Job Impact Analysis  

Business Process:  
	AS-IS
	TO-BE

	· Overwhelming manual activities

· Large part of customer service 

· Manual reconciliation between order entry and accounts receivable
	· Automation of transactions and processes

· Customers will have access to appropriate data

· Automated matching


Individual Job Profile Impact: 
	CATEGORY
	AS-IS
	TO-BE
	GAP

	Roles

	· 
	· 
	· 

	Responsibilities

	· 
	· 
	· 

	Interdependencies

	· 
	· 
	· 

	Behaviors

	· 
	· 
	· 

	Performance measures

	· 
	· 
	· 

	Skills

	· 
	· 
	· 


EXAMPLE:

Business Process:  Order Management 
	AS-IS
	TO-BE

	· Overwhelming manual activities

· Large part of customer service 

· Manual reconciliation between order entry and accounts receivable
	· Automation of transactions and processes

· Customers will have access to appropriate data

· Automated matching


Individual Job Profile Impact: Customer Service Rep 
	CATEGORY
	AS-IS
	TO-BE
	GAP

	Roles

	· Customer service rep

· Customer support

· Accounts receivable
	· Customer management specialist

· Single point customer
	· Customer management form

· Call center support service

· Sales focus

· Customer service/sales

	Responsibilities

	· Order taker/entry

· Fire fighter

· Manual matching
	· Prepare/implement tactical plan for profit growth in key accounts

· Team leader

· Team member
	· Business plan focus

· Target account focus

· Team focus

	Interdependencies

	· Finance, reconciliation, accounts receivable
	· Links to sales force and demand planners, finance processes
	· Single point customer contact sales, demand management, finance on service and inside sales

	Behaviors

	· Quality response

· Quick issues/problem resolution

· Not my job
	· Single point of contact service

· Sales orientation

· Self directed team leadership
	· Team lead, member

· Service provider

· Shared environment

· Sales/Self directed focus

	Performance measures

	· Time per call

· Issue documentation of customer complaint/resolution
	· Zero call backs

· Sales goals/margin goals

· Key account segmentation

· Team metrics
	· Financial metrics

· Team metrics

	Skills

	· Undertaking, processing

· Customer tracking system

· High school skills
	· Team skills

· Financial skills

· Relationship

· Technology call center

· College skills
	· College level

· Team skills

· Technology skills


