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Ensuring the operating model is fit for growth %a«?f’

Successful growth is about more than your sales strategy. The entire operation has to scale up
to support more customers, more effectively. Davies Consulting can help you predict the likely
requirements and prepare the business appropriately - so your customer operations expand at
the right speed to maintain revenue growth and increase profitability.

It's inevitable that as you grow, your operating costs will increase. There are more sales to fulfil and
more customers to manage.

But in a growing business, there are also opportunities to streamline your operations, taking
advantage of tools and technologies that are out of reach for smaller businesses and benefiting
fromn economies of scale. Our highly experienced team can help identify, and capitalise on, these
opportunities, so that growth doesn’t just benefit the top line, but the bottom line too.

Examining your current operations

We work with organisations at different stages of their growth cycle, from those planning a major
new strategy to businesses that have increased sales but are now struggling to keep up. Our team will
examine your current operations, looking at a wide range of issues such as the cost of sales across
channels, customer demographics and the evolving competitive landscape.

Making growth sustainable

Drawing on our rich experience working in growing businesses in multiple sectors, we’ll then make
pragmatic recommendations on issues such as:

* Improving end-to-end journeys, to remove friction and cost - considering process changes,
the introduction of automation and new technologies that can facilitate self-service or
streamline transaction handling and back-office fulfilment

* Driving behaviour change in the customer base to make smarter use of digital channels

« Adapting the organisational culture and structure to become more commercially focused -
redefining roles and providing targeted training to encourage service teams to cross-sell

e Maximising existing competitive advantages and addressing areas where your business
lags behind.

The result: an operating model that sustains your growth trajectory, while increasing profitability.
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Our Approach .

After engaging with your senior leaders to understand the growth strategy, our experienced team
will use detailed analysis and scenario modelling to assess the impact on your operations. We’'ll then
provide practical recommendations to help you shape your operating model to ensure it can support
your growth and help you maintain it. To help you maintain momentum on your growth strategy,
we’ll deliver our recommendations fast - typically within just weeks of being engaged.

In practice

Helping a global retailer ready itself for digital growth

A global retailer was targeting an aggressive increase in online sales, but wanted to understand what
this meant in terms of its customer service strategy.

Our initial audit highlighted that under its current operations, there was an unusually high level of
contact centre engagement - by phone and email - for each online order. If that was maintained

as online sales grew, the retailer would need a massive expansion of its contact centre resource to
handle the demand. Further, because the retailer’s existing model gave each country responsibility for
its own contact centres, the costs and complexities of change were immense.

Our fundamental recommendations related to improving customer journeys to reduce the number of
contacts associated with each order, through enhancing online information and enabling self-service.
As well as avoiding the need for rapid expansion, this approach would also ultimately allow the
contact centre teams to take on a greater role in value creating interactions.

We then recommended a move to a regionalised contact centre model that would allow more
focused investment in people and technology, but with a governance structure that ensured country
teams would still have input.

We have continued to support the retailer as it undergoes the transformation to its optimised
operating model.



Get in touch

Don’t wait till you've outgrown your operations. Prepare your business
for its future growth today. To discuss how we can help, contact:
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Consulting Director
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john.driver@davies-group.com
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