
DIGITAL OPERATING MODEL
APPROACH TO CREATING AN IMPLEMENTATION PLAN



DefinitionsValue Summary

1. As part of the TD&RS Tech services operating model uplift, IIIIIIIIIIIIIIIII was commissioned to undertake a 4 
week discovery exercise to assess the current operating model for Mobile Automation with 3 key objectives:
• Assess the current state operating model
• Define a target state operating model that fixes current gaps and challenges
• Define a roadmap and provide prioritised set of initiatives to achieve target state 

2. This exercise is enshrined in an overall TD&RS plan to uplift current operating models for Automation, NFT, 
Service Virtualisation and Mobility. Mobility was chosen as a pilot on the premise that if successful, a similar 
approach will be undertaken for the uplift of Automation, NFT & Service Virtualisation. 

3. The hypothesis that prompted ++++  to commission this exercise are the following 
• The lack of an overall unified strategy that meant inconsistent delivery approach for each service
• Various Tech services running to competing uplift agendas due to limited ownership of a Unified Technical 

Operating Model. 
• The benefits of the services are not clearly defined to internal customers
• There is no way for internal customers to consistently consume the services.
• Limited alignment of KPIs of the Tech services to the KPIs of the units consuming the services.
• Standard technical frameworks are not always followed resulting in compromised delivery.
• Siloed project approach with limited focus towards Enterprise wide Tech services.
• Partner delivers these services but have limited input into the operating models in play.

4. The discovery exercise excluded creation of implementation plans of the target operating model including 
business case. It leveraged information available in the operating environment and excluded benchmarking, 
external surveys or studies, liaison with product/tool vendors, any other capability other than Perfecto Mobile 
or funding models.

5. The project was funded by the IIIIIIIIIIIIIIIII Innovation fund set aside for ++++  as part of the ongoing 
engagement between IIIIIIIIIIIIIIIII & ++++ 

Individual interviews were conducted with 
representatives of stakeholder groups

Assessment of the current operating model 
was done along the 5 dimensions 
(governance, capability   engagement,  
reporting & structure.

An actionable report and implementation 
plan built on gap analyses from current and 
target state analyses and a roadmap 
containing the prioritised set of initiatives to 
achieve targe state. 

Structure

Capability Engagement Reporting

Governance

Capability – the portfolio of tools, services and 
skills that are available & aligned to meet and 
respond to business demand

Engagement – effective and efficient processes 
that describe the optimal pathway to engage and 
deliver predictable and repeatable business results 
through competent people with the right tools and 
expertise 

Reporting – a balanced approach to tracking 
metrics that measures key performance indicators 
that lead to business outcomes.

Governance –forums & mechanisms that 
orchestrate collaboration between stakeholders in 
ensuring projects are aligned, funded, resourced, 
efficient and meet speed to value goals.

Structure – foundation on which the operating 
model is built on to be responsive to business, and 
yet promote individual and team leadership. 

Approach 

Our thanks to the following stakeholders for their input & 
insight: 
w Anil m Kumar, w Bojan Ikovic w Brad Cunningham w
Dale Lenard w Elena Zagari w Fei Meng w Garth 
Marran w Gerard Kerr w Greig Jones w Hariprasath 
Vasudevan w James Bligh w James Clutterbuck w Jeremy 
Kerner w Karthik Bhat w Peter Tsatsaronis w Piers 
Balmer w Pradeep Yadlapati w Rhett Orr w Rick Van 
Kuyk w Sanjay Prasanna w Sanjiv Kulkarni w Savio Dias 
w Simon Peric w Simon T Jackson w Stephen Butters w
Stephen Farquhar w Stuart Gent w Sunil Jayam 

- George Eby Mathew,  Digital Strategist &   
Enterprise Mobility Consultant
- Deepak Jha, Test Consultant 

Contributors

Operating Model
Components 



Engagement Objectives & Goals 

Objectives

1) Define an operating model for Mobility Automation detailing 
uplift of capability , structure, engagement, reporting, and 
governance around current mobility automation capability 
(Perfecto Mobile) from an Enterprise Wide perspective. 

2) Define a roadmap to achieve the operating model from the 
current state

Deliverables

1) Operating model definition covering target state 
and constituents for Mobility Automation.

2) Roadmap for prioritised set of initiatives to 
achieve target operating model

Start date End date 
November 24, 2014                December 19, 2014

Engagement Notes, & Observations 

1) During the engagement, the ‘structure’  
component of the operating model was taken 
as a given. No assessment was done to 
ascertain strengths and weaknesses of the 
current organisational structure to support 
the proposed operating model.

2) Maturity assessment of the operating model 
revealed that Mobility Automation is 
currently at stage 1 (leveraged as utility for 
individual projects) on IIIIIIIIIIIIIIIII 4D maturity 
model.  An uplift fron stage 1 to enterprise 
maturity will be a giant leap for ++++  and 
therefore the emerging direction was to get 
to stage 2 (standardised for a business unit 
such as DOCS) before attempting Stage 3 
(efficient for enterprise wide leverage). 
Recommendations in this document are to 
achieve stage 2.

3) This exercise was a bottom-up approach that 
assessed current mobility automation 
required to support ++++ ’s mobility business 
strategy taking business strategy as a given 

What was outside scope

1. Actual implementation plans for the  the 
operating model

2. Business Case,  Resourcing/Costs 
3. Other tech services via NFT, Automation, 

& Service Virtualisation
4. Detailed documentation and manuals 



Digital Operating Model Goals 1 2 3 4 5 6 7 8 9

1. Optimal Test Automation ü ü

2. Stable Infrastructure & environment ü ü

3. Script Portability ü

4. Accelerated Test Execution ü ü ü

5. Improved delivery engagement ü ü ü ü

6. Better Test coverage ü ü ü ü ü

7. Parallel Test execution ü ü

8. Simulate real customer scenarios ü

9. Metrics driven continuous improvement ü ü ü ü ü

10. Consumer insight for test planning ü ü

Legend of Recommended Initiatives 

Sp
ee

d 
to

 v
al

ue
 

A
lw

ay
s 

on

A
rc

hi
te

ct
 f

or
 S

im
pl

ic
ity

 

Te
am

 P
ro

du
ct

iv
ity

ü ü

ü

ü

ü

ü

ü

ü

ü

ü ü

ü

+
+

+
+

  b
us

in
es

s 
G

oa
ls

1. Extract Value from Perfecto Mobile 

2. Optimize Perfecto for agile, waterfall & continuous delivery 
model 

3. Create shared services, re-use assets, frameworks, standards 
& identify tools

4. Tailor engagement model for top three delivery methodologies 

6. Create a reporting framework &  dashboards for stakeholder 
groups

7. Develop funding model for uplift & innovation 

8. Create & sustain team  for uplift & innovation with enterprise 
mandate 

9. Industrialize Mobility automation, build on learning with DOCS  

5. Invest in information visibility (e.g. SharePoint, roadshows, 
push mechanisms)

Digital Operating Model Goals

++++  business  goals

Approach for value realisation from operating model uplift 

üRecommended Initiatives üProjected OM Benefits

Operating Model Uplift 

üDiscovery
• Capability
• Engagement
• Reporting
• Governance Implementation Planning Business Case Execution Benefits

Short list



Where do we start?

Give me a call
0488 398 183

contact@georgeebymathew.com
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