Management Consulting Tools and Processes – Sharon Crost
Introductory Session
Sharon Crost ( Enthusiastic, Interactive, Value-add…


9 years of teaching @ GGSB ( Passion for teaching


Active Mgmt Consultant ( working with HP, IBM, Dell


NGOs, SMBs, and CSR

20 yrs ROI

Mike Thompson ( English


Degree in Economics


Commercial Banking Career


Formed own consultancy firm


Victoria, British Columbia


Strong background

Questions Addressed?
· How can you be outstanding? 
· What are the tools and processes that are used in the field?

Consultants:-

· Are compensated for knowledge

· Have learnings to communicate

· Are constantly prospecting

· Use client’s time wisely

· Are capable of active listening

· Comprehension

· Demonstrating evidence of involvement

· Listening with purpose

· Paraphrase and summarise

· Exploit tools

· Network of collaborators

· Professional reputation is key
· Blog

· Course materials

· Tages
· Past-client testimonials

· Word of mouth feedback

Contacts and Winning business

· Best consultants

· Use Structured process

· Technology use wisely

· Ask brilliant questions

· Flexible

· Strategic “no” – trade offs between resources

· Are results-oriented (metrics, monitor, communicate)

· Manage risks

· Able to work with all clients and co-workers

· Deliver insight

· Clear thinking

· Good estimates

· New ideas

· Follow-up sales pitch

· Evaluate ideas fairly and justly

· Know how to win business

· Presentation of Course

· ACTIVE!
· Interactive
· Learning by using!
· Instructor – facilitation
· Offers a good impression of the experience of mgmt consulting
· You are no longer a “student” you are a mgmt consultant

· Safe environment for learning – mistakes can be made here…

· Professional attitude… Be on time!

· Respect other peers (“consultants”)

· Evaluated on participation

· Web search – management consulting resources – “your network” 
· Expected Results for students
· Provide toolkit

· Know how to make a good proposal and practice

· Understand how consultants ask questions

· Understand tools to manage a consulting project

· Understand how to measure performance

· Get hired by fellow students
· Pre-course Assessment Questionnaires

· Avoid addressing private issues
· Codename ( works to anonymise… 
· Avoid irrelevant questions – stay relevant
· Keep questions unbiased…

· Open ended questions, she can assess the goals of the students and address the different points if she isn’t going to cover them…

· She can align expectations
· Redundancy within the questions…

· Objectives for the survey…

· Introductions
· Formal introductions
· Business card exchanges
· Consultants use the business card to exchange information
· The process to welcome people was quite intense…
· It is important to “Win” for “money”…

· Management Consultants are in competition to “win” contracts
· Thus, it’s important to experience that competition…
· The Consultant’s Toolkit – Silberman
· Presenting/Listening
· Listening for details over the next hour.
· Think about 3 key words to present about yourself…
· Why are you trying to get this across…?
· Key takeaways

	Presenting
	Listening

	Why?
	Active Listening

	Who is the audience?
	Notes/Summary

	Key takeaways?
	Paraphrasing

	Organised
	Respect Presenter

	Meet time limits
	Desire to understand (vs. agree)

	Communicated clearly
	Open/non-critical

	Summarized
	Note questions/unclear items

	Questions!/Next steps
	


· Elevator Pitch
· You have the time it takes to present your information to the people within the elevator…
· By asking a question about how well it was understood we can find out how well our style came across…
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Entonu Augustine

Nigerian


Gregarious, loyal


Belt in Tai kwando…


Born in the month of August (hence Augustine)

Attainment drives me…


ACCA & MBA combined


Marketing education certificate…


Networking tools in MBA


What drives him?


He’s always been below average student, but now he’s driven


Moving into CFA or DBA…
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Julia Kosela

Polish

Run small marketing company with 2 partners


Specialise in interactive image personalisation technology


Poland, Lithuania, UK


Worked for 1 year in Xerox as a research analyst
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Joseph Lynn


English


Capable


Diligent


Creative

3 projects



Studyguider



Corporate Social Responsibility



Customer Relationship Management and ERP database


Question – “What are my 3 projects?”

3 projects



Studyguider



CSR



CRM
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Christy Li

Hong Kong


Batchelor Degree in Maths and Statistics and Actuarial science…


Managing parents managerial degree


Objective is to learn a manage a company…
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JAIMES PARDO Luz Yady

Columbia


Electronic engineer


Moving from technical to commercial



Technological


Oxford Brooks university


Creative


Fighter


Persistent


Sociable…


Question:- Fighter, sociable
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John Poley

British


Defence Technical consulting


People make things interesting


In the world of change…


He sits in between the technical aspect and the personnel access…

[image: image7.emf]
Rautala Pekka


Netherlands


Experienced executive


3rd period of his life


Hired in difficult change situations with companies with difficulties


Originally an accountant…


Managerial positions for a long time
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Salguero Bernal Augusto


Venezuela -> lives in London


33 yrs old


Runs a food business and catering organisation


Hoping to fully develop a larger skill this year


Enthusiastic


Curious


Passionate


Questioned: Sanjay



Enthusiastic, Curious and passionate…
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Jonusauskas Laurynas


Lithuania


Moscow, Lithuanian Embassy


Studying at the Moscow site


Knowledge Management
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Carolina Ferro

Columbian


Lives in London -> London Campus


Finishing MBA studies


Worked in banking


Business Development


Transition period


Wants to transition into Change Management Or Quality Control…


Working with Joe to do Corporate Social Responsibility project to raise profile of university…


Question:



What does she want to do?
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Jumba Katai Asa


Zambia


Public service


Internal Auditor


Assessing management risk


In civil service for over 10 years


There is a planning unit which is in charge of hiring consultants…


Question: What did I say about my current work?



She works in the civil service



Management assets
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KEMPF Felix Michael

Germany


Explain the business side


Organised


Efficient


Intercultural Marketing and Chinese


Power = work/time


It’s not about the work you do, it’s about the time


He’s been working in tourism for 6 yrs


He doesn’t like Speak Talk, No Action people… STNA


Question: Israel ( What is STNA



Speak Talk, No Action
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SHOULS Anne-Marie (Flo)

Royal Airforce


Since 17


Aircrew


Flown the Hercules, and BT10


Freight, refuelling for small planes


25 years


Wants to leave the army so she takes MBA


She wants to do rally driving


Question: Which aircrafts have I flown?



Hercules and BT10
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Stenina Julia


Russia


Marketing since 1996


FMCG


Marketing manager


Open for changes


Open for communication


Easy going


Ready to support team…


Question: What are my key words?



Changes, supportive, easy going…
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SUMMA Ruut Pipsa Susanna

Finland


Long history in management



Restaurants, retailers, civil services

Knowledge comes from business, sciences and knowledge management


Specialised in HRM and KM


Can cook and is loosely connected with Harley Davidson

Marcie?

Iran


London 1991 – Biochemistry & PhD


King’s College & Bart’s hospital


Published papers on breast cancer and fertility


She loves solving problems and challenges


Critical mind


Question: Luz – Which are the places I’ve worked?



King’s College
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Agbaroji Maureen


Nigeria


Accountant


Banking sector 4-5 years


MBA in London to broaden scope


Multicultural environment


Different countries apart from Nigeria


Observant person


Good with figures


Enjoy travelling


Question: Felix – how would I describe myself?



Multicultural person…



I would also say:- good with figures, observant and enjoy travelling
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Akin-Bankole Abiodun


Nigeria


Joint degree in account and computer studies


PAT qualified CIMA student


Looking for a Mgmt Consulting opportunity


Gentle


Fun to be with


Hoping that she will be able to move from accounting to a mgmt role…


Question: Augustine – first degree?



Computing with accounting… Combined studies…
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Bivol Iolanta


Maldova


Russian & French speaker


Degrees in engineering, Business and PhD in economics


Different law firm projects


Trainings for different enterprises for banks…


Managerial Consulting because she is asked to increase their results…


Question: Julia, why this specialisation



Consultant who helps people improve performance
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Camarillo Martínez Israel


From Israel? No, from Mexico


Works in construction as a civil engineer


Project Management in construction


Creative


Analytic


Thoughtful


Wants to improve his communication skills


Question: Joseph, can you tell me the three words I used to describe myself?



Creative, analytic and thoughtful…

Hamed


Powerpoint presentation…


Picture…


Iranian/Georgian


35, born on longest night of year?


Education: Veterinary Doctor – 6 months practice


Managerial experience Pharmaceutical and UNHCR 


Pushed him towards 


International Project Director


Initiative


Question: To everyone: what did you like about this?



You went further than the competition
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Antonios John


Lebanon, half Egyptian


FMCG


Head of marketing for Subway Eastern Africa


Wants to open a new pub


Question: What position do I currently hold?



International Director, Head of Marketing and don’t know
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CHERIAN Sanjay Mammen

Energetic


Enthusiastic


Motivated


Lived in India, born in Australia


Combine Doctorial skills


Cardio Surgeon


Analytics


Question: Hamed – “What’s my area of specialty?”


Cardio-surgery
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YERGESHBAYEVA Assel


Kazakhstan


Oxford Brooks MBA


Great MBA


Deeper knowledge in management


Meeting good people as the opportunity


Future career in consultancy


Learn as much as possible from this week


Question: Carolina – “Why am I doing MBA?”


Enjoyed meeting people and broaden scope.

Debriefing the Elevator Pitch

· Nervous?

· It is always scary especially with peers…

· Did you think about the timing?

· Sanjay – Prioritisation is required when you have limited times…

· Carolina best remembered the honesty of Israel… 
· Shared something in common (Latin America)…

· Susanna – remembered Pekka (they shared Finland)

· John P – Remembered Julia S – because she asked a question twice
· Forced into Active Listening…

· Hamed - Decided to use a computer… but more people thought it was negative than positive… 
· Presenting, making a proposal – to one of the biggest clients and one of biggest presentations 

· Asking good questions is really important

· She had a method with all the names and pictures…

· Key Points to take away

· Time

· Nervousness

· Language

· Prioritisation

· Asking questions is really important

· Opportunity to think about yourself and how to get yourself known

· Elevator Pitch
· Much less time…

· More comfortable…

· Easier to prioritise…

· Easier with the elevator…

Teamwork
· Respect – Social, Ethical, Cultural, Environmental, Political

· When you form a team what do you want to do:-

· Learn the individual strengths
· Storming /Forming/Norming/Performing
· Set up rules…
· Exercise to learn about team…

· Build a team spirit (camaraderie)
· Team conflicts can be addressed in a similar way…

· What do we have in common?

· How will this help things work together?

Note Taking

· Key Points

· Decisions

· Takeaways

· Technology to do the job

· Rethink about how you take notes
· How to summarise?

· Impacts your reputation

· If you take good notes and send them straight away that improves your credibility

· If you rely on your memory, then it will fade
· Take pictures and video if there is something that is critical

· Written notes are critical in management consulting
· Module 1 - Making Contact and Getting Business - debriefing
· Pitch yourself in 30 seconds
· Active listening is aided through note taking
· What did you learn from the consulting tools brainstorm…?
· Take-aways… 

· We all work differently
· We all have different perspectives…

· It’s worth understanding the kind of person you are from the experience
· Some people are task oriented, some people are process oriented…

· Skills, tangible items, and network

· Gifts, cards and money

· Networking and network skills

· Knowledge skills
· Insights
· When faced with chaos, I tended to fall back and wait for someone to take the lead
· I should think about ways to impose order over chaos when faced with this sort of situation!
· Manage your profile and your brand…

· Associate yourself with the context of the market…

· Team Exercise

· Multiple leadership personalities can cause conflict and its difficult to find synergies
· Dealing with too many decision makers

· Rank confers the ability to make decisions
· Audit function – auditing on quality and time

· Assign time keepers
· Teamwork is one of the biggest challenges of the class…

· Adjustment of expectations…

· Adjusting the way that you do things…

· 80% of the work is agreeing on decisions and aligning the objectives with the client

· Networking
· What did you learn from the networking exercise?

· You never know where your reputation will reach
· Networking is a 2 way street
· Proposals

· Takeaways
· Templates

· Request for proposals
· Prioritisation

· Quality vs time trade off
· Takeaways

· Solution proposal

· Executive summary

· Bullet points of all below and insight on key points, chart OK

· Objective

· Clear, measurable (numbers stated) 3-5 max objectives – “restated the objective with passion”… 

· Project structure

· Who, priority, specific scope alternatives

· Timeline

· Phases, milestones, backups, critical

· This is the way we will build out timelines

· Cost

· Estimates, ROI if possible dates, more info available, pricing strategy, value costing/pricing
· You can always come in under the budget…

· … Or offer a range of options

· Assess the value of your contributions for the client
· Issues/exceptions

· Risk management plan, people and change management

· Company profile – how the company perfectly fits the need

· This is how we meet your needs!
· Here is a proposed organisation of the project

· References (customers, websites)

· Point people to the website of example clients
· Contact info (email/phone) – brief

· Ask for the business
· Polite, tactful aligned way…
· We would like you to choose us…
Module 2 – Successfully managing the consulting project

· Analysis Tools
· Metrics

· Project Management

· Discussion – aligning project
· What will you do to make sure the project is aligned with your client

· Affirmation and dissonance…

· Negotiation
· Actively listen to your client
· Be aware of what you can and cannot perform
· Know your value
· Consultants are paid for risk
 “All you need to know about project management”

· Put the variables in a “box”

· Budget/resources

· Money or people

· Scope/functionality

· Time

· Constrain all these things and you will fail!
	
	CONSTRAIN
	OPTIMISE
	ACCEPT

	RESOURCES
	*
	
	

	TIME
	
	*
	

	SCOPE
	
	
	*


The most important factor becomes the constraint, the second has to be optimised and the third must be accepted…

The resources are most important so they are constrained…

The time is the second, so it is optimised

Scope is least important, so it can fluctuate as the others are changed…

Consulting project management

· Project objective

· Task outline: what, who, link tasks

· On budget

· Cost estimates, track cost to estimate

· On time

· Time schedule, beginning, end , duration

· Plan meets objective – measure results

· Risk management

Scope creep – flag the issue and communicate it asap…

· You vocalise it, and talk about it again

Risk Management Plan

	Issue
	Likelihood
	Impact
	Management/ Backup Plan

	Scenario A
	High
	High
	Actionable by?

	Scenario B
	Medium
	Medium
	Actionable by?

	Scenario C
	Low
	Low
	Actionable by?


Every project has a risk, but it helps you share the risk!!!!!!!
Discussion #3 – strategy analysis

What tools would you use to analyse the strategy?

· Marketing Mix, 4 Ps, 7Ps, Balanced Scorecard, SPACE

· Strategic Analysis

· Pareto 80/20 Rule

· 5 Whys

· Why is it important that we e.g. get more sales?

· Why is it important for that sales?

· Why is it important for that..

· If you drill down far enough, you find the truth…
· Mind mapping

· SWOT

· Strengths, Weaknesses, Opportunities, Threats…

· It can be used for everything…

· Good questionnaires…

· Questions should fit to the goal
· Clear

· Questions fit to the audience

· Timing of the questionnaire
· Size of questionnaire (# questions)

· No redundancy
· Sampling group appropriate

· Directing it to the right people…

· Cost to administer and analyse

· Privacy of audience is respected

· You need to respect the audience…

· Tested

· Design and test the survey…

· Need to pilot the survey…

· Results in mind

· You need to look into the results…

· Anonymity is more likely to ensure there is a higher level of honesty…

· Honesty comes from anonymity…

· Types of Question
· Open ended
· Multiple choice
· Value judgment
· Mixed Ranking

· 100 Euro Test
· Asking more brilliant questions
· Operational performance issues and you need to find the source of the problem
· How would you analyse the performance of your client?
· Performance Measurement
· Metrics
· Balanced Scorecard
· Benchmarking
· SMART Metrics
· Balanced Scorecard

· Internal and external

· Current and future

· Customers

· Stakeholders

· Financial

· HR

· Product/service operation

· Benchmarking

· You can’t benchmark competitors 
· you do a competitive analysis of a competitor

· Benchmarking is when you compare processes
· Benchmarking processes – not necessarily your competitors

· Decide where to invest in strategic value-add versus standardisation

· Asking brilliant questions helps yield brilliant answers…

· Analysing results
· State assumptions
· Compare/contrast to results over time, competitors, etc…
· Gap analysis
· Differences from expectations
· Future Implications
· Presenting results
· Professionally done, look good…
· Preparation – Doctor
· Competitive Advantage
· Direct result of expertise
· Stuck to the time limit…

· Insight

· Conclude strongly and with good recommendations
· Present your value add (appropriately)
· Tell us what you’re going to say, say it, the tell us what you said
· Recommendations/Follow up

· Closed-loop
· Milestones

· Risks and Risk Management

· Ongoing Process
· New needs assessment
· Future Advances/evolution
· If a client does not live up to their side of the contract or is unethical, you should turn them down
· Client relationship – discussion
· Will you ever say “no” to a current client?
· Ethics

· Successful times of your life
· Will you ever say “no” to new business?
· Ethics
· Successful times
· A strategic “no”

· It is important to stay strong with your ethics…
· Tools for assessing potential client
	
	

	
	High
	Benefits
	Pricing

	
	Low
	Divest
	Demand Creation

	
	
	Low
	High


· Tools on follow up
· Presentations
· A real client is waiting for answers…

· Real business people, with real questions…

· Cases have been selected for us…

· Class notes – she’s mostly interested in insights…
· Feedback on the team and on the group…

· Those insights are most important…

Module 2 – Key takeaways

· Analysis tools

· SWOT - tools

· 80/20

· Mind mapping

· Metrics

· Make information clear

· You don’t benchmark competitors, you benchmark processes
· Benchmarking – you can “get ahead”
· How can we innovate our processes?

· SMART 
· Because it is incredibly costly to collect data
· Project Management Techniques

· Risk Management – Impact and likelihood - Who owns the risks?

· Constrain, Optimise, Accept

· Time, Scope, Resource

· Negotiation

· Collect information prior to laying it on the table

· Assess the added value of your services to your client

· Importance of active listening
· Willingness to give “strategic no” – where is my walkout point?
· Sometimes worth taking a “timeout”

· Questionnaires

· Assess the goals of the project

· Fit the audience

· Clarity

· Run a pilot

· Analysing Results and Follow-ups

Excellent Presentations

· Tell us about your team
· Clearly explain your business case objective
· Show how you propose to solve the problem

· Clear examples

· Insightful ideas

· Tell us how you will manage the project to completion

· Put in milestones
· Check for alignment and move on…

· Keep within the time limit
· Tell me what you’re going to say, say it, and tell me what you said…

Ground Rules

· Respect to the presenters

· Active Listening

· Fair evaluations

· Learning environment

· Have fun!

Comments for this group?


Constructive feedback – will you give us insight for the group?


Insight into the topic…


I really like this about the group


This is what they could improve on…

Team 3
· Executive summary

· Broadband to a smaller organisation
· Leveraging an improved chance of success

· Objectives

· Sierra Foothills Communities

· Gaining funds

· Solving the problem of infrastructure 

· Demand – chicken and the egg

Nice usage of physical space – good project structure layout

Timeline


Great design

Nice that they planned out the deadline specifically…


Good to see that they offered to beat it…

Company profile – http://igconsultancy.wordpress.com
Great that they had created a website

Took the questions well – Nicely focused on the importance of offering the system to the 

Team #4: GCG Consulting Group


Offering something friendly…


Three main options



SWOT Analysis



Project structure



Risk Management


SWOT analysis – A bit slow in the way he started out



Too in-depth about the SWOT




Option 1 – brand acquisition by a competitor




Option 2 – enhancing brand recognition




Option 3 – strategic alliances



Option 3 – SWOT ( Strategic Alliances






Offering private label……..




Offering the 3rd option to leverage the brand…





Wholeselling…



Nice to see that they had dropped in the PM slide



Risk Management
Team 1 - Fantastic delivery
Flo – has a great way of enunciating her key tags…

Addressed well the modification of the aircraft “Weakness”
Is it realistic to send the planes to US… 
Compared to competitors in that market who will not have those transportation overheads?
Scores:-

1. Team 2 - €703000
2. Team 3 - €627000

3. Team 1 - €438000

4. Team 5 - €430000

5. Team 4 - €302000

Great takeaways from each of the teams

Feedback from presentations

Team 3 – Key takeaways
· Positive Points

· Considering the digital divide

· Recommending outsourcing and they are currently doing it in house

· Spending more time on data cleansing

· Always know what you want to say
· The timeframe was very good – it was good that they left time at the end…

· Nicely brought in Julia, the expert

· Passion for the project
· Format was good and clean…

· Very good 7 step process…

· Outsourced research

· Nothing to worry about – “good”

· Critical evaluation
· The costs were not very well extended

· They should have guaranteed privacy of the data

· They should have taken “absolute responsibility” for the results of the outsourcing agreement

· They should have taken on the risk

· They should have had 3 sample questions and used them when questions

Team 2 – Real life takeaway for the client
· They are genuine real life contacts so they could really use them

· Feedback
· Positive

· Incredibly passionate and compelling

· Why were they the winners?

· They had prepared for the options

· Team 2 had a very strong presentation

· I liked the passion and the emotion
· The company is about emotion, their culture is emotional
· They aligned the culture of the consultancy with the needs of the client
· Phases good, conclusion strong

· The concept of network was strong

· Team 2 was offering the network
· Critical
· Everyone was crammed into the corner
· They should have used their people better
· They didn’t address why they were looking at India

· They should have highlighted the focus on India

· Gave cost details – should have been a bit less specific

· Giving costs is “risky, it’s very risky”

Team 4 – Takeaways – Alternatives was good
· The style was very consistent with the culture
· We’re not here with suits…

· There were holes in the details

· Bad first impression, because they were late

· Bad first impressions are so powerful and they are so strong they can make or break
· Delivery was cool, calm behind the scenes
· They gave hope to the client
· The client will probably make their decisions on the basis of who they like
· They met the needs of the culture

· Never misspell the client’s name!

· It’s always important to work as a team!

Team 5 – Takeaways – Smart stops will genuinely be interested

· The style was aggressive, but might have worked well with the client

· Feedback
· V. good slides!

· Understanding of the 80/20 rule
· Lots of numbers – aligned to the culture
· Got caught up in the numbers and felt like they might be working against them

· If you ever put weaknesses on a SWOT – you should ensure you don’t offend them…

· Never take the risk to question the client’s opinion…

· “You’re killing your products” – don’t tell them that until you’ve got the business…

Team 1 – Takeaways – Good to see them offer their recommendations for the planes…

· They ran out of time, but they have a great conclusion…
· They missed out…

· Be clear on the objectives and clear on the conclusions and it’s all good…

Feedback and Takeaways for the entire group
· Positive
· There’s a lot of challenge and necessary learnings from the people

· You only had 3 hours to work on this…
· This is real work which can earn real money

· She’s got some really good work out of us...

· There’s been a lot of pain, a lot of stress

· Lots of work – amazingly well done!

· Three of the 5 groups started the presentations with an apology
· There was a lot of respect for the team members

· In real life, it’s a challenge to get them to commit…

· Managing their team members is a challenge

· We could have had stronger objectives and conclusions
· We should have had a bit more in-depth insights
·  Question and answer session – rather than take the feedback, you should always have someone taking down the questions so that you can see what your client is really interested in…
· Why did she ask the questions she ask?

· In consulting, there’s a bit of science and there’s a bit of art…

Client meetings Feedback 
· We should have asked about:-

· “What are the needs of the people who will be in the meeting”

· “Wht are the critical needs?”

Consultant’s reality

· Exciting, interesting, ideas and helping

· Leading people to success
· it feels good to influence business
· Over time, as reputation develops, it becomes easier

· Independent times, and hours…

· Hard work / deadlines

· If there are tough deadlines, you must deliver
· Compensation meeting effort

· Generally dealing with experienced people

· Constant learning process

A week in the life

· Lots of admin, lots of accountants, lots of bills

· You only get paid 18 hours for a week

Choosing your employer

· Reputation

· Compensation

· Work/life balance

· Where do you sit? In your opinion…

Prestigious Firms
· “Big firm” consulting…

Big Four 

· They want you to be rounded, outstanding person and a speciality

Freelance
· Important to manage uncertainty….

· Managing demand (2 opportunities – who to turn down)

· If you want to do it on your own…

· Build your reputation!!!!!!!!!!
· Tell the world about your experience

· Who you are, what you do, and how you do it…

· It does you no benefit to do something great and for no one to know about it…
· References and recommendations

· If you want referrals…
· Keep in touch

· Tell me your strengths

· What is your objective?

· Sharon wants people to know that she is…

·  “Enthusiastic, interactive, value add”!
· Let’s build our network…
· Let’s stay in touch with your network
· Tell me your strengths and stay in touch…
· Let’s get linked in!
· Let’s get this network to work for you!
