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Prashanta Mukherjee
Principal

Prashanta dot Com
(chiefworker@prashanta.com)

publicTRUST

2



emerge
Lessons learnt

1. Developing e-business Strategy
Prashanta Mukherjee

2. Implementing Online Service Delivery
Maurice Harry
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Agenda

Lessons learnt in developing an e-business strategy:

B Strategy development challenges
B Alignment with business strategy
B Vision, Value Net and Opportunities
B Project Metrics and CSF
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Strategx DeveIoEment Challenges

Change in market conditions
Impending change In governance
Extreme financial pressure

Flux in executive team

Business strategy uncertain
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Public Trust e-business vision

emerge

To use e-business
to deliver trusted tailored experiences
enabling Customers and Suppliers to interact
with Public Trust in a straightforward way
for mutual benefit.

e Maintains the focus on TRUST

e Acknowledges the need to tailor to
CUSTOMER CHOICE

e Maintains the promise of
STRAIGHTFORWARD interactions

e Extends the new thinking to SUPPLIERS
thus underpinning the PARTERSHIP
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Value Net: Leads to opportunities

customers service provider to customers
Suppliers ——
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J Competitors / substitutes
Complementors -
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ExamEIe Detail for Value Net

Segment Needs Wants

Lawyers
(probate;
processing)

Trustee
companies

Banks (TSB,
People’s Bank,
The Big 4)
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Prioritisation criteria from business strategx

Enables CRM strategy and a shift to

15.42 knowledge-based culture
14 58 |Builds Sustainable Competitive Advantage
125 Aligns with agreed strategic direction
11.75 Provides essential operational capability
9. 67 Is consistent with online brand drivers and values
Is likely to be accepted by responsible PT staff and
9.5 able to be implemented
7 92 Levers from the best of current capability
7 58 Lowers the cost of production
6.33 Maximises ‘Trust’
Supports social responsibility and government policy
4.75 initiatives
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Final e-business oEEortunities

Consolidated Opportunity

Weight

1604.68 e-CRM
979.47 PT High Value Customer Online Application Capability
682.49 Three
577.85 Four
566.75 Five
565.90 Six
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Project metrics and CSF
Joint team with consultant
100 Consultant hours
300 PT Joint Team Member Hours
50 PT Executive Hours
Whole of organisation consultation
All decision by PT Executive
4 months elapsed
An ROO (not ROI) approach
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