
SCALING SERVICES 
STRATEGY, STRUCTURE & EXECUTION



LEVEL 2: DEFINED - GOALS

Standardize 

Clarity of responsibilities by 
delivery team 

Focus on standardization of 
delivery 

Develop GTM engine for new 
services 

Expansion 

Value Added Services team to 
build out additional services 

beyond onboarding 

Fast growth into new markets ie: 
geographical and upmarket 

Building PMO 

Utilization Focus 

New time tracking/ PSA 
implementation 

Billable Time Targets 



Global VP Professional Services

Senior Director, Value Added 
Services

Director, Onboarding NA Director, Onboarding EMEA

Specialized 
Consultants

MGRs MGR

Functional 
Consultants

Project 
Managers

Technical 
Consultants 

Functional 
Consultants

Technical 
Consultants 

LEVEL 2 - DEFINED 
ORG CHART



85%
Onboarding Services

15%
Other/Ad Hoc Services

NEW
Value Added Services

LEVEL 2: SERVICE OFFERINGS 
Defined Structure 

Divisional Design



Quality
Management and visibility 
to customer projects

Standardization
New, improved project 
templates for each service 
enabled with PSA

Utilization
Focus on accurate time 
tracking behaviors to drive 
billable Utilization targets

Innovation

Value Added Services 
(VAS) in design to fit into 
service models and make 
repeatable

SERVICES EXECUTION
A new way to track value in PS



LEVEL 3: REPEATABLE - GOALS

Agile 

Efficiencies created with new 
supporting roles 

Scale to different needs without 
re-design 

Standardized/Efficient

Scalable 

Scale to Products  

Scale to Segments 

Scale to Services 

Scale Geographically 
+more as needed 

Focused Development 

Attrition due to lack of growth 
opportunities 

Skills development based on role; 
clear career pathing 

Specialized Services amplified 



NOTABLE CHANGES & OPPORTUNTIES

• Promotions 

• New Roles/Opens 

• Staffing Adjustments



Global VP Professional Services

Manager, Service Excellence Director, Functional Services 
NA & APAC

Director, Functional Services 
EMEA

Director, Global Technical 
Services

Manager, Global Solutions 
Architecture

Project 
Managers

Service 
Excellence 

Lead

MGRs MGRs MGRs Solution 
Architects

Functional 
Consultants

Project 
Managers

Technical 
Account 

Managers 

Technical 
Consultants 

Functional 
Consultants

LEVEL 3  
ORG CHART



LEVEL 3: SERVICE OFFERINGS
Scalable Structure

65%
Functional Services

35%
Technical Services

5%
Service Excellence

NEW
Solutions Architects

Functional Design Matrix



Quality
Delivery assurance function

Standardization
Services design & 
development

Utilization
Ensuring speed of delivery 
& time to value.

Innovation

Evolution of services and 
new services design. 2023 
priority is Enterprise!

SERVICES EXCELLENCE
A new function of PS



HOW TO JOIN THE CONVERSATION

• Follow the LinkedIn Group 

• Join the Slack Channel 

• Watch for Upcoming Events

Search: Services Delivery Alliance

Sign-up: servicesdeliveryalliance.com to receive the link

Learn more servicesdeliveryalliance.com

http://servicesdeliveryalliance.com
http://servicesdeliveryalliance.com


X


