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Define what the persona-based
approach is and how it drives
insightful dashboards
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Highlight various real-life case
studies

Today’s

Objectives

Discuss how these case studies have
enabled data driven decision
making

Enabling Data-driven Decisions through KPIs and Metrics
Copyright © 2023 Deloitte Development LLC. All rights reserved.



GBS Dashboards
Our Perspective & Approach




Persona-based design is

a problem-solving philosophy

that focuses on clusters of users (personas)

and aligning organization purpose to their goals,

value drivers, key decisions, and the insights that matter
most to them to create dashboards

that are intuitive and deliver value.

Enabling Data-driven Decisions through KPIs and Metrics 4
Copyright © 2023 Deloitte Development LLC. All rights reserved.



Applying the persona-based design to dashboards
A persona-based designed dashboard focuses on each persona within the GBS organization and helps answer key
guestions on value creation, value drivers, key decisions and insight generation
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Persona-Based Dashboards

Leading organizations deploy persona-based dashboards to highlight KPIs and metrics driving insights that are
customized, forward looking, and transformation focused all packaged in an intuitive user-friendly layout

Forward-Looking KPIs Customized Dashboards

Forward-looking KPIs (value drivers) + benchmark
and forecast performance, in addition to actual
performance review (backward-looking)

Captures the business needs of various
identified personas (tiered dashboards)

Insights into transformation, innovation, and

Intuitive, user-friendly built on human- continuous improvement initiatives

centered design thinking

Human-centered Design Drive Transformation

Persona-Based
Dashboard
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Traditional vs. Persona-based Dashboard

Persona-Based Dashboard (PBD) will provide a customized reporting platform that is relevant to each persona

Traditional Approach

1. Data dumps from various systems

< a8

Emails Excel SharePoint Dashboard

e

‘ iterative ’

2. Analyze backward looking data, gather insights, and develop story

additional reporting
Process Tower manipulation Enabling Finance
(e.g., R2R Lead, Payroll Lead) Support

)

3. Share insights with leadership to enable decisions

Insights Leadership Decisions

Key Activity
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Desired Future Approach

1. One Stop Shop Persona Based Dashboard

@‘ A

|
GBS Persona PBS

Persona-Based Scorecard
* Quickly access integrated information from one user friendly dashboard
* Dashboard with metrics and insights that matters most to the persona
* Easy to identify trends and anomalies through visualizations
* Has alerts identifying when their practice over / under achieves a standard threshold
* Capability to dig into the appropriate level of granularity to understand root causes
* Drive consistency in reporting approach and output
* Compatible with various devices (PC, tablet)

4

2. Share “forward looking / leading practice” insights with leadership to enable

decisions
@ —
Insights Leadership Decisions
Key activity where most time is/will be spent Enabling Data-driven Decisions through KPIs and Metrics



A New Way To Visualize Reporting Using The Persona-based Design Thinking

Persona based design thinking provides a structured methodology to help client define the data insights needed from
management reporting and align on the right way to visualize it, which serves as the foundation for the data and
technology enablement strategy for implementation

®
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RESEARCH
Persona Definition

Persona development focuses on
the end user and helps drive
insights about the user’s priorities,
goals, and challenges

a s e Saregc paning and decon-naking pocesses
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INSIGHTS
Business Questions
Framework

Defining business questions helps
identify what user needs to make
informed decisions. Structuring
questions in a framework helps
organize information flow

@
3

IDEAS
Low Fidelity
Wireframes

Low-resolution digital mockups
that establish the blueprint for the
design intent and dashboard
functionality, to facilitate speedy
iterations based on feedback

A4

PROTOTYPES
High Fidelity
Wireframes

Pixel-perfect renderings that
convey the dashboard'’s content
and functionality, as well as its final
look and feel
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Defining Persona

Defining a persona’s goals, responsibilities and challenges helps form a well-rounded understanding of users’ needs and

priorities, which is fundamental to the dashboard design

Persona Definition
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Persona Definition Example: Finance Leader (MBR)

Goals

“Understand drivers of past financial
performance, define call to action, and derive
long term focused insights for strategic
business making”

+ Clarity around the business decisions
necessary to meet a range of potential
outcomes (high and low)

+ Visibility into secular and historical trend
of growth, margin, and spend, and the
tracking relative to AOP, Forecast, and PY

+ Quality insights about the risks and
opportunities facing the business to
support strategic decision-making

« A clearer understanding of our cost profile,
particularly around Gross Margin
composition

1 Proprietary & Confidential | March 2021

Responsibilities

“Manage the overall financial health of the
business, while identifying and addressing
emerging risks and opporiunities”

+ Understand the trends in our business
(growth, profitability, cash flow) and their
corresponding drivers

» Maintain adequate level of data and
information to evaluate trade-offs and
inform strategic business decisions

+ Ensure strategic investments yield the
desired outcomes, with supporting
information and data to pivot as necessary

- Drive insights into rolling forecast (5
quarters) every month o support
inventory planning

- CFO and Divisional VPs tasked with managing the overall financial performance of the business

- Serves as a strategic partner to leadership and business units, providing finance expertise for critical enterprise and
business-wide strategic planning and decision-making processes

- Advise and provide strategic guidance on the development of and execute upon Business Strategy

- Conducts analysis and reporting of financial results to business leaders to support strategic decision-making

Challenges

‘Need to instill a culfure of using data fo
generale actionable insights and stories,
rather than simply presenting it as is”

» Culture of the company that is very
short-term focused in nature

= Reporting and insight generating
capabilities are very manual

Lack of necessary people, processes,
and skillsets to deliver on leadership
agenda

Undefined process and governance
model in place to drive necessary
improvements
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Developing Business Question Framework and KPI Business Definition
Business questions and KPIs will be collected from working sessions, and afterwards synthesized into a persona-driven
framework, structuring the most important business questions and KPIs into a logical flow that acts as an initial roadmap

for the dashboard wireframes

Business Question Framework & KPI Business Definition
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Sketching Low Fidelity Wireframes
With the persona finalized and business question framework defined, initial drafts of the dashboard are developed in low
resolution to help focus the user’s feedback on the content and design intent (not on the colors) promoting faster

iterations

3

Low Fidelity
Wireframes

@
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Sales Performance Overview

Operating Expenses

Considerations

- Excluding color at this stage to
focus on driving alignment on
design intent

- Responding to the goals and
needs of the persona

- Visualizing data insights
according to the structure of
business questions and
information architecture

- Agile approach and rapid
iterations on low fidelity
wireframes based on feedback

Enabling Data-driven Decisions through KPIs and Metrics
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Prototyping High Fidelity Wireframes

After finalizing low-fidelity samples, enhance the functionality and visualize ideas of the dashboard utilizing real-world
data, pressure test these versions with additional stakeholders and customers, and refine the dashboard into a high-
fidelity, interactive prototype

High-Fidelity Prototypes

$620M $209M $25M
”’Ifj““ Ifj‘“ Ij}f‘* Considerations
e | $142M e | $55M Lo | $5M o
R P77 VR TV [<*VRN.
P - - Add color pattern
4 l;f. lf ::‘ - Include interactive
11M 5M ™ . o,
Tl o |= functionalities

- Use real world or

PROTOTYPES close to reality data

Hight Fidelity

Wireframes - Storyboard insights

visualized to drive
alignment from
senior management

<>

NJ
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GBS Dashboards

Real-life Case Studies




Our Perspectives Are Built from Real-Life Case Studies

We have done this work for leading organizations, including doing this transformation on ourselves

GBS Dashboard 2.0

Global Biopharma Company

$326M

$326M

Digital Finance

Tiered approach to
drive insights and
decisions across all
levels of leadership
within GBS org.

Global Biopharma Company

Copyright © 2023 Deloitte Development LLC. All rights reserved.

Faster time from
summary level KPIs to
detailed bank account

data

GBS Expansion to EMEA

Global Life Sciences

Simplified GBS
technology and
established
governance to
facilitate long term
GBS operations

Persona-based Reporting (PBR)

Deloitte US

mas e e rvvars or ngagarmens margin?

Provided leadership
consolidated view of
projected pursuit
revenue with
performance targets

Enabling Data-driven Decisions through KPIs and Metrics 14



Our Perspectives: GBS Dashboard 2.0 Example (1 of 3)

A refreshed persona-based dashboard that enables data-driven decisions across all levels of leadership within the GBS

= GBS Executive Scorecard |

(#) Best In Class Performance (@ Trusted Partner

Best In Class Performance % of Customers Who Say GBS Is A Trusted Partner

96% 8. lsoune
-

36/37

Target: 37

Financial Services Sourcing & Enterprise Services

Net Promoter Score

20/20 5/6

Target: 20 Target: &

Colleague Services T&PM - - vs. Last Quarter
8/8 313 = - sLastvear
Target: 8 Target: 3

Biggest Percentage Movers Vs. Last Quarter _ »
Expansion Opportunities

Bottom 3 Movers

@ 350% -

8

Services Trending Down

being implemented being explored

o 12.7%

Forward-Looking

Transformation

Copyrig

Benchmarking: Determine leading practices and compare
performance against targets/ benchmarks

Forecasting: Ability to forecast performance

Comparability: Allow comparison to prior period and/or plan to
determine variance

Trend Analysis: Generate trends and proactively implement
continuous improvement initiatives

ht © 2023 Deloitte Development LLC. All rights reserved.

1 for Tower Specific Details: Al b Last Published: May 20, 2021 . . . . .
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QL
$  purposes
@) Great Place To Work é
5
GES Colleague Profile . . .
§E  User-Friendly: Allow user to easily navigate through the
slleagues T
o colees dashboard
31 36 4 72 e LastQuarter
GBS Colleagues - _ 5. Last Yem
Relevance: Metrics that are Specific, Measurable, Achievable,
Female %  Relevant, and Time-Bound (S.M.A.R.T.
3 7
661%) T 0.1% Last Quarter nl'.\
Target: 50% g
Benchmark: 50% y - L Year a . .
&  Usefulness: Capture business needs and allow drill-down of data
URM{US Only) . .
to guide actions
31% = 2% e Lo oo
Target 25%
= Financial Services Filter for Tower Specific Details: (Al . Last Published: May 20, 2021
@ BIC Services Meedfemn @ g:raerll::;lty Financial Budget and Performance
— Vs Last Quaner % Current Quarter Headcount by Site q . Budget . Actual Farecast
12/16 ve. Budget
Target: 16 — e Lastyear 2,051 In Strategic Sites Budget — 5441
Headcount i
Target: None Actual & ﬁZ.S 3441
Bottom 3 Movers. Benchmark: 65% Foreeast
©2C: Credit Risk 35.0° %,‘_ —_— =
STPCS: Treasury 6.0% %
©2C: Chargebacks 0.4% —— + 17%
3108
Top 3 Movers
51 | =
MAPP v L] 10.0 5108 A
©2C: Collections v L] 9.0% m 27
R2R o ozc e sTPCS e
Global Close COE Cid:l. RE: % Financial Statemen x o -0% Statutory Accounting & Reporting
Slona) Clase s > — 0.0% s - e ' e Statutory Audited Fl?var:lca_\p ? > [+ 3.0%
Gash Application v — 0.0% Statements filed on time %
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Our Perspectives: Functional Scorecard Example (2 of 3)
Simplified GBS technology and established governance to facilitate long term GBS operations

Tier 2: Functional View

Total AP cost per invoice
Total O2C cost per sales order
Total cost per R2R Document

Current

2CHF
1 CHF
1CHF

Target

Max. 1.8 CHF
Max. 1.5 CHF
Max. 1.5 CHR

Process- Efficiency

Operating Indicators

Invoice backlog 0-48 h (%)

Invoice backlog 49h until 5 days (%)
Invoice backlog >5days (%)

OCR invoices (%)

AP automation (%)

Average # invoice processed per FTE
AP tickets resolved within 48h (%)

Manual orders by FTE (#)
Average sales invoice produced by FTE
Average Sales order released by FTE
OTIF (%)

AR tickets resolved within 48h [34)

R2R process standardization (3)
Average Fl docs created by FTE
R2R tickets resolved within 48h (%)

Production resource utilization (%)

Lead time from order placement and
commitment

People (internal and customer)

Ltatus

w

Trend YTD
hAVEAN
FAAN
ML

Current
60%
20%
20%
95%

Target
Min. B0%
Max. 10%
Max. 10%
Min. 55%

Min. 50%
Min. &

Min. 10
Min. 95%

Min. 95%

Min. 40

S2Pp R2R 02C
Customer complaints ity __,,'ETH y o ;-:sh
external (%) Actuzl: 55 Actual: 7% Actual: 7% Actuzl:
Customer complaints g e || et ;:sﬂﬂ
intemnal {3} Actual: 9p Actual: T3 Actual: T% Actual: 7%
'_T rget Target: Target: J‘!’nr;nl
Attrition rate (%) 1 e ta"ls%'. [15% = 15%
Actual: 10% Actual: 10% Actual: 10% Actual: 109
|m|x|mlx|m| OA*I""""‘I‘IMI'IM'
_ Operating Indicators Current  Target Status_ Trend YTD
Critical for immediate payment (%) 4% Max. 5% “\_/.L
Due for payment 0-10 days (%) 8% Max. 10% FAAN
Due for payment in 15 days & above (3%) 20%  Max 30% A AN
Request for resubmission (%) 2% Iax. 5% M___
Booking Adjustments & returned
workfiows %] 0%  Max 5%  wgr N
Posted not paid invoices (3) 2% Max. 1% - o™
PO generation after invoice reception (%) 5% Max. 2% -w M
Sales order releases (%) 95% Min. 99% -w Hﬁ_ﬁ/\_
Sales invoices due since 0-30 days (%) 945 Min. 85% -w /\/‘\_—
Sales invoices due since 31-90 days (%) 5% Max. 3% AN AN
Sales invoices due since +91 days (%) 1% Max. 2% /‘\/\_—
Unapplied cash at day end (%) 5% Max. 1% \._/\
Changed documents [%) 1% Max. 3% S
Days to close books (%) 110% Max. 100% w D
Production to plan accuracy (%) B0% Min. 90% -w m

Min. 55%

Status

JALKE

335633 seg

38
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Human-Centered

Forward-Looking Persona-Based

Transformation

Enabling Data-driven Decisions through KPIs and Metrics

Completeness: Data available in different
views for different purposes

Validity: Reflect actual performance for near
real-time review

User-Friendly: Allow user to navigate and
visualize data clearly

Relevance: S.M.A.R.T metrics across categories
— cost, people, process

Timeframe: Allow user to view data for
desired timeframe

Benchmarking: Compare current performance
to leading practices

Forecast: Ability to forecast based on current
and target data points

Trend Analysis: Generate trends and identify
improvement initiatives

Comparability: Allow comparison to prior
period and/or plan

16



Our Perspectives: Executive Scorecard Example (3 of 3)
Faster time from summary level KPIs to detailed bank account data
sompy 7o

-  Completeness: Data available in different views for different
- [
.
-eto“ [y purposes
CNY 7.00 16,000,000 Data Last Refreshed: 10/26/2019 qj
(Cumency) (X Rate) o Units Thousands g
022 3 . 12000500 ey Ny §  User-Friendly: Allow user to easily navigate through the
(YTD Change) (YTD % Change) T
INR 70.95 8,000,000 dashboard
1.18 1.7% — A,
4,000,000 A— 4] |~| Country 1
KRW 1188.18 \ - (7] Country 2
W23 L o [ [7 Countn . . .
o s0ee y 8§ ¥ 0t & 3§ § i e S Relevance: Metrics that are Specific, Measurable, Achievable,
. 8 - ° cE | 1] i v - .
0% 1 N ).! 3 3 g § ° B oo g  Relevant, and Time-Bound (S.M.A.R.T.)
PHP 5185 L B Country 7 Q
(060)  (1.1%) Cash Balance for Top Countries { $ 000s ) Planned Distribution for Top Countries ( $ 000s ) g
EUR 110 Cash in Market: 3,210,560 Forecasted Cash (CFF): 3,604,950 i 8
ey - oo &  Usefulness: Capture business needs and allow drill-down of data
RUB  63.82 000,000 %000 g to guide actions
(543)  (7.8%) oo I =
20,000
COP  3408.00 r— I g B 3
153.75 47% r’ = =3 o 8 o
- g 8 g g 10,000 ®
200,000 g S - N z
::? aar 0 - - - - ; — 0 = GLOBAL CASH NAVIG.
, - £ % ‘2 ‘E é “% :E £ £ i E ‘)'E Top 5 Countries {$ 000s) Top 5 Currencies ($ 000s) o Risk Management — Variance to Target ($ 000s) Global Filters
s L é § § E 3 3 § § é < 3 3 Select Exposure | Top 5 Countries constitute 84% of totsl exposure Top 5 bank groups constitute 48% of totsl exposure Top 5 Currencies constitute 78% of total exposure . & Y - Data last refreshed: /2472019
ZAR ' ] 3 3 3 3 — - (Min) -0.01 (Avg) 971,204.02 (Max) 0.630,208.45 Maximize . pe—
e i ‘ e 57 " <o Exclude Treasury Entities No ~
- Benchmarking: Determine leading practices and compare counry2 [l 95012 wme T SiH9ES | cunency> [l 510558
£ 2 + e rarc
S performance against targets/ benchmarks couny s [l s7s8ce0 ks I 5579555 cunenys [l se007e2 P
Q & yi orohin
I ° Country + [ 5564149 sanks [ 575000 currency + [ $800.162 \ 0 & n
o & # (7] Entity1
g Country 5 |s=95 083 Bank5 _ $724,897 Currency 5 . §665.234 : [v] Entity 2
§  Forecasting: Ability to forecast performance o 5 S % om0 000w B:"
kkctl!mamlls Legal Entity Hierarchy (entityregion) Bank Balance Time Deposits TotalExposure v - o ) (Al
Laga EnstyL Entity 1 $381,800 $8,638.228 $7,020.028 ," o B ;ar‘}“
ope . . . Entity 2 $1,455830 $755.145 $2,210,084 1800 _:' & [v] Bank2
. Compal.‘ablllty.. Allow comparison to prior period and/or plan to —— — e I . o o .y = @ barks
'.E determ|ne variance e D Entity 4 5276.214 $51.700 $327.074 o el B
g Entity 5 $200.185 50 $200.185 o Jf'. ; — M e
] (Am
\g‘ Currency Entity 6 542,138 so $42.138 13K 7 Cur:en:vl
a . . . usp " S = e o g £ I B B 0 B 7] Currenc
g Trend Analysis: Generate trends and proactively implement il e * e EEEEEEERER —
g & & d 4 & 8§ 3 3§ & Bank Balance Ran,
continuous improvement initiatives sl iakidsio il i e PR R ROR R R A B B mess  ssmeme
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Deloitte

This presentation contains general information only and Deloitte is not, by means of this presentation, rendering accounting, business, financial, investment, legal, tax, or other professional advice or services.
This presentation is not a substitute for such professional advice or services, nor should it be used as a basis for any decision or action that may affect your business. Before making any decision or taking any
action that may affect your business, you should consult a qualified professional advisor. Deloitte shall not be responsible for any loss sustained by any person who relies on this presentation.
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