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Introduction

Why do we outsource?

Reduce cost.

Business strategy (distribute risk).

Focus on its core competence.

Share the risk with third party vendors.
Access a flexible pool of skilled resources.

AR

Risk and Pre-requisites.

1. ¢ Risk of reduced quality (handovers).
2. ¢ Service-level agreement (SLA) to define and respect.
3. ¢ Key performance indicator (KPI) to measure outsourcing efficiency.

Tracking

= A Metrics Dashboard to measure and control the activity to the objectives.
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Dashboard

Example of dashboard
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High Level Process Flow
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Modular Structure

Dashboard A

KPI Library

Module Selection Dashboard B

KPI #1: Timeliness

KPI #2: Timeliness Over Time

KPI #3: Quality

KPI #4: Quality Over Time

KPI's

KPI #5: Staff Retention

MACROS CALLS

KPI #6: Rework

KPI #7: Cost ' '

KPI8 KPI9 KPI10 KPI11l KPI12 KPI13 KPI14 KPI15 KPI16 KPI17 KPIxx

A oML,



Dashboard Input

The Project Metrics Sheet

Total
Partner resources spent Partner
on resources
Number of Target Actual Deliver Delive! spent on
Partner Compound Protocol | Deliverable Item Stagrt Start Tar ety Actua?, Devel c those Quality as assessed
Number Number Type Deliverabl 9 evelopme Q deliverable by Merck staff
es Date Date Date Date nt s
(Re-work (Re-work (Re-work
incl.) incl.) incl.)
(FTE days) | (FTE days) (FTE days)
MyPartner DUMMY DUM4 Type1 12 2-Jan-12 2-Jan-12 4-Jan-12 4-Jan-12 0.3 1.125 1.425 2- good
MyPartner DUMMY DUM4 Type2 75 6-Jan-12 7-Jan-12 15-Feb-12 20-Feb-12 5 1.25 6.250 3- issues with numbers
MyPartner DUMMY DUM4 Type3 13 22-Feb-12 | 22-Feb-12 4-Mar-12 4-Mar-12 0.4 0.2 0.600 2- good
MyPartner DUMMY DUM5 Type1 29 5-Jan-12 5-Jan-12 20-Jan-12 24-Jan-12 0.35 1 1.35 2- good
MyPartner DUMMY DUM5 Type2 60 11-Jan-12 11-Jan-12 15-Feb-12 15-Feb-12 0.2 1.5 1.7 4- issues with code efficiency
MyPartner 22-Feb-12 22-Feb-12 4-Mar-12 4-Mar-12 . 0.2 0.9 3- issues with numbers
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KPI Library

KPI Library

KPI1 KPI2 KPI3 KPI4 KPI5 KPI6 KPI7 KPI8 KPI9 KPI10 KPI11l KPI12 KPI13 KPI14 KPI15 KPI16 KPI17 KPIxx

Data selection

Output fine-tunings

SAS Macros with similar interface to allow data selections or output fine-tunings.

Data selection parameters

timeunit

Formatting parameters

odsregion
ymin
ymax
Xaxis
subtitle

Aﬁapﬁﬁnry

observation_where = criteria used to select the input metrics to be summarized.

= time interval used to summarize the performance (e.g. monthly/weekly/quarterly).

ods region statement to position the plot as part of the page.

minimum value of yaxis.

= maximum value of yaxis.

= xaxis statement as in SAS graph format.
= subtitle.

MSD
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Reporting: The Table Of Contents

Bookmarks ]

n B~ m B &
[ Timeliness Freguency

\../':?’: [P Timeliness Over Time

v [P Quality assessment

Frequency
[P Quality Over Time
[P Productivity Frequency
[P Productivity by FTE

[F' Proportion of reworked
deliverables

[P Reasons of reworked
deliverables

[F' Reworked vs Dvlp+QC
resources

[P Reworked vs Dvip+QC
resources

[P Partner Average Resource
Types

The report is created in a PDF format
which avoids any update of the charts or information displayed.

The PDF Dashboard is presented with its table of contents
that offers the user an easy way to overview
and go through the set of measured KPI's charts.

Be well
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Reporting: The Charts

The Timeliness

Timeliness across all deliverables — MyPartner
April 2012 to March 2013

Timeliness
] . Deliverable On Time
This report displays the percentage
of deliverables on time versus Deliverable Delayed
delayed.
This percentage is calculated as the

) i -
number of deliverables on time 0 10 20 30 40 S0 60 70 S0 90 100

divided by the total number of
deliverables completed in the last % Deliverable

year.

Note that % 15 calculated as
# of deliverables on time / total # of deliverables completed for the last past vear

This KPI shows the partner’s
capacity to meet the timeline.
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Reporting: The Charts (conta)

The Timeliness Over Time

Timeliness Over Time — MyPartner
Quarterly Summary

— -
The “Over Time” graph displays the < N~
timeliness of the service provided g
through the selected period S
calculated as the percentage of =
deliverables on time at each 2
quarter. n . . . . | . . . . . . . . . .
This KPI shows the partner’s MEQL M@ NG MBQUMDQL NNQY WEQ MBQU NMGL MMQ MM WGl oS amegr mee e
performance evolution over a Time
defined timeframe, against an #on time
acceptance criterion (e.g. 90% on 79 8 89 92 93 90 91 #9?0mple§g 92 93 95 95 94 93 96
t|me) and prOVidesagraphiCal VieW 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100

to identify the trend.
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Reporting: The Charts (conta)

The Quality Assessment

Quality Assessment Frequency — MyPartner
Yearly Summary

Quality
Qumtanding :l
This KPI is based on the feedback R
from the Cllent. Issues with SOP compliance
Issues with code efficiency
. . Multiple Issues
The horizontal bar graph displays N
the percentage of deliverables for
each category of quality
assessment_ T T T T T T T T T T T T T T T T T T T T T
0 10 0 30 40 S0 60 T0 80 20 100

% Deliverable

The percentage is calculated as the
number Of dellverables by the tOtaI # of deliverables with the mmmﬁgﬁ:ﬁfﬁnﬁm completed for the last past year
number of deliverables completed
in the last year.
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Reporting: The Charts (conta)

The Quality Over Time

Quality Over Time — MyPartner
Quarterly Summary for Qutstanding or Good Quality

E\ 0]
é o0 / .- //\\ r——____'_____
=) o "
S | .
The “Over Time” graph displays the 2
. . . = =
quality of the service (as perceived =
by the clients as either good or 2
outstanding) and is calculated as E
. >
the percentage of deliverables at s
each quarter. S
2.01|2Q1 201|1m 201|1m 201‘:94 2011»01 m‘m m!aqs ml&m Iﬂ]-llQl zu]laqz zu]lax mlaq-i 201I501 201I5qz zmlsqu zmlsqc
This KPI shows the partner’s Time
performance evolution over a #good or outstanding
defined timeframe, against an 8 89 90 93 91 8 94 96 91 88 88 90 92 93 94 97
i i 0 #completed
acceptance Crlterlon (eg 90 /0 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100

good or outstanding) and its trend.

13 AMpﬁﬁnry e MBSeDwell



The Toolkit SAS code

= Lozd the project metrics sheets ;

ﬁ-ﬁ-kﬁ-kkkkkkkkkkk#k#k#####k#kkkkkkkkkkkkkkk######k#k#kkkkkkkk'—

%let msheet=%str | <&locationlsy Partnership Dashboard Imput Metrics—<Fertnerr—<Streaml > xls|
<glocationl> Partnership Deshboard Imput Metrics—«<Fsrtner>—<Streamd> xls|);

BuipeoT
eleq

& loadimput (meheet=amaheet dascut=allimput) ;

= Clean the data H Q
ﬁ-ﬁ-kﬁ-kkkkkkkkkkk#k#k#####k##k#kkkkkkkkkkkk######k#k#kkkkkkﬁ-k'— 8 D
S =
fcleanitup|partner=<Fsrtneryr, type=<Iyvpelflashbos rdyr, fa=<Functions1aras > ; 8
* Define macro parameters for the start and the end of the Timeframe of interest; -
ﬁ-ﬁ-kﬁ-kkkkkkkkkkk#k#k#####k##k#kkkkkkkkkkkk######k#k#kkkkkkkkkkk#k#k#####k##k#kkkﬁ--— % E
flet lowdate = <«Timeframelowlimit>; g_ o 3
3let updete = <Timeframelplimit>; o g @
>

= Create EFDF Dashboard ;

o e e el e el ol e ol ol e e el ol e e e e ol ol ol e ol ol ool e o ol o o e o o o ol ol ool o e ol e e e e e e o ol e A-'-

ods pdf f:i_'Le=“..-’_marck_n:clru’.JParI:nEI:ElStreanEDaElhbuard—&Eltream_—EsysdatE

Startpege = on;
oda layout start;

juswelels
IndinO
sSao

options rmumker;

&k Create a cover page %%
focoverpage | version=<Versionr, partner—<Fartner> — «Streamyr, user=<lUssr>);

oda layout end;
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The Toolkit SAS code (contq)

oy .ﬂ'.l.E EI:IE -lr-i--i--
ods layout start;

ftimefragl| dain
, dbservation where
,subtitle
, odaregion
i

ttimeliness( dain
, tbservation where
,Subtitle
,odaregion
i

fquality | dain
, tbservation where
,quality where
,Subtitle
,odaregion
i

(...}

ods layout end;
ods pdf close;

allinput
<Deliverable type whereclause and Time whereclausex

%str (Yearly Eumnaﬁr:l
E#str (x=0 pct v=0 pct height=40 pct widthk=100 pct)

allinmput
<Deliverable type whereclause and Time whereclause>

%2otr (Yearly Summary)
fstr (x=0 pct v=0 pct height=40 pct widtk=100 pct)

allinput

<Deliverable type whereclause and Time whereclause>
<gquality whereclauser

%2otr (Yearly Summary)

f#str (x=0 pcot v=0 pct height=40 pct width=100 pct)

|Ied
oJoew

L#IdM

|Ied
oJoew

CH#ldM

|Ied
oJoew

E#1dM
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e Qutsourced resources are more and more used in

the pharmaceutical industry.

e An efficient collaboration needs a performance
monitoring to evaluate and improve if necessary.

e This toolkit presents a way to create KPIs
dashboards with a modular structure and different

D levels of granularity answering business needs.
e The KPI SAS library allows the user to build his own
' ' dashboard as needed.
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Questions & Answers
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