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My Objective…………

• To share with you some of the key learnings we gained in 
working with our partners to deliver an SFA solution to a 
global community



From this……



to this……



• Our Vision & status

• The first considerations:

• Teams Roles & responsibility

• Governance & Planning

• Process & Control

• Planning & Deployment

• Tracking & Reporting
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PROJECT WiSE:
(Winning in Sales Execution)



WiSE – What is it ?

Vision:
• To deliver a global, harmonized Sales execution process leveraging best in class 

software and mobile technology to create ‘One Way of Selling’ and excellence in 

execution of the Perfect Store & Right Store driving Revenue growth and delivering 

savings across both Sales & IS

Scope:

• All Mondelez sales teams direct & in-direct, covering employees of MDLZ and 

Distributor partners in all markets

• Sales Front office and back office processes/tools & systems

Measures:
• 6 Core Global Retail Execution KPI’s

– Shelf MSL/Share of Shelf/Active Hot Zones/Strike Rate/ Avg Call time/Hot Zone 

MSL

• Targeted Sales & IS savings through efficiency



Still to come in 2017: 4 incremental markets plus additional sectors/channels in existing 

markets adding an incremental 5000 users 

WiSE Update: 
April ‘17 

# Live
countries48

*and counting

# WiSE Users 15,000

475 users & 
6 markets

280 users & 2 
markets

February March

2017 Deployments to 
date

April

65 Users 1 
market

Over 400 million store audits
Over $12 bn order value 



Key Considerations for Deployment

• Clear leadership & governance from day 1

• Cross functional teams but operating as one team –
sales/finance/IS & Partners

• Change & Communication management planned & co-
ordinated centrally

• Identified stage-gates to review & agree next steps

• Budget management

• Success criteria agreed & aligned with all stakeholders early

• Establish standardized KPI measures & calculations

• Thorough Planning early will deliver greater results in the 
end.



PMO

• Master planning

• Drum beat & prog 
statuses

• Change control admin

WiSE Structure Overview 

Center of Excellence (CoE)

•Focused on future 
development of WiSE

Center of Deployment (CoD)

•Focused on deployment of 
solutions to markets

Center of Execution (CoeX)

•Focused on daily operations / 
support

Global Program Director

NA

(Sales/EBS/Change  
lead)

- Engagement

- Change mngt

- Training

- Communication 

- Benefit tracking 

MEU                                         
(Sales/EBS/Change  

lead)

- Engagement

-Change mngt

-Training

-communication

-Benefit tracking

EEMEA

(Sales/EBS/Change  
lead)

- Engagement

-Change mngt

-Training

-communication

-Benefit tracking

AP

(Sales/EBS/Change  
lead)

- Engagement

-Change mngt

-Training

-communication

LA

(Sales/EBS/Change  

lead)

- Engagement

-Change mngt

-Training

-communication

-Benefit tracking

Sales Center

• Process mapping

• Reporting definition

• Sales change leadership

• DMS roadmap & 
engagement plan

Change mngt & Com

• Training

• Communications

• Change mngt

• Community 
Finance

• Accounting

• Forecasting

• Benefit tracking

• AR preparations

Wise Global Centre of 
excellence IS  lead
define product road map for Sif, rebo, BI, 
platform, dms, app factory, mobility
own and land wise releases
lead product owners for each areas
Manage a team of ‘product owners and 
architects)

WISE global 
deployment IS lead
define and set up centre of deployments 
structures
manage and oversee on-boarding , in flight 
& exit of roll outs
benefit realisation opportunities
Manage a team of central planners & PM 
swat teams.
Direct Regional ebs leads 

Wise Global support 
lead
coordinate and own global elements of 
support opportunities
on board countries after hyper care
identify shared srvcs/GBS  opportunities & 
link with sales ops
Manage  a team of incident mgrs. / prod 
controllers and global SFA & DMS admin 
coordinators

Wise Global Sales 
centre lead
Govern one way of selling
Manage requirements
Define process mapping L1-L5 of 
bph
Define KPI and reporting standards 

WISE regional sales 
lead
Change leadership in regions
Engagement / Change mngt / Training / 
Communication /Benefit tracking 

Local Sales 
Operations 
Local / regional / 
global
Execute one way of 
selling

DMS

• Define global DMS model

• BO reporting

• DMS Deployment plan

• Trade Edge and ERP 
technology

IS  Support & Oper 
Centre

• Centre of operations

• Support

Country roles

•WiSE Lead

•Sales lead

• EBS lead

•Change mgt lead



Roles & Responsibilities:

Drive new functionalities, 
global governance and 
standardization

• Focused on future 
development of WiSE

• Define global strategy and 
governance 

• Drive development processes 
and set the different priorities 
(short/long term)

• Align and seek together with 
CoD most efficient way of 
deployment

• Work with CoEx to create 
integrated services 

Driving fast roll out by 
wave and change 
management

• Focused on deployment of 
solutions to markets

• Prepare, drive and support the 
regional- and country 
organization for roll out

Offering global support, 
KPI reporting and benefit 
realization

• Turning process and apps into 
consumable services

• Prepare the country for 
alignment in processes and 
change management

• Optimize organization 
structure according to global 
bench mark

• Implement metrics to 
measure and seek 
improvement

• Focused on daily operations / 
support

Assemble fast and efficient.
Few, standard, specifications. 

Managing consumer experience.
After-sale service. 

Setting out the strategy and 
design

CODCoE CoEX



Governance Principles

In conjunction with the Coe/CoD/CoEX 
model clear governance for change & 
issue management is vital.

Live Market

Regional Governance  
(1 Per region)

Steer Co

1

2

3

40% KPI results

60% Capability/Plans

50% KPI trends

50% Capability/Pans

70% KPI trends

30% Capability

► Feedback to markets from 
Regional and Global 
Leadership

► Feedback to regions from 
Global LT on key actions



Q3>Q3 Q4 Q1 Q2

Invest in planning phases:

Process Design & 

Prototype

Test & 

Learn
Early Adopters & wave 1  Deployment

Regional benefit realisation

Early Adopters 

Market 

Preparation

Regional Market Preparation

Implement 

architecture & 

processes

Establish and sustain Sales BPE  governance

T&L Scope
• 6 markets

Early Adopter & Wave 1
• 13 markets

Wave 1 Scope
• …

Learnings 

& update



Establish Process, then standardise the configuration



Global Reference Configuration: Fixed but with 
Flexibility

• Establish a global standard with limited options

• Manage changes through a clear change control process

• Regular update’s via governance forums across markets & 
regions

• Centrally controlled processes chnages or amends



Planning & Deployment 



Wave vs Non Wave Approach ?

Project 

Preparation

Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisation

SIF/GRC Release

Project 

Preparation

Solution 

Validation
Configuration & System Test

Business 

test & Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisation

Project 

Preparation

Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisation

Project Preparation
Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisation

Project 

Preparation

Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation
Go Live & Support

Hyper 

care
Business stabilisation

SIF/GRC Release

Country 1

Country 2

Country 3

Country 4

Country 1

Country 2

Country 3

Country 4

Patch

Patch

Patch

Patch

Patch

Wave Approach

Non Wave Approach



Wave Approach

• A ‘wave’ is a group of markets that execute project tasks in 
lockstep.

• Key milestone dates (kick-off, testing, training, go-live) are 
identical in all markets in the wave.

• At status meetings all markets will be discussing the same topic.

• Waves are sized to align with available resources and business 
priorities.

• Waves are pre-synchronised with SIF/GRC releases.

• Workshops can be regional.

Waves : enabler for rapid deployment



Template Exploitation and Evolution

• Wave approach reinforces use of standard templates and template improvement

• Templates include: project plan, scope charter, training materials, test scripts etc.

Project 

Preparation

Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisationWave 1

Project 

Preparation

Solution 

Validation

Configuration & 

System Test

Business test 

& Train

Final 

Preparation

Go Live & 

Support

Hyper 

care

Business 

stabilisation
Wave 2

Explain the template

Gather feedback & 

improve

Explain the template

Explain the template

Gather feedback & 

improve
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Waves Plan:
Consolidated Global Waves 2016-2017

Jul    Aug    Sep    Oct    Nov    Dec   Jan  Feb   Mar   Apr   May    Jun    Jul    Aug    Sep

3
Wave

• Portugal

•Spain

2016

• Greece

• Russia

• Bulgaria

Wave 3
Total 8935 users

• Croatia

• Argentina
Merch & Presales

• Poland 

2017

Distributors

• EAM: Albania, 
Bosnia,  Kosovo, 

Macedonia, 
Montenegro, 

Serbia, Slovenia 

Initiate: Engage, Project Prep and Solution Validation

Execute: Config & System Test, Business Test & Train

Rollout: Final Prep, Go-live, Roll-Out (red =large, green = small)

• Peru

• Ecuador

Updated 1-Sep-2016



Benefits of Wave Approach

✓Saves estimated $5m per annum in project efficiency.

✓Streamlined program scheduling and monitoring.

✓Creates momentum and discourages schedule slippage.

✓Lower T&E costs.

✓Improved template exploitation and evolution.

✓Better alignment with SIF releases.

✓Reinforces standardisation and discourages market-by-
market specific approach.

✓Sustainable for a large number of markets.



An example of the Wave 
approach & governance



Key Dates Wave 2.1

• Dec/Jan Pre-engagement

• 23rd Jan Engagement complete

• 6th Feb  Initiate - Project Preparation complete

• 27th Feb  Solution Validation complete

• 3rd Apr  Configure & System test complete

• 24th Apr  Business Test & Training complete

• 1st May  Final Prep complete

• 4th May  Go-Live & support



WiSE Market Playbook: Engage

ENGAGE

Project 
Prep

Solution 
Validation

INITIATE

Configure & 
System Test

EXECUTE

Final 
Prep

Go-Live / 
Rollout

ROLLOUT

Hypercare
Project 
Exit

BENEFIT REALIZATION

Business 
Test & Train

Business 
Stabilization

# Activity / Deliverable Timing Supporting Materials

1) 1

)

Perform Roadshow for 

Market/Cluster/Region

As appropriate • 100 Why - WISE Introduction

2) Perform Market Readiness 

Assessment

12+ months prior to

Initiate

• 224 How PMO - Market 

Readiness Assessment

3) Prepare Market Project Charter As per Market Kick-Off • 321 What - Project Preparation

4) Collate Action Plan to close hotspots 

(gaps)

Post MRA completion • Hotspot Register

• Hotspot Process – Section 

Change Control Process P. 18

• 224 How PMO - Market 

Readiness Assessment

5) Build Business Case Per IS Portfolio 

schedule

• 271 How Strategy - Financial 

Processes

6) Conduct PM Introduction to WiSE As per Market Kick-Off • 310 What - Engage

https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/100 Why - WISE Introduction&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/224 How PMO - Market Readiness Assessment&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/321 What - Project Preparation&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/Lists/Hotspot Register/AllItems.aspx
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/_layouts/WopiFrame.aspx?sourcedoc=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/210 How - Ways of Working/WiSE PMO - Ways of Working July 2014.pptx&action=default&Source=https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder%3D/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/210 How - Ways of Working%26FolderCTID%3D0x012000B7C1F23A358A6A43B773096383A86073%26View%3D{B7E9A129-4B97-4FE6-9962-416A8848518D}%26InitialTabId%3DRibbon.Document%26VisibilityContext%3DWSSTabPersistence&DefaultItemOpen=1&DefaultItemOpen=1
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/224 How PMO - Market Readiness Assessment&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/271 How Strategy - Financial Processes&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}
https://collaboration.kraft.com/sites/WISEWinninginSalesExecutionV2/PMO/Forms/AllItems.aspx?RootFolder=/sites/WISEWinninginSalesExecutionV2/PMO/00_WiSE Play Book Repository/310 What - Engage&FolderCTID=0x012000B7C1F23A358A6A43B773096383A86073&View={B7E9A129-4B97-4FE6-9962-416A8848518D}


Week Commencing 5-Jan-2015

• Key Activities
– Readiness Assessment & Actions

– Draft Project Scope Charter

– Hotspots (Scope)

– Commence data clean-up



Wave 2.1 Tracker



Tracking & Reporting –
Operational Excellence Program



Operational Excellence:  
“the relentless pursuit of doing things better”

• The purpose of Operational Excellence program is to provide roadmap and guidance for 
In-store processes towards the desired maturity

• L2 of In-store Retail Execution processes defined in Sales Taxonomy model have been 
identified as a starting point for RE Operational Excellence assessments 

• 5 stages of maturity model, from aware / bronze (low) to best in class / diamond (top)
specifically developed to measure maturity of each process

• Regular tracking & consistent measures will allow for market level development action 
plans and the linkage back to process & tool development
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Operational Excellence Key Elements
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KPI Convergence 81% 88% 94% 91% 63% 91% 78% 82% 76% 83%

WOW 

Compliance
91% 71% 61% 91% 71% 75% 72% 92% 80% 78%

App Usage 83% 83% 67% 100% 67% 100% 83% 100% 100% 87%
Rep level 

reporting
67% 67% 67% 67% 67% 67% 100% 33% 67%

Sales Mgr 

level 

reporting

100% 100% 50% 67% 100% 100% 67% 100% 100% 87%

KPI links to 

SIP
67% 100% 67% 100% 33% 67% 33% 100% 100% 74%

Territory level 

targets
67% 42% 90% 33% 44% 78% 100% 71% 66%

Training 100% 83% 67% 100% 100% 100% 67% 67% 67% 83%
Other 

operational
100% 56% 89% 100% 78% 89% 67% 78% 89% 83%

US RSA CAN ARG INDO PHI
Jan 2017

Must Win Markets Priority Others
ALL 

AUS BRA FRA GER RUS UK

2.Run detailed E2E assessment +12 months from deployment

3. Establish Monthly Dashboard to create rhythm & focus on key 
measures

1. Establish regular Review forums with markets & regions

4. Standardized  market level reports & measures



In Summary:

• Clear Vision & Scope

• Create 1 team across Sales/IS & Vendors

• Establish Governance  & Sponsorship early

• Establish clear success measures & tracking methodology

• Consider deployment options to match desire for speed & 
consistency

• Create standard playbook & process of engagement

• Think of what comes after deployment – Operational 
Excellence



THANK YOU


