	Del Langdon
	
	Ms. Langdon's broad business background includes domestic and international experience in the banking, insurance, money management, communication, distribution, manufacturing, public utility, professional services, and retail industries, as well as in the government and non-profit sectors.  Her expertise includes (a) strategy development, (b) strategy execution, (c) business process reengineering and implementation, (d) organizational design, (e) performance measurement and improvement, (f) information systems planning and architectures (g) IT strategy and management,  (h) transformational change and program management 

	
	
	

	
	
	

	Employment 

History
	
	Business Performance Management, Executive  2003-4

Executive Advisor and Associate

Provides executive level consulting support on matters of business and IT strategy, organizational design, and technology 

Langdon & Associates; President  and Independaent Practioner 2004

Digital 4Sight, Executive, 2002.  Leads Financial Services practice and West Coast consulting business.

	
	
	

	
	
	Seurat Company, Managing Director West Coast, 2001.  Led the ERM Services and Organizational Performance Practice.

	
	
	

	
	
	Bridge Strategy Group, LLC, Vice President 1999 to 2001.  Founder and Partner, led the West Coast practice.

	
	
	

	
	
	Renaissance Worldwide, Inc., Vice President, 1992 to 1998.  Led the West Coast Strategy practice.

	
	
	

	
	
	DMR Group, Inc.   Director and Global Practice Leader, Strategy, Architecture, and Business Reengineering Consulting for California Region, Member Experts Council 1985-1992.

	
	
	

	
	
	Trigon Technologies, Inc.   CEO, 1983-1985 – Groupware product development ; Trigon Systems Group, Inc. Founder and President, 1981-1985 – Integrated systems consulting and implementation.

	
	
	

	
	
	Bell-Northern Research Ltd.   Manager, Office Information Communications Research Group, 1978-1981.

	
	
	

	
	
	IBM Canada, Ltd.   Senior Market Support Representative and Industry Marketing Representative, 1972-1978.

	Professional and 

Business Experience
	
	For a large Canadian Financial Services institution is leading a project for the IT organization to assist in the strategic alignment and prioritization of it’s major initiatives and investments.  The project approach is based on a Balanced Scorecard framework and includes a Performance Driver Model, portfolio view development, and investment strategy, resource loading, and the customization of a rigorous process and software tools.  The client teams are using the tools to define, assess and score, and ultimately prioritize many large initiatives for the business planning cycle.  An ongoing strategy and investment management process and tools will be developed and implemented.


	
	
	

	
	
	For a global IT services company led a Financial Services market survey of the Canadian marketplace to define the business and IT directions and priorities over the next few years.   Developed a value proposition to enable the company to address and meet the current and emerging FSI needs and requirements, particularly focused on strategic services and systems integration capabilities.  Developed presentations to feedback overall results to all participants in the study and to reposition the company with the FSI’s for future business. 

	
	
	

	
	
	For a mid-size bank led a customer relationship-driven eBusiness and integrated channel management (ICM) strategy formulaton and roadmap engagement.  This included an enterprise capability assessment, development of an EAI-based technology architecture with related guiding principles, and IT management improvements.  Assisted the bank in moving forward with the roadmap and building specific Program Management Office capabilities.  

	
	
	For a large West Coast discount brokerage firm, led a series of projects for the IT organization to establish a baseline IT architecture definition that is available via the firm’s Intranet.  Also developed a technology planning approach and method and facilitated the development of various elements of the plan.  Led a project to effectively “Run IT Like a Business”--focusing on business drivers and new key performance indicators and metrics to assist IT management in all aspects of decision making and risk management for all IT processes, systems, and services delivery.



	
	
	For a major west-coast bank’s on-line banking unit, led a rapid strategy implementation project that included definition and consensus of business strategy, new business model, and a balanced scorecard (BSC) to manage the attainment of strategy.  Delivered an operational readiness and performance assessment, an initiative assessment and prioritization process, and an ongoing strategic management reporting and decision process. Hundreds of initiatives were reduced to the critical strategic initiatives required to achieve the performance targets. This is a Harvard Business School and Stanford business case.


	Professional and 

Business Experience
	
	For a large Canadian bank, led the reengineering of the mortgage services subsidiary of a large international bank.  This included the assessment and redesign of major business processes, restructuring the centralized organization to regionally-focused customer teams, and the definition of distributed computing systems requirements.  The cost-benefit analysis supported a two year payback on the restructuring and systems costs with significant customer service improvements..

	
	
	For a large international investment bank, led the development of a business process reengineering management methodology and a comprehensive training program for all management across the firm.

	
	
	

	
	
	For a Fortune 50 financial institution, corporate bank, led the implementation of a repeatable reengineering program for 44 business groups with the objective of designing a generic credit process, organizational structure, job design, and systems environment to serve all groups.  Developed the method and tools, and facilitated the efforts of the team in conducting the process reengineering, cost-benefit analysis, implementation planning, and change management approach.

	
	
	

	
	
	For a Fortune 50 financial institution, corporate bank, led the reengineering effort to streamline credit and risk management processes, and improve systems and technology support.  The engagement resulted in freeing up over three hours per day of relationship manager time to be devoted to business development efforts.  It also included implementation of (a) reengineered credit, approval, and administrative processes, (b) a marketing information resource center to support research, analysis, and knowledge transfer across the group, and (c) a workgroup systems solution that provided an electronic credit file, risk management, and workflow management system.

	
	
	

	
	
	For a Fortune 50 financial institution, corporate bank, led a large-scale business reengineering and productivity improvement program that included 19 interrelated projects. The project was focused on improving the return on Relationship Managers in Corporate Real Estate and resulted in millions of dollars in increased revenue, significant cost savings, and increases in bottom line profit (760% increase over eighteen months). Core processes were streamlined by 75%, the organization was redesigned to work in Customer Relationship teams redesigning jobs of operational and administrative staff to handle RM delegated value-add activities.  Led the design and implementation of the CRM system for large-scale real estate projects Conducted post-implementation assessments of benefits and introduced continuous improvement processes and performance management processes to achieve further benefits.




	 Professional and 

Business Experience
	
	
	For a major aircraft product company’s space and defense group, led a series of projects to design and build a world-class product development process, organizational model, and supporting technology.  The work includes process design,  Balanced Scorecard, best practices, learning and content design, knowledge and technology architecture, high performer behavior modeling, prototyping and piloting of the Integrated Product Development Process and Knowledge-based system.



	 
	
	
	For a Fortune 50 financial institution, corporate bank, led an engagement to determine the feasibility and strategy for decentralizing and streamlining the "back office" operations functions of a major bank.  Examined 28 cross-functional business processes and made recommendations resulting in significant time and cost reductions, customer service improvements, systems enhancements, and a partial decentralization of some of the business functions to be aligned with customer service teams.

	
	
	
	

	
	
	
	For a large international bank, led a client team in the development of an IT Strategic Plan for the integration of the bank's mainframe transaction processing with its transactor support systems on a client/server platform.  This included assessing business direction and needs and developing the IT architecture and migration strategy

	
	
	
	.

	
	
	
	For a large international bank, conducted an IT reengineering engagement for a large international bank with the goal of effecting the transition from a centralized to a distributed computing environment, improving service quality, and reducing costs.  The assignment included (a) assessing IT staff time use and productivity, (b) reengineering IT processes, (c) assessing requirements for support tools, methods, and procedures, and (d) redesigning and realigning the IT organization, resulting in a reduction in overall IT costs of 30% over a three year period.

	
	
	
	

	
	
	
	For a large Canadian bank, led a project to redesign the commercial credit processes of a large international financial institution, resulting in a 50% reduction in work time and significantly improved cycle time.  This project included the development of strategies for competitive advantage, cost management, and improved customer service, and formed part of an overall IT strategy



	
	
	
	

	
	
	
	

	
	
	
	


	
	
	
	

	Other Selected Professional Services Experience
	
	
	For a large international consulting and research firm, conducted an enterprise-wide business reengineering effort.  Led a core team, two executive task forces, and a steering committee to deliver millions of dollars of cost savings in the first six months of the engagement.  Conducted a high-level value-chain evaluation of the entire business and reengineered the support and core processes to deliver many millions of dollars  in annual benefits.  Working closely with the CEO sponsor, designed and implemented a Program Change Office to coordinate the implementation of reengineered processes, the restructured service support organization into logical service units, redesigned systems architecture, and realigned IT organization.

	
	
	
	

	
	
	
	For a large electronic defense systems and aircraft company, led the reengineering and development of a “value-chain” based vision and process improvement program for the business.  The focus was on the order fulfillment core process and involved leading a cross-functional team of management through the entire process leading to a migration strategy and implementation plan.  Further efforts include the redesign of the engineering and product development processes.  Led the implementation of ongoing projects to fully implement the reengineered environment using rapid synchronous workshop techniques.

	
	
	
	

	
	
	
	For a one of the largest multi-media entertainment companies in North America, led an overall transformational program to define the business strategy and model, to develop an overall enterprise-wide architecture along business, product, applications, knowledge/information, and technology lines, and to implement the processes, facilities, products, systems, and organization required to achieve the business plan.  In addition, led a series of twenty-plus projects to design, develop, and deliver the new operating infrastructure which includes new:  high performance network and platform, database marketing capability, products operating in the new systems architecture, centralized call center (from 26 dispersed call centers), organizational design, product marketing and delivery processes, and strategic management processes.

	
	
	
	

	
	
	
	For a major international retailer, led the HR Strategy and Performance Scorecard approach for the build-out of a 9,000 seat, regionalized call center.  Developed the business performance driver model and approach and implementation plan for competency-based (skills, knowledge, behaviors) training and performance development.


	
	
	
	

	Other Selected Professional Services Experience
	
	
	For a large Canadian public uitiliy, Another project involved the redesign and implementation of a new business planning process (from a traditional budgeting process to one that is driven by SVA and the performance targets of the Scorecard).  Having completed the Corporate and SBU/KBU Scorecards, led the design and implementation of a Strategic Management Process to ensure the strategy is managed and the feedback from results against performance is reviewed on a regular basis (executive committee meetings).  Alignment of resources, removal of obstacles, and adjustments to performance and strategy are made on a regular basis.  Key process design includes Strategy Formulation and Alignment, Strategic Issues Management, Financial Evaluation and Management, Organizational and Individual Performance Management, Business Planning and Resource Allocation, Scorecard Feedback and Management Systems.

	
	
	
	

	
	
	
	

	
	
	
	For a global network communications product company, led a high-level, cross-functional management core team to reengineer the core order fulfillment process and to move to an Internet-based environment where customers’ configure their product order.  This involved a shift to a supply-chain model for business process improvements, a new IT architecture, the organizational design to create “close-to-customer” support teams, development of a detailed cost-benefit analysis, and migration/change management strategy.  The process work time/cost was improved by 54%, cycle times were reduced from 5-6 weeks to 2 days, and high quality customer service processes were introduced.

	
	
	
	

	
	
	
	For a large Canadian public utility, led an overall program to assist the executive team in preparing for a deregulated, competitive environment and driving the change to a value-based culture and framework.  SVA and the Balanced Scorecard techniques were applied to help achieve an operationalization of the business vision, aligning all strategic/key business units and teams to the performance targets inherent in the strategy.  Other projects include, Initiative Assessment to assess (using an SVA business model), align to the strategy, and prioritize current and planned initiatives and resource allocations.  Over $400 Million in immediate and possible savings resulted from the initial pass through the model.


	
	
	
	

	Other Selected Professional Services Experience
	
	
	For a state-wide motor vehicles licensing agency, led the business reengineering (architecture) component of an integrated systems architecture.  Worked with a high-level dedicated management team to deliver 50% labor savings, significantly reduced cycle times, and customer service quality improvements.  Worked jointly with systems architects to integrate the business process and organizational design requirements with the new systems architecture, as part of an overall systems integration engagement.

	
	
	
	For an international consumer products manufacturing and distribution company, led a series of engagements including (a) the development of an IT Strategic Plan, (b) the assessment of requirements and the implementation of improved administrative services and systems in concert with the relocation of corporate headquarters, (c) an IT vendor evaluation framework and process for the IS organization, and (d) a reengineered strategic business planning and critical issues management process and related systems requirements.

	
	
	
	

	
	
	
	For a major 40,000 person public utility, led a large cross-functional business reengineering project that assessed the opportunities for improvement in the work processes and time available for the senior executives.  The major work processes of the management team were streamlined and the day-to-day support requirements were defined, resulting in job redesign and the identification of requirements for a distributed systems architecture.  Major time and quality of work life improvements were identified for the senior executives and their staff, with the overall payback for investments in electronic mail, document distribution, and other tools and applications being 15 months.

	
	
	
	For an international consumer products manufacturing and distribution company, led a series of engagements including (a) the development of an IT Strategic Plan, (b) the assessment of requirements and the implementation of improved administrative services and systems in concert with the relocation of corporate headquarters, (c) an IT vendor evaluation framework and process for the IS organization, and (d) a reengineered strategic business planning and critical issues management process and related systems requirements.



	
	
	
	For a large Canadian public utility, led an engagement for the large account marketing and research functions in restructuring the jobs of account managers, engineers, and support staff in order to improve the interface and levels of service to the customer. Reengineered the electric service job process and redesigned the systems applications and technology architecture to deliver time savings equivalent to 50% of the total FTE complement.  Developed detailed implementation plans and change management strategies.


	Other Selected Professional Services Experience
	
	
	For a large, international professional services firm, led a cross-functional team through the assessment and design of a knowledge and information transfer network for practitioners, management, and support staff.  The results included support for all practice development and service delivery processes, a technology architecture, and an implementation strategy.



	
	
	
	For the Lands Titles Registry of a Canadian Province, led the business reengineering, Business Architecture, and change integration components of a large, performance-based systems integration contract.  The engagement included (a) redesigning the core processes, organizational structure, and jobs of all staff, (b) developing the requirements for a workflow, imaging, optical character recognition, and database systems solution, (c) conducting a rigorous cost-benefit analysis, and (d) developing implementation and change management programs.  Significant labor savings and customer service improvements were introduced.

	
	
	
	

	
	
	
	For multi-media entertainment company, led an overall transformational program to consolidate 26 dispersed call centers into one central, world-class contact center.  This included the development of business and marketing strategy and related new business and customer sales/service performance models, an overall enterprise-wide architecture (business, product, applications, knowledge, information, and technology.  Led the development of a comprehensive high-performer competency model for Contact Center and the design of training, CBT, on-line work support and knowledge-enabled systems environment for service associates. In addition, led the Program Management of a series of twenty-plus projects to design, develop, and deliver the new operating infrastructure which includes new high performance network and platform, (CTI, CRM, IVR), database marketing capability, and customer-aligned organizational design.

	
	
	
	

	
	
	
	

	Publications and Presentations
	
	
	Ms. Langdon has been widely published in trade and business journals, written white papers.  Most recently published: (Siebel High Performance Enterprise Using Enterprise Portals, 2002, jointly authored with Don Tapscott; Siebel:  The Promise and Employee Relationship Management and Enterprise Portals, 2001) and research reports (eSource:  ROI of CRM Investments, 2002).  She has developed and presented executive briefings, seminars, and workshops at conferences and business meetings, at colleges and universities. She is co-author (with Don Tapscott) of the book "Planning for Integrated Office Systems:  A Strategic Approach," published by Holt Rinehart and Winston, 1984.  

	
	
	
	

	Education
	
	
	B.A., Business Administration, University of Toronto

	
	
	
	











	
	
	
	

	
	
	
	



