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The digital era
brings process
scalability problems
When processes are made by humans
and outside the IT systems, you can
onty handke a certain business quantity

and guality with a certain workforces

‘When you are digital, you have 1o
scale up in guantity and quality

The digital world
brings distribution
issues and
opportunities

The digital arsa changes the wiy
distributian is dane because the client i
easiy reschabie

Gy digial leacs 1o sulomadion of
distribution, o incusion of destibution
iszues right o the software, 1o add
Fnulliple channel management
i e siEie gy

Some company think But: The way the
digital changes their business is done

core business and changes drastically
most are wrong

Why? Because we have
to think about
the full client/provider processes

Digital distribution of
SEIVICES is promising
but more complex
than products

Product distribution is complex in terms
of supply chain and process scalahility

Senvice distribution is complex because
the "digital serice” must be created on
top of the real semvice
This is called "servicization"




Some company think But: The way the
digital changes their business is done
core business and changes drastically
most are wrong

Why? Because we have
to think about
the full client/provider processes




The digital world
brings distribution
issues and
opportunities

The digital area changes the way
distribution is done because the client is
easily reachable

Going digital leads to automation of
distribution, to inclusion of distribution
Issues right into the software, to add
multiple channel management
into the strategy




The digital era
brings process
scalability problems

When processes are made by humans
and outside the IT systems, you can
only handle a certain business quantity
and quality with a certain workforces

When you are digital, you have to
scale up in quantity and quality



Digital distribution of
Services 1s promising
but more complex
than products

Product distribution is complex in terms
of supply chain and process scalability

Service distribution is complex because
the "digital service" must be created on
top of the real service
This is called "servicization"



The Five Stages of Digital Transformation
ample of a Provider/Customer Relafionship

-Before Digital Era-

Most provider processes have a
huge manual part outside the

software applications

Transforming the customer
related processes

The interconnection between client
and provider is fully digitalized

Tha consequances of & good poral step are

= Customer digilal access increases (e need for cusiomer service qualily
- Custonmer digital access Usually increases the volume of demands

Several issues generate recurting costs and inefficiency
» Productivity is bad because processes are based on mail, phone, Excel, etc.
= Quality of service is bad
« Provisioning delays
- Customer relationship
» Mo visibility for the customer
« Processes that are not reproductible
= The internal costs are high
- Better service cannect always mean mere people
= And more recurring costs

On the provider side, appears the need to

+ The full global client/provider
process is digitalized

+ Provider and client T systems are
interconnected

- IT systems interconnection is &
business prerequisite

» The interconnection is a

distribution ehannel enabling 1o

sell more services

= fAutomate the tasks without added value through new digitalized processes
- et on new back office management applications

The process is mostly managed by soffware letting humans
take in charge only the human added-valle rasks

Putting in place
Web Portal/ Mobile Application

Athvantiges

When the customer does
its share of the job

Drawhacks

Cusiomes advantages: Customer drawhack:
+ Betier interaction with the provider - The partal is cnly & few charngl of
+ Gniline arder fallow-up commumication bug net a

Custorner

The global process efficiency optimization will push the
provider to imply the customer in the process...

...in onder 1o reduce his own costs !

. prcfile
+ Bettar sharivgaf information
‘Frovider advantay

This is
Provider drawhack
ez - A senall pat o this care process is
.+ Apart of the process & taken in charge centializid
Ty the portal [ostoeer

process remalrs

developed
b thee pecetal bt the care :
mecstly umbouched.




-Before Digital Era-
Most provider processes have a
huge manual part outside the
software applications

Several issues generate recurring costs and inefficiency
« Productivity is bad because processes are based on mail, phone, Excel, etc.
« Quality of service is bad
- Provisioning delays
« Customer relationship
- No visibility for the customer
- Processes that are not reproductible
- The internal costs are high
- Better service cannot always mean more people
- And more recurring costs

s



- Physical people manage individual
AdSense accounts as if they were big
customers

- This is inefficient and have no ROI

+ French National Lottery Sportsbetting

- The sportbetting Is offline and working as
the Loto or Euromillions

- Bets are static and managed in back
office

+ Turbomeca Boost

- Support is managed exclusively with mail,

phone and Excel spreadsheet exchange



/idual
were big

) ROI

| working as

in back

ely with mail,

t exchange

Two cost models

Linear costs
Costs in scalable environment

Business (Dollars)

10 20 30 40 50 60

Recurring costs

The objective is enhancing services
quality and predictability while being in
a cost trend that is not linear compared
to the business volume







Putting in place
Web Portal/ Mobile Application

Advantages Drawbacks
Customer advantages: Customer drawback:
- Better interaction with the provider - The portal is only a new channel of
+ Online order follow-up communication but not a business
« Customer profile changer
- Better sharing of information Provider drawback
Provider advantages: + A small part of the core process is
« A part of the process is taken in charge centralized in the portal but the core

by the portal (customer requests) process remains mostly untouched




Samples

- This offer started bi the iortal aiiroach

- Bets can be taken on a website but the
offer remains limited
- However, FDJ becomes a competitor of its
physical distributors
+ Turbomeca Boost
- The portal is the first step to distribute the
right documentation for the right
configuration
- But the support process is not changing
really and configurations are evolving







Transforming the customer
related processes

The consequences of a good portal step are
- Customer digital access increases the need for customer service quality
- Customer digital access usually increases the volume of demands

On the provider side, appears the need to
- Automate the tasks without added value through new digitalized processes
- Invest on new back office management applications

The process is mostly managed by software letting humans
take in charge only the human added-value tasks

(Z O\



- The internal process is computerized to enable a
huge number of customers for the smallest
support team

- Each demand is Erocesses automatically

- A new real time betting platform is acquired

- New people (working in shifts) are hired to
manage the real-time quotes

- KPI focus on tool efficiency (nb of events

managed by trader must grow with time)

- The feeding of Boost is fully computerized from
the PLM/Production/LSA database

- Support tools are rethought for the support to

work on Boost







When the customer does
its share of the job

The global process efficiency optimization will push the
provider to imply the customer in the process...
...In order to reduce his own costs !!!

This is done through multiple administration functions
developed on the Web platform for the provider and also for
the client, the two being tightly coupled




- The client signs the contract in line
- He has powerful administration functions to manage
his account in details and perform the highest number

of troubleshootinﬁ bi himself

- The sportsbetting platform enhances both the provider
administration functions and the customer functions

- A part of the money management is pushed back on

the customer side to optimize productivity

- The customer is required to update in his account the

full precise configurations of the engines
- This enables Turbomeca to think about providing

added-value services







The interconnection between client
and provider is fully digitalized

- The full global client/provider
process is digitalized

- Provider and client IT systems are
interconnected

- IT systems interconnection is a
business prerequisite

- The interconnection is a

distribution channel enabling to

sell more services




Samples

- The service being full digital, it can be
sold through other systems in a more

B2B approach using web services

- The platform can be used in white label
mode through web services
- The client requirements can be fulfilled
through a web service based connection
to their maintenance information system
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The Digital Era
Began Long Ago

- Standards are here for a long time in some
businesses such as aerospace (ATA-ASD/AIA)
- They cover huge perimeters but they are not
fully implemented (far from it)

- They try to define a common language
between all players to be able to do business
together




Digital is Really a
Business Problem

- Going digital means having an economic
standpoint

- The objective is to sell more, better, faster,
with a higher quality of service and a better
margin

- It Is also to be able to reach unreachable
customers




The Digital Era Now
Concerns all size of
Companies

15 years ago, only big corporates could enable
automated B2B connections

Nowadays, small companies have the exact
same requirements than big ones




New Requirements For
Providers

The global process knowledge Is at the heart of
the digital transformation

This pushes for the construction/reinforcement
of the business ecosystem where every player
can do business...




The Digital World
[s Reinventing
Servicization

The final real service may be the same but in
order to be sellable online or via electronic B2B
channels, it must be "servicized"
There are at the end two services :

- The digital one

- The real one




The Digital World is
Reinventing
Intermediation

Depending on who owns the final digital B2C
link, digital B2B intermediate may be very
valuable
- Because they enable to reach the final
customer
- Because they enable the multiplication of
users




LONCLUSION

Digital Transformation Bounds to Think

« (ilobal Processes

« Business Ecosystem
« Servicization

« Distribution Channels
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