungraded Pass 0.0
WBLS009 Warkplace-based Proj 8 (1unit) 52,201 1.0 P Incomplete In Progress 0.0
WBLI010 Workplace-based Proj 10 (Tunit 52,2011 1.0 P Incomplele In Progress 0.0
WBLI011 Workplace-based Proj 11 (1unit 82,2011 1.0 1P Incomplele In Progress 0.0
WBLE012 Workplace-based Proj 12 (1unit $2, 2011 1.0 P Incomnplete In Progress 0.0
WBLS013 Workplace-based Praj 13 (1unit s2, 201 1.0 P Incomplele In Progress 0.0
WBLS014 Workplace-based Proj 14 (Tunit 52,2011 1.0 1P Incomplele In Progress 0.0
WBL2015 Workplace-based Proj 15 (1unit 52, 2012 1.0 # Currently Enrolled 0.0
WBL9016 Workplace-based Praj 16 (1unit 52,2012 1.0 # Currently Enrolled 0.0

*** This is not an Official Academic Transcript of the University of Southern Queensland ™"
*** End of Unofficial Transcript ***

Source: Extract from my account at UConnect webBigQ), 2012
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Table A2-2 Composition of DPST course modules

Modules Code Units | Status Description
Learning WBL800C 1 Passe Learning Portfolic
Portfolio
Recognition for | WBL8001- 1 unit 7 Exemp
Prior Learning _
(RPL) WBL8002 — 1 unit
WBL8020 — 2 units
WBL8030 — 3 units
Learning Pla WBL9001 1 Passe Learning Plar
Project: WBL900z-900¢ 7 Passe Strategy
Management
Project 1: Strategy
formulation
WBL900¢-901¢« 6 Passe Project 2: Strateg
implementation
evaluation
Learning WBL901E£-901¢ 2 Submittec | The “thesis” of this
summary program
Total 24
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Table A2-3 Synopsis of submitted reports prior thesis

Module | Report Synopsit
Admin Unofficial Unofficial transcript of Janson’s (0061000875)
Transcript progress obtained from student records through
28 3 2012 UCONNECT
Learning| WBL80O0O0 Learn| Final Report submitted on 13 March 2010 on
Portfolio | Portfolio Janson | Janson’s Learning Portfolio (70 pages).
Yap 100313 _ _ )
It describes Janson’s learning portfolio, past and
present career history, learning and developments in
his professional, work and academic life. The use
Reflective learning is keenly explored.
RPL See Transcript fodetails on 7 units exempti
Learning| Learning Plan | Submitted Learning Plan of Janson for DPS dated 10
Plan JY 100510 v5 May 2010. A 53 page report outlining the doctora
learning plan and intended projects.
It presents the case on the 3 dimensional learning
(professional, work and academic) that can be
acquired at doctoral level through the proposed
projects because of their complexity, size and
interdependencies.
To Whom It A memorandum submitted on 18 April 2011
May concern- requesting change to proposed projects and proposed
change in units | units as per the learning plan. This is based on
110418 experience encountered while undertaking Projeg
— Part A. The rationale is presented in this paper.
CISA certificate | As part of continuous learning and exemplary
leadership demonstration, Janson undertook an
additional professional certification called CISA.
The examination was held in December 2010 wh¢
Janson was undertaking Project 1-Part A.
To pass this professional examination, he attended
several Saturday classes and was involved in months
of preparation.
Project 1| P1-PA 110629 | Project Plan of Project 1 — Part A submitted on 29

Plan v1

June 2011. This is 34 page plan and outlines the
business context, project objectives, scope, appr(
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and methodology, academic contributions and
expected learning

RCD Industry
Survey Report
Final 2011 05 04

Market survey of more than 60 internal (30%) ang
external (70%) respondents on the Risk consultin
industry. The survey is part of the application of tf
Strategy Formulation Process.

The insights and learning is part of assessing the
baseline situation of the business and provides
meaningful input into the development of the
strategies.

ne

5 Learning
Journals (May
2010 — Feb
2011)

4 Progressive
Updates (May

2 types of progress reports totalling 9 were writtef
capture the learning as well as documentation of
progress and status of the project.

The Learning Journals documented reflective
learning from the period’s activities while the
progress reports deals with activities, issues and

n to
the

Project 2

2010 — Feb outcomes in that period.

2011)
This good discipline of project management
governance was initiated by Dr. Lim. It became a
monthly practice where EASB (school), Advisor
(Dr. Lim) and Janson met to discuss the progress of
the project. Not only did it foster relationship
between the parties, it also kept the momentum of
the student’s progress in check as well as evidence
gathering. The chronological order of these reports
provides time stamped insights on experiential
learning throughout the project journey.

Final Report This is the final report (127 pages) of the project. |It
describes the outcomes of the project, learning and

P1-PA academic contributions.

110417 _(for

submission ) v2

SMJ Article JY | This article titled “Adapting Porter’s Strategy

Edited 210112 | Formulation Process and Generic Strategies Model

V2 in Today's Competitive Business Environment” is
published in the inaugural volume of Singapore
Management Journal Vol.1 No.1, 2012.

Pl1-PartB Project Plan of Project 1 — Part B is submitted on|30

110630 Final June 2011. This is 27 pages plan and outlines the
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Plan

business context, project objectives, scope, appr
and methodology, academic contributions and
expected learning

pach

Test analysis of
Developed SIEE

A test is applied to all strategic initiatives in 2010-
2011 as part of Project 1 - Part B using the

Model (not developed evaluation model. The test is complete
attached) and results are finalized.
5 P1-PB Five progress reports are submitted from July 2011
Progress Reportsto April 2012. It charts the learning and outcomes
(July 2011- April| covered in each period.
2012) . S :
This is the continuation of good project management
and governance initiated in Project 1-Part A.
The skills and experience gained in Project 1-Part A
has certainly helped in managing Part B. This frees
up time for Janson to focus on researching acadgmic
literature and managing both the business and prpject
activities simultaneously.
SMJ Article 2 This article is on the Strategy and Implementation
SIEE Yap and | Effectiveness Evaluation (SIEE) model as researched
Lim 280312 in the current project.
It is submitted for the next volume of Singapore
Management Journal (SMJ) and pending acceptance
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Appendix 3 — Chronology of employments

The table below describes my consulting and corporatersarereverse
chronological order. It is included for easy reference.

Table A3-1 Professional services career history

Date Company Highest Grade and Role and Results
mm/yy Reporting Relationship
01/99 — | Deloitte Consulting | Joined as Senior A transaction took place and
Present | SEA Manager. Promoted to | 80 practitioners from the Pw(
Partner in 2000. practice left and joined
Industry Leader for Deloitte consulting to start th
Energy and Resources | manufacturing industry
industry. Practice practice.
Leader of Life Sciences
and Healthcare in Asia Joined High Technology
Pacific industry practice. Developed
and increased client footprint
MD of Deloitte and subsequently started 2
Consulting Thailand industry segments businesse
Energy and Resources (E&R
Industry and Life Sciences
and Healthcare (LS&HC)
Increased annual revenue by
20% per annum
01/98 — | Coopers & Lybrand| Senior Manager. Senior Manager developing
01/99 Consulting (SEA) | Reported to Partner High Technology Industry

became
PricewaterhouseCo
opers (PwC) due to

merger

Practice focused on

Technology Service Line.

Focus is to acquire new
clients in this industry

segment. Acquired new

clients like HP, Agilent as key

clients generating multi-

million dollars in consulting

)

4]
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revenut

09/96 — | Arthur Andersen Joined as Senior Assisted Partner in the firm tp
01/98 Business Consulting Manager and promoted| develop a new service line
to Associate Director in| that is Technology

14 months Consulting. Generated
USD2.3mjob in Year 1

Table A3-2 Corporate career history

Date Company Highest Grade and Role and Management

Reporting Relationship | Objectives
mm/yy

01/91 — | Monier PGH and | Senior Manager (Top » Managed daily operations of

07/96 then CSR Ltd 100 Managers in CSR Information Technology

group). department of both the
bricks and tiles division

» Researched and developed
technology enablers to
provide company
competitive advantages in
terms of superior customer
service

* Participated in the company
Quality movement in the

days of Total Quality

Management
11/87 — | Estee Lauder IT Director. Reportedtg + Managed daily operations
01/91 | Australia Managing Director and functions of the

Information Technology
department and supported all
the systems for sales,
distribution, logistics,
finance and manufacturing
functions

 Implemented state of the ar

—

customer friendly systems g

cosmetic counters in
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department store

04/87 - | Polaroid Australi Analyst Programmer. | | was a programmer in the IT]|

10/87 Reported to IT Manager department

Migrated to Australi

01/83 — | Avon Cosmetic: Data Processing Supervised and managed a
01/87 Supervisor and reported team of twelve members in
to Finance Director the Information Technology

(IT) Department providing IT

support to business.
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Appendix 4 — Managers’ journals on their learning and personal

growth

Table A4-1 Summary of managers’ journals on their learning and prsonal

[}

growth

Name | Grade Location Initiative

A Manage Malaysie Design and implement new service

B Senior Singapor Evaluate effectiveness of the

Manager implementation of Shared Service Centr

initiative

C Partne Singapor Design and implement service line
portfolio

D Partne Philippine: | Country leader, responsible for the Risk
consulting business in Philippines

E Directcr Singapor Subject Matter Expert in Life Science &

Healthcare initiative
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Name : A

Role(s) in Department : Manager

Grade:_Manager Role in project: Contract Risk and Campé (SEA) Lead

Manager

Reflections on knowledge gained, personal growth and change

Objective:

To reflect on whether the professional“caanged” as a result of the

knowledge gained and has impacted personal growth

Subject Area: Strategy Formulation

Before:

Describe your understanding and knowledge of the subject areammpetency to carry
out an assignment

Business Strategy is an action plan to achieve a specd#longth mission and

vision defined. Details studies on the environment must berpeth in concluding

whether there is demand or opportunity in the market fobtmiess.

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedéssiteof engaging in
the development

Outcome:

It helps me to approach in a more structured way. Byeuisg the questions,
whether is the business sustainable and is it the right lticoesidered whether
is there a market demand for this business now, if not,dibele be a market
demand in future. Instead of just defining the action plail] tonsider
different strategic options and the outcome of all the pleseptions. After
considering all options, selection and fine-tuning is impotafore
recommending the strategy for top management approval.

If you are to undertake another assignment of Strategy Fatiowhow, how will you
approach it differently?

| will perform a more thorough analysis from both exédiamd internal view. In
looking at the macro, | will perform PESTEL or Poffige forces analysis and
followed by SWOT analysis. For internal capacity angadslity, | will consider
the leadership structure and skill and competency matrix.

Reflections

What are some of the limitations of the process, tooldramgeworks and how can they
be improved?

Strategy formulation and implementation are very complsigaments. Even
with a clear model as quideline, it requires detail undedstgrof the tools and
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frameworks in order to fully utilize it. Experience iflsissential in strategy
formulation and implementation.

Reflections on your personal growth in general

| find myself grow up tremendously in terms of technicahiyturity and
emotionally for the past months. | was being exposekgodgional
management meetings, local country management meetisigost refresh
meetings, and senior management conference which have agengdview
on how the management thinks, how the numbers (performarasireenent)
mean, how they were translated to opportunity, growtprorement required. |
started to see the practicality side of the tools anddweorks (e.qg. SWOT,
Porter Five Forces Analyses, and Balance Scorecdridhwused to study in
my University textbook. It has grown me from a manager weowes and
delivers jobs, to a manager to understand what a busindigsgeaow a
business should be monitored and managed, how differess ofgpersonality
impact on a business. People/resource management is a suhiiggcbne can
never master by studying, putting the right person to the taghtat the right
time is always the most challenging thing, but is a skilich | still trying to
learn as it is one of the main success factor toagesty and a business.
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Name : A

Role in project: Implementation Manager

Reflections on knowledge gained, personal growth and change

Objective:

To reflect on whether the professional“caanged” as a result of the

knowledge gained and has impacted personal growth

Subject Area: Strategy and Implementation effectiveness evation

Before:

Describe your understanding and knowledge of the subject areampetency to carry
out an assignment

Quantitative measurement will be my main focus for etpaimplementation
effectiveness evaluation. | will measure the effectivebassd on my actual
financial performance against the target or goal.

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedésisitaof engaging in
the development

Outcome:

| started to assess more than just financial pedoo® but from various
perspectives. For example, stakeholder’s reaction, the tamdrfuture market
trend, the business infrastructure. A gualitative measurementally

important as guantitative measurement. It provides th@labenpicture of
whether a strategy is effective. Changes of market tranalsenls may affect the
overall financial performance and the continuous assesshdrd 3 A's of
business infrastructure supports the strategy.

If you are to undertake another assignment of Strategy gldrmantation effectiveness
evaluation of your initiative, how will you approach it diffetlgf

| will setup a more reqular timeline to ensure continuexeduation, and |
believe data gathering (on gualitative measurement) is nfatrpeed only when
we are doing an evaluation but continuously. For instanm#inuous
observation, regular discussion and formal evaluaticstéikeholders will help
in better understanding of their view. Market trend changedlyaqli the time,
staying ahead of time may help us to make sure we car adjngededve
may want to change some of the initial direction or decia®we may have
known the market even better after being in the market.
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Reflections

What are some of the limitations of the process, tooldramageworks and how can they
be improved?

Although it has been clearly defined and with standardgaystem, it still
requires experience in data gathering and analysiscudarly in concluding
whether a strategy is effective. A more customized raystem can be
implemented for a business in the respective industry.

Reflections on your personal growth in general

Due to my assigned regional role, | dealt with people fddferent regions and
different countries. Communication may be simple wilh¢ommon language
but yet difficult when every individual comes from various baokgd, has
different agenda and objective. | find myself becomingemmature as | deal
with all sorts of people, as it requires strategid eeflective thinking, you may
not want to create enemies but yet it is not possiblestspleveryone. Being
calm and not take things emotionally is something | hage sg/self improves
a lot for the past months and | believe | am still improviow. | was once told
“a master is someone who simplifies complicated matté&rg, | believe one
must be calm and with clear mind in order to simplifyiclifit condition.
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Name : B
Role in project: Project Manager, Financial and Coahadgement

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy and Implementation effectiveness evation

Before:

Describe your understanding and knowledge of the subject areammpeétency to carry
out an assignment

Role is to support the risk function in project managenfierancial governance and
reporting at the Southeast Asia level. Msc (Mgt) BMP certified.

Previously used to be more focused in a few key finanwgtics. The typical hind side
is that numbers crunching tends to overlook the tgstirthe project relevance back to
the overall business strategy

Being part of the action research:

Being involved in the process of developing the process, amolsrameworks on the
subject area, describe whether and how you have “changedésisitaof engaging in
the development

The model is helpful in guiding the project team to asétafcritical questions when evaluating
our project. It serves to provide a holistic outconinetier the implementation is effective within
the organization and linking back to the overall busibgsctives.

It allows the testing of the various key criteria agpmsed in the model. By looking at the project
from various perspectives allow the team to assedgdisiility and manage risk more
effectively.

Is the strategy/project suitable and relevant to suppeibilkiness objective?

Are the internal and external environment supporting theimentation?

What are the appropriate measurements to evaluapetfiemance of the project?

What are the resource capabilities and budget needexefouitaon ?

The model also highlights the importance of change gemant whether there is leadership and
stakeholder buy-in to ensure long-term sustainabilithefproject.

Outcome:
If you are to undertake another assignment of Strategy gidrmantation effectiveness

evaluation of your initiative, how will you approach it diffetlgf

The SIEE reinforced my mindset titrateqy leads Implementation, and effective Execution
depends on whether we have a sound Strategy
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The need to continuously communicate with project spaarstistakeholders to review business
objectives, stakeholder acceptability and manage praogctlthe SIEE will be beneficial as a
useful tool in this aspect.

Reflections

What are some of the limitations of the process, tooldramieworks and how can they
be improved?

The evaluation matrix could be conducted more periodicadly quarterly) during the
implementation phase to assess and compare the changi affshe project over time.

It may be useful to allow the user to provide weightacdifferent criteria to better
reflect the nature of different projects. For insgnehile | was completing the
evaluation matrix for cost management, | have excluded ther$aand suitability

criteria as they are already part of the financial man#ent in the firm. An overall
scoring system may also be useful to quantify the éffsoess of the strategy/project by
adding up the scores in each criteria.

Reflections on your personal growth in general

The model further strengthened my project disciplinethadritical need to test the
acceptability of strateqy with the key stakeholders beforemissioning the project
team to implement the project. This ensures that thiegirteam receives the necessary
top leadership and resource support during the entire pogjelet (not just the

beginning when interest is highest) and for the ptd@be successfully implemented.
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Name : C Role(s) in Department : Manage service line
portfolio

Grade: Partner Role in project: Develop and implement
strategy for service line

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy Formulation

Before:

Describe your understanding and knowledge of the subject areampetency to carry
out an assignment

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedéssiteof engaging in
the development

Became more aware of the dynamics of cross-border codlitwo. There is more than
meets the eye.

Share commitment even when signed off by all parties doesutminatically ensures
success when the level of commitment differs with selféste

Outcome:

If you are to undertake another assignment of Strategy Fatiowhow, how will you
approach it differently?

Understand the constraints better before allocating resource

Agree KPIs with the stakeholders

Communicate with the key stakeholders more regularly; and

Reuvisit, revise, and agree on the plan at requlanvaler

165



Reflections

What are some of the limitations of the process, tooldramageworks and how can they
be improved?

Communications tools, channels, methods could be further inghrove

Incorporate objectivity measurements.

Reflections on your personal growth in general

Improvements / growth in the area of communication.
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Name : C Role in project: Implement Service line
strategy

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy and Implementation effectiveness evadtion

Before:

Describe your understanding and knowledge of the subject areammpetency to carry
out an assignment

For a particular initiative the understanding was cleathmitbility to visualize the end
result was not.

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedésisiteof engaging in
the development

Do not think that the process has changed me as an individua

It has given clarity to a number of issues as weltlarity to the behavior of individuals.

Outcome:

If you are to undertake another assignment of Strategy gldrmantation effectiveness
evaluation of your initiative, how will you approach it diffetlgf

For some assignments it may be useful to define the suackslsi® parameters in a
more definite manner both in qualitative and quantitative ntanne

Encourage “freedom” to explore within defined boundaries thighboundaries defined
prior to execution and agreed with the participants.
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Reflections
What are some of the limitations of the process, tooldramageworks and how can they

be improved?

Conflicting performance requirement — challenging due torthig-faceted role that
each of the participants are given.

Risk & Reward — improved the articulation and the definitiothefrisk and reward
system to further ensure success of the strategy.

Feedback loop - enhance the feedback loop to ensure regolary feedback.

Reflections on your personal growth in general

Understanding that a “system” must always be defined witl@rcontext and that
feedback is critical for success regardless of the aftrateqy being implemented.
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Name : D Role(s) in Department : Country leadeRisk
Consulting business in Philippines
Grade: Partner, ERS Role in project: Develop styat@gbusiness in Ph

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy Formulation
Before:

Describe your understanding and knowledge of the subject areammpetency to carry
out an assignment

Strategy is formulated based on organization’s vision, objectives anificpec
goals. The strategy formulation process includes a study of bothahtnd
external environments, SWOT analysis, and analysis of past performance.
Based on the information coming up from the foregoing steps, stratemicsact
are then drawn up and agreed with all involved.

Some competencies present to carry out an assignment if given the process
tools and framework.

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedéssitaof engaging in
the development

Involvement in the process made me more aware about the strategiweréhat
formulated and reasons behind them; as well as the importance of implament
such strategies in deciding and making actions towards the achieveiment
objectives/goals.

Outcome:

If you are to undertake another assignment of Strategy Fatiowhow, how will you
approach it differently?

Will put more effort in analyzing both the internal and externalrenments,
and do better in obtaining more reliable information, especially on eater
environment (including competitors and target clients). Consult colleage
get their thoughts/insights on the strategies formulated for consideriat
improving the strategies.
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Reflections

What are some of the limitations of the process, tooldramieworks and how can they
be improved?

There should be more detailed information about the external environmeent,
prospective customers and competitors.

Reflections on your personal growth in general

As in a business organization, | think it is good to also define cpeive
missions and visions as part of personal growth, and then formulate and
implement strategies that will guide actions for achieving objectiVéithout
clear objectives/goals, achieving personal growth will be a real challenge
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Name : D

Role in project: Implement strategyin P

Reflections on knowledge gained, personal growth and change

Objective:

To reflect on whether the professional“changed” as a result of the

knowledge gained and has impacted personal growth

Subject Area: Strategy and Implementation effectiveness evation

Before:

Describe your understanding and knowledge of the subject areampetency to carry
out an assignment

Strateqy is like a direction or roadmap to the desired state ordet objectives
of the organization; or a bridge between where we are currently andewter
want to go. Strategy is an action or collection of actions that veeitakrder to
achieve our goals in the organization.

Implementation effectiveness evaluation is the process of checkimepsuring

the effectiveness of the way a strategy was implemented. dlbatiewn process
involves comparing actual performance versus benchmarks or goals, and then
analyzing the variance and making corrective action as appropriate.

Little competency on the subject area. While actual results menitored
monthly compared to goals, revisiting the strategy implementatiorietieess
based on such performance was not yet performed in PH.

Being part of the action research:

Being involved in the process of developing the process, anolsrameworks on the
subject area, describe whether and how you have “changedésisiteof engaging in
the development

Outcome:

| realized that it is something more than just comparing actual pedoce
figures vs plans - that is analyzing the variance and going back tcsasses
whether the way the strategies were implemented was effecivé then make
changes as appropriate.

If you are to undertake another assignment of Strategy gldrmantation effectiveness
evaluation of your initiative, how will you approach it diffetlgf

In reviewing performance results, there should be an analysis ofwelmat
well/wrong with the strategy and the manner in which they were ireplexah,
and take the necessary corrective action in a timely mannerevaigation
process will serve as good input in the next planning session.
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Reflections

What are some of the limitations of the process, tooldramieworks and how can they
be improved?

Too much focus on the numbers. Performance review should include an
assessment of whether strategies remain appropriate and supportive of t
achievement of company goals considering the changing business environment.

Reflections on your personal growth in general

Strateqgy, implementation of such, and evaluating effectiveness of
implementation collectively, is key to the achievement of olgefgoals,

whether organizational or personal. For me to improve my business and
achieve personal growth, | should be more serious and focused on this subject
area.
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Name : E Role(s) in Departmer8EA ERS Healthcare Lead
Grade:ERS Director Role in projectLSHC Subject Matter Expert / COE

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy Formulation
Before:

Describe your understanding and knowledge of the subject areampeétency to carry
out an assignment

Subject area competency (healthcare) originates franca&lipractice, hospital
management and health insurance operations backgrounk éxysrience.

Being part of the action research:

Being involved in the process of developing the process, amolsrameworks on the
subject area, describe whether and how you have “changedéssiteof engaging in
the development

Currently more aware of the deliberate and stepwise ggongolved in the task of a
strategy formulation exercise together with the availadnés and methodology.

Outcome:

If you are to undertake another assignment of Strategy Fatioruhow, how will you
approach it differently?

Emphasis will be place not only on the formulation parheftargeted strateqgy but also

in the probability of success in terms of the forward enpntation of the strategy.

Reflections

What are some of the limitations of the process, tooldramageworks and how can they

be improved?

Certain variables are difficult to specify / determatehe beginning of the formulation
process. Method should allow easy revision of plan whenimenmation / variables
are taken into consideration.

Reflections on your personal growth in general

Improve strateqgic thinking skill and increase awarenessoofuaitability towards the
success of the strateqic initiative.
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Name : E Role in projectSHC Subject Matter Expert / COE

Reflections on knowledge gained, personal growth and change

Objective: To reflect on whether the professional‘changed” as a result of the
knowledge gained and has impacted personal growth

Subject Area: Strategy and Implementation effectiveness evation

Before:

Describe your understanding and knowledge of the subject areammpetency to carry
out an assignment

Somewhat Limited exposure to methodical strategy formula&ancise from previous
work experiences.

Being part of the action research:

Being involved in the process of developing the process, amolsrameworks on the
subject area, describe whether and how you have “changedésisiteof engaging in
the development

Involvement in the process has made me more accountahke sadcessful outcome of
the strateqy formulated at the end of the process.

Outcome:

If you are to undertake another assignment of Strategy gldrmantation effectiveness
evaluation of your initiative, how will you approach it diffetlgf

To apply described methodology and approach from the describésbsgtformulation
exercise.

Reflections

What are some of the limitations of the process, tooldramieworks and how can they
be improved?

Referring to the experience with the exercise; moreldeainithe process, tools and
frameworks can be explained with more detail for éasi€erstanding.

Reflections on your personal growth in general

A valuable learning experience.
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Appendix 5 — Financial year 2010 result

Figure A5-1 Reproduced financial report on RCD (ER$ business for financial
year ending 2010

mPanvariance = YOY Growth
20% 3 8%

0%

-20.5% -20.1%

120% --103.1;15 -104. 7%
CS HC Rev / Hour Revenue css Earnings

Actual Variance Prior Growth
Revenue ('000s) 15,496 28,558 -45.7% 22,695 -31.7%
CSS .
Gross Margin
Overhead
Earnings (293)
Partner headcount| 11 O O O N
CS headcount 339 401 -15.4% 327 3.8%
Billable hours 315,277 462,083 -31.8% 368,972 -14.6%
Hours per person 930 1,152 -19.3% 1,129 A7.7%
Utilization
Rev/hour '
Rev/fee earner | !
Rev/ partner !
Earnings / partner | !
Gross Margin %
Net Margin % -1.9%

Note: The earning loss of USD293,000 was revaatadSD344,000 in the 2011
records for comparison purposes.

Source: internal Deloitte communication, 2012
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Appendix 6 — Project One - Summary of SWOT Analysis

The SWOT Analysis clearly identifies significant perf@ance gaps in RCD SEA.

Table A6-1 SWOT analysis of Project 1

Facto Sub factol Descriptior S|W T
Financial 3 of the bigger markets (account for Y Y
80% of revenue) underperformed due to
management weaknesses. Over
dependence on Singapore (60%) is
risky
Market and | General SEA Macro-economic environment is| Y
customers | economy favorable for demand generation
Competition | Winning work amongst Big4. Can | Y Y
leverage on the global brand. Tier 2
firms applying pressure on rates
improvement
Competitive | Lack of clear and precise go-to-market Y
strategies strategies
Key Key Accounts concept and Y
Accounts implementation
Services Limited Services Footprint and ready Y
Footprint for growth
Innovation Services are “Me-Too” and lack of
differentiation. Leverage global
investments on new and extended
service lines
Organisation| Management Ineffective structures, unclear roles, Y
Structure responsibilities and accountabilities. I
structure did exist, not fully engaged pr
operational
Culture Management| Unbalanced KPI leading to rogue Y Y
KPI behavior
Management | Staff attrition is high. Y Y
Morale
Mindset Most senior practitioners embrace Tgsk Y
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culture. A” Do-ers” mentality.
Attitude Willing Learners Y Y
Processes Strategic Exists but not institutionalized YW
Operational Front end are well designed and Y Y
executed
Backend processes like scheduling are Y|Y
not optimized and therefore inefficient.
Poor backend processes can also end up
in staff attrition
Quality Quality embedded in the way thingsy Y
are done
5 15 5
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Appendix 7 - SIEE Framework: Four stage evaluation details

)

Stage 1 - Plan
Plan Stage Activities in each Activity carried out Proposed
evaluation stage Improvement
SIEE Model Reuvisit Strategy & its| Review Strategic No change
rationale. Initiatives and choose the
Define evaluation initiative which is of
criteria as per model | importance to business
Performance | Research & Describe | Define the criteria, Research &
Indicators performance indicators success factors and Describe criteria,
relevant to strategy | performance indicators | g,ccess factors and
of I&CA service line KPI relevant to
strategy
Enabling Research and prescribé’redominant use of No change
Methodology | methodology & tools | spreadsheets. The
& Tools to assess business business environment
outcomes as measuresscan did use PESTEL of
of SIEE SWOT analysis methods
Analysis & Plan the analysis steps It might surface that th@ilot the evaluation
Interpretation evaluation success and reflect on

factors need to be

changed to better reflect

the evaluation

success factors anc
KPI

appropriateness

)

Learning for
Effectiveness

Improvement

Describe learning

outcomes

Proposed learning is to

check that the framewor

and details are accurate

and usable. Review the
business outcomes
against strategy

objectives and check if

objectives are being met

Outline proposed
KLearning

Objectives
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Stage 2 - Evaluate

Activities in each

evaluation stage

Activity carried out

Proposed

Improvement

SIEE Model | Perform evaluation | Continuous Continuously track
using the SIEE mode| monitoring Business | business outcomes
and maturity matrix | Outcomes such as | and Stakeholder

results and reaction
stakeholder reaction

during informal and

formal channels

Performance| Apply, test and Experienced difficulty| Apply success

Indicators validate the in applying some factors and KPIs tg
appropriateness of | success factors and | judge business
indicators KPIs to judge outcomes

business outcomes

Enabling Apply the Predominant use of | No change

Methodology| methodology & tools | spreadsheets and

& Tools to evaluate Strategy & official business
Implementation reports

Analysis & | Perform the tests and Question is also Perform the

Interpretation| reflect on the results | whether it is the right| evaluation against

KPI and is
stakeholder reaction
responding to the
appropriate KPI

Criteria and

Business Outcome

Learning for
Effectiveness

Improvement

Develop Risk
Mitigation Plan
Adjust Strategy

Risk Review
conducted to ensure
quality of

implementation

Perform Risk
Review and
develop mitigation
plan on strategy
and

implementation
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Stage 3 — Analyse

Activities in each

evaluation stage

Activity carried out

Proposed

Improvement

SIEE Model | Revisit environment,| Adjust the mix of Revisit Suitability,
suitability, feasibility | evaluation criteria to | Environment,
and acceptability determine if the Feasibility and
criteria evaluation matrix wag Acceptability
holistic Evaluation Criteria
Performance| Due diligence on KPI| Reflected on the Due diligence on
Indicators and adjust as success factors and | success factors an
necessary KPlIs. KPI
Enabling Review Little use of tools and| Research and
Methodology| appropriateness and | methodology to Adjust on use of
& Tools completeness of evaluate. Tools are | methodology and
methodologies and | kept to a minimum | tools
tools
Analysis & | Reflect on strategy | Bulk of the work is in | Reflect Strategy &
Interpretation| and implementation | this activity. Evaluate| Implementation
effectiveness the Strategy & Effectiveness
Implementation
progress
Learning for | Demonstrate Management takes | No change

Effectiveness

Improvement

Leadership, take

remedial actions

accountability of the

evaluation
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Stage 4 — Refine

Activities in each Activity carried out Proposed
evaluation stage Improvement
SIEE Model | Adjust Strategy & Act on the feedback gsAdjust SIEE
Implementation per this activity which| model elements if
details is adjusting the needed
framework and mode
Performance| Adjust KPI and Review the Adjust KPIs
Indicators thresholds if needed | benchmarks set for | thresholds if
KPIs needed
Enabling Adjust the No changes noted No change
Methodology| methodology & Tools| during the execution
& Tools as appropriate of this stage
Analysis & | Reuvisit strategy Framework and actugalNo change
Interpretation| objectives and re-plan strategy adjusted

if need

including business

case

Learning for
Effectiveness

Improvement

Communicate succes
& failures. Motivate
stakeholders

sintroduce more

change management
activities like field
visits by staff to
increase staff

involvement after

survey suggested that

staff did not

understand the process

changes even with
multiple channels of

communication

Communicate
success & failures
Monitor and
Motivate

stakeholders
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Appendix 8 — Evaluation rating of 14 initiatives

Strategic Initiative Type | pOEI | cOEI | cOEl Comments
VS
pOEl
Improve practitioners Increasing utilisation
utilisation S 2.0 2.6 0.6 | increases productivity
of practitioners
Integrate TH FS and El Leverage two subscald
S 1.5 1.9 0.4 | complementary
businesses
Deploy cost managemt S o5 8 03 Operational excellencq
strategy
Increase learnir S 20 24 04 In(;rease organisation
skills
Increase standard ra Focus on right client
0] 3.0 3.0 Same | segments who
appreciate value.
Implement Talent strate S 1.t 1.4 -0.1 Same as Initiative
Change service delivery Operational excellencq
model to improve S 2.0 25 0.5 | strategy
productivity
Introduce Centralized Operational excellencq
Support to increase S 15 1.8 0.3 | strategy
efficiency
Differentiate through Market differentiation
centre of excellence S 3.0 2.7 -0.3 | strategy
COE(LSHC)
Increase market eminer S 3.C 2.1 -0.€ Improve brandin
Govern ERS Philippines Structure follows
more effectively to o 2.0 2.0 Same | strategy. Implement
improve performance governance
_Qg.allfcy as a focused 0 o5 26 01 Operational excellencq
initiative strategy
Increase governance in Structure follows
Business unit -ERS TH (0] 2.0 2.2 0.2 | strategy. Implement
governance
Increase Business S 2.C 2.4 0.4 Part of go-to-market
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Development capabilitir

strateg’

Average

Legend
S= Subjective

O = Objective
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Appendix 9 — Financial Year 2011 result

Figure A9-1 Financial report 2011

Select Function: Select Country: Select Period:

| ERS (=] | an |=] | ‘eartoDate |=]
s B5owth

% T

JUS Varnance Frior Browth
Revenue 19,091 22,433 -15% 16,060 19%
CS Salaries 0%
Gross Margin T3%
Overhead 13%
Earmings
Partner FTE HC 23%
CS FTE HC 6%
Bilabie Hours 9%
Hours per FTE 15%
Utlization 63 bps
RevenueHour 5%
Revenue/FTE 265
Revenue/FTE Prinr -£%
Earnings/FTE Prinr
Gross Margin % 70 bps
Het Margin % 1250 b

Wherer il o LISET Slaneecling Cu el

Source: internal Deloitte published material, 2011
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Appendix 10 — Financial Year 2012 result

Figure A10-1 Email to communicate 2012 result

From: Yap, Janson TH (SG - Singapore)
Sent: Sunday, 15 July, 2012 8:57 PM
To: SEA ERS Partners

Subject: FY12 report

Partners,

| extract this section of the FY12 report as distributed on Friday. A great outcome.

ERS ended the year with a strong 15% Revenue growth of $3M, led by double digits growth in both
Technology Risk (25%) and Business Risk (23%) service lines. Business Risk grew marginally above Plan.
Furthermore, CSS growth was flat, and Overhead costs reduced significantly from Prior Year. As a

result, Net Margin grew dramatically over Prior Year and exceeded the original Plan.

Regards

Yap Janson TH, CISA

Regional Managing Director | Risk Consulting

Deloitte & Touche Enterprise Risk Services

6 Shenton Way, #32-00, DBS Building Tower Two, Singapore 068809
Direct: +65 6216 3119 | Fax: +65 6538 6166 | Mobile: +65 8138 0513
jansonyap @deloitte.com | www.deloitte.com
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Appendix 11 — CISA Examination Result

Figure A11-1 Extract of email on CISA examination notification

Dear Mr. Janson Teow Hiong Yap:
RE: CISA Exam Result Notification -- Exam ID: 10654321

At your request (per your exam registration authorization), this email is being sent to notify
you of your December 2010 CISA exam resullt.

We are pleased to inform you that you successfully PASSED the exam with a total scaled
score of 500. A scaled score of 450 or higher is required to pass, which represents the
minimum consistent standard of knowledge as established by ISACA's CISA Certification
Committee.

PLEASE NOTE: Additional information is NOT available within your ISACA online profile. In
the next few days, your official score letter will be sent by postal mail to your Preferred
Mailing address (BUSINESS). If you need to change this preference, please update your
profile by going to www.isaca.org. You may access your profile by clicking on mylSACA >
myProfile > Account-Certification CPE-Demographic Info. Click the Edit button at the bottom
of the page to submit your changes.Again, congratulations on passing the CISA exam, we
look forward to having you join the more than 80,000 professionals worldwide who have
earned the CISA credential. We wish you all the best in your professional pursuits.

Best Regards,
CISA Certification Committee

ISACA: Trust in, and value from, information systems
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Appendix 12 — Chosen Archetype of Leaders and foleers for RCD

Figure A12-1 General & Soldiers archetype chosen fdRCD in 2011

Organisational Archetype :As One -
General & Soldiers

“The most successful generals are able to not only visualise
strategic opportunities, but also to use their key soldiers to

execute more tactical and detailed missions” (Baghai & Quigley,
2011)

This As One archetype for ERS has paid off
because:

+ Coordinated activities across large groups
of people that cannot communicate with
each other directly

+  Full confidence that our strategy is ready to
be implemented

* Place a premium on high efficiency and
fast deployment

Source: SEA Partners 2011 Meeting — ER'S session
Figure A12-2 Migrating to Architect & Builders arch etype

The shifting of the archetype to Architect & Builders

From General & Soldiers to :

et

As One — Architect & Builders

“ Architects have a crystal clear idea of what the future could be and their
insatiable drive to achieve it.

To be successful, builders must work across new boundaries and take on new
challenges as a team” (Baghai & Quigley, 2011)

This As One archetype for ERS has paid off
because:

+  Adream of building a USD50m business

*  Want to do something thal's never been
done before

* Aconcept that needs 1o be refined by local
experts lo make it fit for expansion

+ Have a model of continuous innovation
that requires people to push beyond
normal boundaries

Bouce The Straits Times. May 19, 2012
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Appendix 13 — Deloitte Singapore RCD receives three awasd

Figure A13-1First Award in 2012

Computer Associates Partner Award 2
Awarded to Deloitte Singapore RCD

DBS Security Project

Source: Internal communication, 2012

Figure A13-2 Second Award in 2012

(@) symantec : Symantec Partner Award 2(
Partner Awards . £ 92
2012 g

vou are a w lllllrl Symantec Top Consulting Awe

|\

Awarded to Deloitte Singapore RCI]

Source: Internal communication, 2012

Figure A13-3 Third Award in 2012

Deloitte I Deloitte Green Dot Award 20
' Green Dot i
Awarde ot B Awarded to Deloitte SEA RCD
vards
5 _ J Life Sciences and Healthcare Industry Best
= = Branding Initiative

Source: Internal communication, 2012
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Appendix 14 — Extract of email on Inter-department Games

Figure A14-1 Extract of internal email on Inter-DependentGames

From: Yap, Janson TH (SG - Singapore)

Sent: Thursday, 23 August, 2012 8:59 AM

To: Wong, Christopher (SG - Singapore); SG ERS Group; S&hGIli& Markets;
SG IT; SG Petroleum Services Group; SG Finance; SGSERPMO/PAQO; SG
Learning

Subject: IDG - TEAM BLEUS!!! - A winning alliance

Team,

| learnt an important management lesson yesterday potler of the right strategic
alliance. The ERS and Internal Services team havaghespirit, chemistry and
skills to secure an important winning position at the IDigiciv concluded yesterday.
| was told we achieved the prestigioli§ @lace at the league table. This is a great
finish. ERS could not have accomplish this success witthigistrategic alliance.

Our SG ERS Partners are very grateful to the Int&aalices team led by James
and company for their effort and contributions. Equallgamant are our various
ERS teams led by the various games captains and ovegrirean-charge,
Christopher Wong. The cheering squad including the partndrdigectors was just
great.

To all of you, well done. Please take a moment toaefla this momentous win.
Regards
Yap Janson TH, CISA

Regional Managing Director | Risk Consulting

Deloitte & Touche Enterprise Risk Services

6 Shenton Way, #32-00, DBS Building Tower Two, Singapore 068809
Direct: +65 6216 3119 | Fax: +65 6538 6166 | Mobile: +65 8138 0513
jansonyap@deloitte.cohwww.deloitte.com

Please consider the environment before printing.
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