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Sample project

New business 
and 
reorganization
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RB was assigned to find new business opportunities and 
reorganize a large European technical service company

• Leading European telecommunication company

• Offers technical support & provisioning and error resolution

• Core assets: nationwide presence, technical expertise, financial strength& size, remote solution capabilities

• Client (incumbent) served customers completely for trouble-shooting and provision, while the other competitors only for 

regulated mandatory services ("last mile")

CLIENT
PROFILE

CLIENT CHALLENGES

Falling volumes

• DSL market growing less

• Network increasingly 
automated

Cost pressure

• Strong competition 
means decreasing 
margins

• Regulatory pressure 
(e.g. DSL, prices)

Quality

• Quality as a way of 
standing out in the 
market (e.g. keeping 
deadlines, provision 
problems)

New skills required

• IT and telecoms 
converging

• New terminals

Broadening revenue 
base

• Approaching new client 
groups (e.g. business 
clients)

• Client must accept challenges and 

actively respond to them

Identify and build up new 

business opportunities 

Optimizing organizational 

structure in face of future 

challenges

PROJECT OBJECTIVES

1

2

PROJECT OBJECTIVES AND BACKGROUND
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Alternative business models are being developed to make up 
for fall in core business volume, based on clients' key assets

1 SMART METERING

• Legal Framework designed:

– Due to EU legislation, SM will become an attractive area

• European SM projects overviewed

• SM processes drawn

• Alternative business models with strategic &  financial

benefits / drawbacks identified

2 ICT – IT HELP AND CUSTOMER SUPPORT

• A complete portfolio of services designed to address all 

potential IT customers

– Remote services via hotline staff

– In-store services

– On-site services

• Entry market & expansion strategies of competitors     

analyzed

4 CUSTOMER CONTACTS AS SALES CHANNEL

• Vision: CRM-based, targeted marketing management

• Aim: use all relevant customer contacts during core 

operational business to promote sales 

3 OPTIONAL SERVICES TO CARRIERS

• Problems with terminals handled by carrier's contractors; 

client to offer services to end customers, replacing the 

carrier's contractors

• Competitive advantage: client provides complete services

New business
opportunities • Client (incumbent) is bound to provide regulated 

mandatory services as far as the telecom. terminal

Move into markets closely related to core business, building on current strengths and skills

GROWTH THROUGH NEW BUSINESS
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The reorganization focused on achieving increased efficiency 
and supporting the development of new business
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Define field force

• Field force role and skills
• Organization (management span, area, specialization, etc.)
• Support and advance services

Consolidate 
vision/project

Concept developmentA

Define support functions

• Necessary support functions (what, how many, when, what 
quality etc.)

• Optimum level of centralization/future organizationM
o
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Realign headquarters

• Identify required HQ functions/resources required
• Reduce locations
• Define interaction between HQ and branchesM
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Set up control model

• Cockpit for operational excellence, KPI definition and target 
levels

• Control mechanisms and proceduresM
o
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B Preparation

• Coordinate Management &  
workforce

• Adapt processes & IT (Define 
changes required and put on 
roadmap)

• Make targets controllable 
(ensure measurability)

• Train staff

• Implement HR actions

• Implement process changes

• Implement IT changes / 
workarounds

• Fine-tune targets and control 
logic

• Develop/train staff

RolloutC
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• Number of HQ reduced from 70 to 30 in 
2009 and 20 on long-term
– HQ downsized by transferring 

operational tasks to branches

• One management layer eliminated in the 
organization of regional structures

• Centralized management of back-office 
units improves workload & overall 
efficiency

• New field service organization:
– Split  the organization into units for 

business or residential clients
– Stabilize organizational units & team 

structures irrespective of volume
– Establish an expert team "system 

center"

D Results

REORGANIZATION
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RB reshaped the business and identified new growth 
opportunities in a fast-changing market

NEW BUSINESS REORGANIZATION

Refocus technical 
service

Five new business ideas identified with close 

proximity to client's core competencies

Organizational structure defined top-down and 

verified/detailed bottom-up

Start-up period successful pilots running, 

transition to line organization planned

Budgets for implementation granted Changes accepted by management and 

successfully negotiated with work force 

representation

Restart in new structure

PROJECT RESULTS
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We deliver results


