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Overview of the Industry 
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Figure 1: AOTMP Industry Confidence Index – Overall)
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Background/Demographic Profile  
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Figure 2: Company Size of Study Respondents 
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Chapter One:  

Analyzing the Components of TEM 
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Figure 4: Components of TEM & WMM Programs 

 

Source: AOTMP, October 2009 

 

 

Wireline TEM Program Management 

?!CE8)B/:%,%=#2)9##2H+,-)/1)=7#)+,=%"%=%#B)H#%1.)6#$9/$5#2)&%=7%1)

#1=#$6$%B#)&%$#:%1#)C#:#,/5)DR6#1B#)E+1+.#5#1=)6$/.$+5B')E/B=)

/$.+1%A+=%/1B)=/2+@)+$#)6#$9/$5%1.)=7#)9%"#)&%$#:%1#)CDE)+,=%"%=%#B)

&%=7)%1=#$1+:)B=+99_)&%=7)+)B#,/12+$@)6/$=%/1)H#%1.)%56:#5#1=#2)&%=7)

=7#)+BB%B=+1,#)/9)K066:%#$)=#,71/:/.@)+12)$#B/0$,#B)/$)=7$/0.7)+)

,/5H%1+=%/1)/9)%1=#$1+:)B=+99)+12)K066:%#$)%1"/:"#5#1='))

)

)

)

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  

 
 



 
 
 
 

 
State of the Industry: Assessing Performance Levels and Confidence in Enterprise Telecom Expense Management and Wireless Mobility Management Programs 

!

www.aotmp.com 8

)

)

!"#$+::)B+=%B9+,=%/1):#"#:B)&%=7%1)5/B=)/9)=7#B#)+,=%"%=%#B)&#$#)

B=$/1.#B=)&7#1)K066:%#$B)&#$#)6#$9/$5%1.)=7#)+,=%"%=@)!)%12%,+=%1.)+)

6#$,#%"#2)"+:0#)=7$/0.7)+0=/5+=%/1)+12)=7#)0B#)/9)K066:%#$)

=#,71/:/.@)+12)$#B/0$,#B')O#6/$=%1.)T)?1+:@B%B)+,=%"%=%#B)$#6$#B#1=#2)

=7#):/1#)#R,#6=%/1_)&7#$#)B+=%B9+,=%/1):#"#:B)&#$#)B:%.7=:@)5/$#)

6/B%=%"#)&7#1)6#$9/$5#2)H@)%1=#$1+:)B=+99)%1)=7#)#1=#$6$%B#')C7%B)

%12%,+=#B)/66/$=01%=%#B)9/$)K066:%#$)=#,71/:/.@)+12)B066/$=)/99#$%1.B)

9/$)=7#)$#6/$=%1.)+12)+1+:@B%B)67+B#)/9)CDE)+12)GEE)6$/.$+5B'))

)

C7#)$#5+%12#$)/9)<7+6=#$)!1#)#R6:/$#B)%12%"%20+:)CDE)6$/.$+5)

+,=%"%=%#B_)+12)6$/"%2#B)2#=+%:)+$/012)#R#,0=%/1)$#B6/1B%H%:%=@_)

B+=%B9+,=%/1):#"#:B)+12)+2/6=%/1)$+=#B'))

 

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  

 
 



 
 
 
 

 
State of the Industry: Assessing Performance Levels and Confidence in Enterprise Telecom Expense Management and Wireless Mobility Management Programs 

!

www.aotmp.com 9

Sourcing 

!"# of responding enterprises perform sourcing activities. 

Sourcing +,=%"%=%#B ,/1B%B=)/9)%2#1=%9@%1.)K066:%#$B_)#"+:0+=%1.)=7#%$)

,+6+H%:%=%#B)+12),$#+=%1.)+1)#1"%$/15#1=)9/$)K066:%#$B)=/),/56#=#)/1)

6$%,%1._)B#$"%,#)e0+:%=@)+12)$#:%+H%:%=@')))

 

Figure 5: Sourcing – Overall Satisfaction by Who Performs 

Activity 

 

Source: AOTMP, October 2009 
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Invoice Processing 

!$# of responding enterprises perform invoice processing 

activities. 
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Figure 6: Invoice Processing – Overall Satisfaction by Who 

Performs Activity 

 

 

Source: AOTMP, October 2009 
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Service Ordering 

!%# of responding enterprises perform service ordering 

activities. 
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Figure 7: Service Ordering – Overall Satisfaction by Who 

Performs Activity 
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Source: AOTMP, October 2009 
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Inventory Validation & Change Control 

!&# of responding enterprises perform inventory validation 

and change control activities. 

 

Inventory Validation +,=%"%=%#B)%1,:02#)+..$#.+=%1.)+::)%1"#1=/$@)

2+=+_)1/$5+:%A%1.)=7#)2+=+_)5+66%1.)2+=+)=/)+)01%9%#2)$#6/B%=/$@_)

2#=#$5%1%1.)2+=+)+,,0$+,@)=/)#1+H:#)6$/+,=%"#)5+1+.#5#1=)/9)

B#$"%,#B)+12)+BB#=B)+,$/BB)=7#)=#:#,/5)#1"%$/15#1=')<7+1.#),/1=$/:)

$#,/1,%:#B)5/"#_)+22_),7+1.#)+12)2%B,/11#,=)+,=%"%=@)+.+%1B=)+)

"+:%2+=#2)%1"#1=/$@)H+B#:%1#')))

 

Figure 8: Inventory Validation – Overall Satisfaction by Who 

Performs Activity 

 

Source: AOTMP, October 2009 

 

Observations 

</56+$#2)=/)/=7#$)CDE)6$/.$+5)+,=%"%=%#B_ Inventory Validation & 

Change Control &+B)6#$9/$5#2):#BB)9$#e0#1=:@)H@)/1:@)%1=#$1+:)B=+99')

E+1+.#5#1=)H@)+),/5H%1+=%/1)/9)H/=7)%1=#$1+:)B=+99)+12)K066:%#$B)

&+B)+:B/)5/$#)6$#"+:#1=')K+=%B9+,=%/1):#"#:B)&#$#)strongest when 

Suppliers performed)=7%B)901,=%/1'))

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  

 
 



 
 
 
 

 
State of the Industry: Assessing Performance Levels and Confidence in Enterprise Telecom Expense Management and Wireless Mobility Management Programs 

!

www.aotmp.com 13

Reporting & Analysis 

!%# of responding enterprises perform reporting and 

analysis activities. 

)

Reporting and Analysis)+,=%"%=%#B)6$/20,#)+12),/5501%,+=#)

2#=+%:#2)+12)+,,0$+=#)%19/$5+=%/1)/1)=#:#,/5)#R6#1B#B_)H02.#=)

=$+,-%1.)+12)K066:%#$)6#$9/$5+1,#)=$+,-%1.'))

 

Figure 9: Reporting & Analysis – Overall Satisfaction by Who 

Performs Activity 

 

Source: AOTMP, October 2009 

 

Observations 

O#6/$=%1.)+12)?1+:@B%B)&+B)=7#)CDE)6$/.$+5)+,=%"%=@):#+B=):%-#:@)=/)

H#)6#$9/$5#2)B/:#:@)H@)%1=#$1+:)B=+99_)&7%:#)#R#,0=%/1)H@)+)

,/5H%1+=%/1)/9)H/=7)%1=#$1+:)B=+99)+12)K066:%#$B)&+B)5/B=)6$#"+:#1=)

&%=7%1)=7%B)+,=%"%=@')O#6/$=%1.)+12)+1+:@B%B)&+B)=7#)/1:@)CDE)6$/.$+5)

+$#+)&7#$#)satisfaction levels were highest among enterprises 

performing this function solely through internal staff'))

1.800.460.9568 
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Chapter Two:  

Wireless Mobility Management Activities 

)

?!CE8)+:B/)#R+5%1#2)+,=%"%=%#B)6#$9/$5#2)&%=7%1)G%$#:#BB)E/H%:%=@)

E+1+.#5#1=)]GEE^)6$/.$+5B_)+12)9##2H+,-)&+B)B%5%:+$)=/)&%$#:%1#)

CDE)6$/.$+5B')C7#)5+b/$%=@)/9)$#B6/12%1.)#1=#$6$%B#B)+$#),0$$#1=:@)

6#$9/$5%1.)=7#)B%R)GEE)+,=%"%=%#B)&%=7)%1=#$1+:)B=+99_)7/&#"#$_)/"#$+::)

B+=%B9+,=%/1)&%=7%1)=7#)5+b/$%=@)/9)=7#B#)+,=%"%=%#B)&+B)7%.7#$)+5/1.)

#1=#$6$%B#B)0B%1.)K066:%#$B)=/)6#$9/$5)=7#)=+B-B')O#6/$=%1.)T)

?1+:@B%B)&+B)+.+%1)=7#)/0=:%#$_)&%=7)7%.7#$)B+=%B9+,=%/1):#"#:B)&7#1)

6#$9/$5#2)H@)%1=#$1+:)B=+99'))

)

C7#)$#5+%12#$)/9)=7%B),7+6=#$)#R6:/$#B)#+,7)/9)=7#)B%R)GEE)

+,=%"%=%#B_)+12)6$/"%2#B)2#=+%:)+$/012)#R#,0=%/1)$#B6/1B%H%:%=@_)

B+=%B9+,=%/1):#"#:B)+12)+2/6=%/1)$+=#B')

)

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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eProcurement 

$&# of responding enterprises perform eProcurement 

activities. 

)

eProcurement)+,=%"%=%#B)$#:+=#)=/)B#,0$%1.)&%$#:#BB)B#$"%,#B_)2#"%,#B)

+123/$)+,,#BB/$%#B)9$/5),+$$%#$B')?1)/1:%1#)6/$=+:)%B)5/B=),/55/1:@)

0B#2)=/)#R#,0=#)6$/,0$#5#1=)+,=%"%=%#B'))

)

Figure 10: eProcurement – Overall Satisfaction by Who 

Performs Activity 

)

)

Source: AOTMP, October 2009 

)

Observations 

#8$/,0$#5#1=)+,=%"%=%#B)$#6/$=#2)+)7%.7)6#$,#1=+.#)/9)#R#,0=%/1)H@)

%1=#$1+:)B=+99')X/&#"#$_)enterprises using Suppliers reported the 

strongest overall satisfaction)&%=7)#8$/,0$#5#1=)+,=%"%=%#B'))

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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Asset/Inventory Management 

!'# of responding enterprises perform wireless 

asset/inventory management activities. 

  

Asset/Inventory Management)%1"/:"#B)=$+,-%1.)=7#)&%$#:#BB)

+BB#=B)]#'.'_)2#"%,#B_)+,,#BB/$%#B_)B#$"%,#)6:+1B_),/1=$+,=B)+12)

B/9=&+$#):%,#1B#B^)/9)+1)/$.+1%A+=%/1_)6$/"%2%1.)"%B%H%:%=@)%1=/)=7#)

&%$#:#BB)#1"%$/15#1=)+12)%19/$5+=%/1)1##2#2)=/)5+-#)2#,%B%/1B)

$#.+$2%1.)=7#)&%$#:#BB)#1"%$/15#1='))

)

Figure 11: Asset/Inventory Management – Overall 

Satisfaction by Who Performs Activity 

)

Source: AOTMP, October 2009 

 

Observations 

?BB#=3Q1"#1=/$@)E+1+.#5#1=)$#6$#B#1=#2)/1#)/9)=7#)7%.7#B=)

6#$,#1=+.#B)/9)K066:%#$[/1:@)%1"/:"#5#1=)+12),/5H%1+=%/1)/9)%1=#$1+:)

B=+993K066:%#$)5+1+.#5#1=')K+=%B9+,=%/1)&+B)strongest among 

enterprises outsourcing this activity =/)K066:%#$B')

1.800.460.9568 
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Expense Management)

!(# of responding enterprises perform expense 

management activities. 

)

Expense Management)$#9#$B)=/)=7#)6$+,=%,#)/9)5+1+.%1.)&%$#:#BB)

#R6#1B#B')?,=%"%=%#B)%1,:02#)%1"/%,#)6$/,#BB%1.)+12),/1=$+,=):%9#,@,:#)

5+1+.#5#1=')DR6#1B#)5+1+.#5#1=)+:B/)%1"/:"#B)$+=#)6:+1)

/6=%5%A+=%/1)+12),/5501%,+=%1.)&%=7),+$$%#$B)/1),/1=$+,=)+123/$)

%1"/%,#)2%B60=#B'))

)

Figure 12: Expense Management – Overall Satisfaction by Who 

Performs Activity 

)

Source: AOTMP, October 2009 

 

Observations 

C7%B)G%$#:#BB)E/H%:%=@)E+1+.#5#1=)6$/.$+5)+,=%"%=@)7+2)/1#)/9)=7#)

7%.7#B=)6#$,#1=+.#B)/9)5+1+.#5#1=)=7$/0.7)+),/5H%1+=%/1)/9)

%1=#$1+:)B=+99)+12)K066:%#$B')!"#$+::)satisfaction was much higher 

among enterprises using Suppliers)=/)6#$9/$5)=7%B)901,=%/1')))

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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Help Desk Management 

!)# of responding enterprises perform help desk 

management activities. 

 

Help Desk Management)&%=7%1)+)G%$#:#BB)E/H%:%=@)E+1+.#5#1=)

6$/.$+5),/1B=%=0=#B)#56:/@%1.)2#2%,+=#2)B=+99)=/)=$/0H:#B7//=)

=#,71%,+:)%BB0#B)+12)5+1+.#)=$/0H:#)=%,-#=B)/1)H#7+:9)/9)#1=#$6$%B#)

,0B=/5#$B30B#$B')))

)

Figure 13: Help Desk Management – Overall Satisfaction by 

Who Performs Activity 

)

Source: AOTMP, October 2009 

)

)

Observations 

C7%B)+$#+)$#6/$=#2)=7#)7%.7#B=)6#$,#1=+.#)/9)5+1+.#5#1=)=7$/0.7)

%1=#$1+:)B=+99')X/&#"#$_)satisfaction levels remained strongest 

when Suppliers performed)=7%B)901,=%/1)9/$)=7#)#1=#$6$%B#')

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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Mobile Device Management 

!)# of responding enterprises perform mobile device 

management activities. 

  

Mobile Device Management)%1"/:"#B)5+1+.%1.)&%$#:#BB)2#"%,#B)

+12)6$/"%2%1.)B#,0$%=@)B#$"%,#B)B0,7)+B)&%6%1.)B=/:#1)/$):/B=)2#"%,#B)

,:#+1)]#'.')$#5/=#)f-%::Bg^_)062+=%1.)+66:%,+=%/1B)$#5/=#:@)+12)2#"%,#)

B#$"#$)+25%1%B=$+=%/1') 

)

Figure 14: Mobile Device Management – Overall Satisfaction 

by Who Performs Activity 

)

Source: AOTMP, October 2009 

)

Observations 

C7%B)+,=%"%=@)#R7%H%=#2)/1#)/9)=7#)7%.7#B=)6#$,#1=+.#B)/9)5+1+.#5#1=)

=7$/0.7)%1=#$1+:)B=+99')X/&#"#$_)/"#$+::)satisfaction was much 

higher among enterprises using Suppliers =/)6#$9/$5)5/H%:#)

2#"%,#)5+1+.#5#1=)+,=%"%=%#B'))

 

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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Reporting & Analysis 

!*# of responding enterprises perform reporting & analysis 

activities. 

 

Reporting & Analysis)B6#,%9%,+::@)#1,/56+BB#B)6$/"%2%1.)"%B%H%:%=@)

%1=/)&%$#:#BB)#R6#1B#B_),/1B056=%/1_)+BB#=B)+12)%1"#1=/$@_)+B)&#::)+B)

0B+.#)=$#12%1.)=7$/0.7)=//:B)+12)$#6/$=%1.')*+B%,)%19/$5+=%/1)

%1,:02#B)&%$#:#BB)#R6#1B#B)9/$)=7#)5/1=7)+12)B6#,%9%,),+::)2#=+%:B)9/$)

%12%"%20+:)0B#$B') 

)

Figure 15: Reporting & Analysis – Overall Satisfaction by Who 

Performs Activity 

)

Source: AOTMP, October 2009 

)

Observations 

K%5%:+$)=/)&%$#:%1#)CDE)+,=%"%=%#B_)O#6/$=%1.)T)?1+:@B%B)+:B/)7+2)=7#)

7%.7#B=)6#$,#1=+.#)/9)5+1+.#5#1=)H@)+),/5H%1+=%/1)/9)%1=#$1+:)B=+99)

+12)K066:%#$B')!"#$+::)satisfaction was also strongest among 

enterprises performing reporting and analysis activities by 

internal staff.  

1.800.460.9568 
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Chapter Three:  

Supplier Focus 

K066:%#$B),+1)#+B#)=7#)5+1+.#5#1=)/9)CDE)+12)GEE)6$/.$+5B)

=7$/0.7)=#,71/:/.@)+12)$#B/0$,#B')G7#1)#1=#$6$%B#B)1##2)+BB%B=+1,#)

9$/5)K066:%#$B)!)20#)=/)+):+,-)/9)%1=#$1+:)$#B/0$,#B)+123/$)#R6#$=%B#)

/$)=#,71/:/.%,+:):%5%=+=%/1B)!)=7#@),+1),+::)06/1)=7#)B#$"%,#B)/9)CDE)

+12)GEE)K066:%#$B)=/)%56$/"#)#99%,%#1,@)&%=7%1)=7#%$)6$/.$+5B'))

Why did your 

enterprise choose to 

engage a TEM or 

WMM Supplier? 

 

)fE@)/$.+1%A+=%/1)7+B))

7012$#2B)/9)/99%,#B)+,$/BB)

=7#)ZK)=7+=)5+1+.#)=7#%$)

/&1)=#:#,/5)H%::B'))G#)

1##2#2)=/)012#$B=+12)/0$)

=/=+:)=#:#,/5)B6#12_)+B)&#::)

+B)%2#1=%9@)B+"%1.)

/66/$=01%=%#B'g)

)

f!0$)5+10+:)6$/,#BB_)

+:=7/0.7)B0,,#BB90:_),/0:2)

1/=),/"#$)#"#$@=7%1.'g)

)

!1#)&+@)=/)+BB#BB)=7#)/"#$+::)#99#,=%"#1#BB)/9)=7#)K066:%#$)

,/5501%=@)%B)=/).+0.#)7/&)5+1@)CDE)/$)GEE)B066:%#$B)#1=#$6$%B#B)

7+"#)0B#2)/"#$)=%5#')*+B#2)/1)?!CE8)$#B#+$,7_)+5/1.)#1=#$6$%B#B)

0B%1.)+)CDE)+123/$)GEE)K066:%#$_);Vc),/1=%10#)=/)0B#)=7#)B#$"%,#B)

/9)=7#%$)9%$B=)B066:%#$_)&7%:#)+1/=7#$);Vc)7+"#)0B#2)5/$#)=7+1)/1#)

K066:%#$')Q1)+)5+b/$%=@)/9)B%=0+=%/1B)&7#$#)5/$#)=7+1)/1#)B066:%#$)

&+B)6$#B#1=_)=7%B)$#9:#,=#2)+),/56:#=#),7+1.#)%1)K066:%#$B')X/&#"#$_)

%1)B/5#),+B#B_)=7#),7+1.#)$#9:#,=#2)2%99#$#1=)K066:%#$B)H#%1.)0B#2)=/)

5+1+.#)&%$#:%1#)+12)&%$#:#BB)B#$"%,#B')

)

Figure 16: Number of Suppliers Used by Enterprises 

)

Source: AOTMP, October 2009 

)

1.800.460.9568 
© 2009 AOTMP. All rights reserved.  
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Q1)+BB#BB%1.)/"#$+::)B+=%B9+,=%/1):#"#:B)&%=7)K066:%#$)6#$9/$5+1,#_)

;Mc)/9)#1=#$6$%B#)$#B6/12#1=B)%12%,+=#2)Extremely or Very Satisfied 

&%=7),0$$#1=)K066:%#$B')?1/=7#$)JIc)5#1=%/1#2)=7#@)&#$#)Somewhat 

Satisfied)%12%,+=%1.)$//5)9/$)%56$/"#5#1=)+12)=7+=)/1:@)5%1%505)

#R6#,=+=%/1B)+$#)H#%1.)5#='))

?B)6+$=)/9)=7%B)B=02@_)?!CE8)+:B/)+BB#BB#2)#1=#$6$%B#)

#R6#,=+=%/1B)+$/012)6#$9/$5+1,#)+12)=%5#)$#e0%$#2)=/)$#+,7)+)

B=#+2@[B=+=#)/9)/6#$+=%/1B)9/$)=7#)6$/.$+5')JNc)%12%,+=#2)

=7+=)%=)=//-):/1.#$)=7+1)#R6#,=#2)H+B#2)/1)%1=#$1+:)

#R6#,=+=%/1B)/$)K066:%#$)%12%,+=%/1B')*+B#2)/1)#1=#$6$%B#)

9##2H+,-_)%12%,+=%/1B)/9):#BB)=7+1)/6=%5+:)6:+11%1.)+12)

#R6#,=+=%/1)B#==%1.)/1)=7#)9$/1=[#12)9$/5)H/=7)%1=#$1+:)+12)

K066:%#$)6#$B6#,=%"#B)&#$#)6$%5+$@)2$%"#$B)9/$)=7#)2#:+@B')

!

)

Figure 17: Time to Steady-State Program Operation)

)

Source: AOTMP, October 2009 

)

)
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Chapter Four:  

Conclusion/Call to Action 

Q56$/"%1.),/::#,=%"#)%120B=$@),/19%2#1,#)%1)CDE)+12)GEE)8$/.$+5B)

H#1#9%=B)#"#$@/1#)&/$-%1.)%1)=7#)%120B=$@'))D1=#$6$%B#B)&%=7)7%.7)

,/19%2#1,#)+$#)6$/1#)=/)6:+,#).$#+=#$)#567+B%B)/1)CDE)+12)GEE)

6$/.$+5)+2/6=%/1)H+B#2)/1)=7#)H#:%#9)=7+=)H0B%1#BB)$#=0$1B)+$#)7%.7'))

K066:%#$B)+12)</1B0:=+1=B)6$/"%2%1.)=#,71/:/.@)+12)B#$"%,#B)9/$)

#1=#$6$%B#)6$/.$+5B)H#1#9%=)9$/5)7%.7),/19%2#1,#)=7$/0.7).$#+=#$)

5+$-#=)/66/$=01%=@)+12)2#5+12)9/$)6$/20,=B)+12)B#$"%,#B')O#:+=#2)

6+$=%#B_)B0,7)+B)6+$=1#$B)+12)%1"#B=/$B_)H#1#9%=)9$/5)#1=#$6$%B#)

2#5+12)+12)B0B=+%1+H%:%=@).#1#$+=#2)H@)%1,$#+B#2),/19%2#1,#)=7$/0.7)

+)2#,$#+B#)%1)6+$=1#$B7%6)+12)%1"#B=5#1=)$%B-')

D567+B%B)/1)=7$##)-#@)+B6#,=B)/9)=7#)CDE)+12)GEE)Q120B=$@)B#$"#B)

=/),+=+:@A#)6/B%=%"#)B#1=%5#1=)+12)H#:%#9)%1)=7#)%120B=$@_)&7%,7)

%1,$#+B#B),/19%2#1,#)/"#$+::')

1. Polish and Execute TEM and WMM Program Plans 

+' D"+:0+=%/1)8:+1)

H' 4#6:/@5#1=)8:+1)

,' K=#+2@[K=+=#)8:+1)

)

2. Refine the Business Case 

+' W+:0#)*#@/12)?02%=)K+"%1.B)

H' h0B=%9@)Y##2B)

,' K0B=+%1+H%:%=@)

)

3. Emphasize Time and Effort Requirements to Achieve 

Benefits 

+' O#B/0$,#)Y##2B)S)?::)4#6+$=5#1=B)

H' <+$$%#$)DR6#,=+=%/1B)

,' 8$/,#BB)O#[#1.%1##$%1.)
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)

Polish and Execute TEM and WMM Program Plans 

What is your primary 

challenge when 

working with any 

TEM Supplier? 

)fi#==%1.)$#6/$=B)=7+=)B7/&)

+,,0$+=#_)+,=%/1+H:#)2+=+)+=)

+1)#R#,0=%"#):#"#:_)+:/1.)

&%=7)H#%1.)+H:#)=/)7+"#)=7#)

2#=+%:B)H#7%12)+::)/9)=7#)

105H#$B'g)

)

fX+"%1.)=7#5)]=7#)K066:%#$^)

012#$B=+12)/0$)+,,/01=%1.)

B=$0,=0$#B)+12)012#$B=+12%1.)

/0$)H0B%1#BB'g)

)

fi#==%1.)/1)=7#)B+5#)6+.#)

+B)9+$)+B)&%$#:%1#)+12)5+-%1.)

B0$#)H/=7)@/0)+12)=7#)CDE)

6$/"%2#$)+$#)B6#+-%1.)=7#)

B+5#):+1.0+.#'g)

C7#)"+:0#)CDE)+12)GEE)6$/b#,=)6:+11%1.),/1=$%H0=#B)=/)=7#)B0,,#BB)

/9)=7#)6$/.$+5B)%B)+),/55/1)=7#5#)#R6$#BB#2)=7$/0.7/0=)#1=#$6$%B#)

9##2H+,-'))D1=#$6$%B#B)9$#e0#1=:@)1/=#2)=7$/0.7/0=)=7%B)B=02@)=7+=)

5/$#)=7/$/0.7)6:+11%1.)&/0:2)7+"#)+,,#:#$+=#2)"+:0#)$#,/.1%=%/1)/9)

=7#)6$/.$+5B')

CDE)+12)GEE)6$/.$+5B)+$#)1#&)/$)#"/:"%1.)9/$)5+1@)#1=#$6$%B#B'))
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)

Refine the Business Case)
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)

! </B=)/9)=#,71/:/.@)5#+B0$#2)+.+%1B=)"+:0#)$#,#%"#2))

If you experienced 

any implementation 

delays with your 

program, what were 

the reasons behind 

the delays? 
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+12)6//$)6$/b#,=)

5+1+.#5#1='g)

)
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,+$$%#$B'g)

)

f!0$)%1"#1=/$@)%B)+12)&+B)

1/=),/$$#,=)H#9/$#)&#)

B=+$=#2''')/0$)9+0:='g)
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6$/,#BB)#99%,%#1,@)+12)B#$"%,#)+12),/B=)"%B%H%:%=@_)=7#)6%,=0$#)

+,,0$+=#:@)+:%.1B)&%=7)=7#)Index)B,/$#')
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?),/55/1)=7#5#)&+B)6$#B#1=)+5/1.)#1=#$6$%B#B)#R6#$%#1,%1.)
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2#"#:/65#1=)/9)+)H0B%1#BB),+B#)9/$)+)B0B=+%1+H:#)B/:0=%/1)B0%=#2)=/)

5##=),0$$#1=)+12)90=0$#)H0B%1#BB)1##2B')

DR6:/$%1.)5%2[)+12):/1.[=#$5)6$/.$+5)/Hb#,=%"#B)H#@/12)#$$/$)

%2#1=%9%,+=%/1)+12)+02%=)B+"%1.B)&7#1)2#"#:/6%1.)=7#)H0B%1#BB),+B#)

+99/$2B)#1=#$6$%B#B)%1B%.7=)=/)+:%.1)6$/.$+5)B/:0=%/1B)&%=7)H0B%1#BB)

1##2B_)b0B=%9@)=7#)6$/.$+5)%1%=%+::@_)+12)B#=)+66$/6$%+=#)#R6#,=+=%/1B)

+B)=7#)6$/.$+5)5+=0$#B'))8$/,#BB)#99%,%#1,@)+12)+0=/5+=%/1))
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)

#99%,%#1,@),+1)B066/$=)6$/.$+5)b0B=%9%,+=%/1)%1)+22%=%/1)=/)+02%=)

B+"%1.B)/66/$=01%=%#Ba)/6=%5%A%1.)=#:#,/5)+12)&%$#:#BB)B#$"%,#)

2#:%"#$@)=/)#1=#$6$%B#)0B#$B)+12)+:%.1%1.)B#$"%,#)&%=7)H0B%1#BB)1##2B)

,/1=$%H0=#)=/)/1./%1.)6$/.$+5)"+:0#'))Z12#$B=+12%1.)5%2[)+12):/1.[

=#$5)/Hb#,=%"#B)%56$/"#B)+1)#1=#$6$%B#\B)+H%:%=@)=/)e0+:%9@)+12)B#:#,=)

+66$/6$%+=#)B/:0=%/1B)B0%=#2)=/)5##=)H0B%1#BB)1##2B)+12)B#$"#B)=/)

2#,$#+B#)90=0$#),+6+H%:%=@).+6B)=7+=),+1)B=+::_)2#$+%:)/$)B/0$)"+:0#)

6#$,#6=%/1)/9)CDE)+123/$)GEE)6$/.$+5)6#$9/$5+1,#')

If there was one 

thing you would do 

differently with your 

TEM program, what 

would it be? 

)fQ)&/0:2):%B=)/0=)%=#5B)=7+=)

&#)50B=)7+"#)+12)7+"#)=7#)

K066:%#$).%"#)#R+56:#)

$#6/$=B)=/)5##=)/0$)
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)
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,/55%==%1.)=/)5/"%1.)/0$)

%1"/%,%1.)=/)=7#5)]=7#)
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)

fL%.0$#)/0=)7/&)=/),/1"%1,#)
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9/$)06.$+2%1.)+12)-##6%1.)+::)

B#,=%/1B)/9)=7#)2+=+H+B#)

,0$$#1=)+$#)&/$=7)=7#)

%1"#B=5#1='g)

)

Emphasize Time and Effort Requirements to Achieve Benefits 
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?,,/$2%1.)=/)B=02@)$#B6/1B#B_),/1=$%H0=%/1B)+12)6+$=%,%6+=%/1)9$/5)

,+$$%#$B)+12)"#12/$B)%19:0#1,#)+==%=02#)=/&+$2)=%5#)+12)#99/$=)%1)

6$/.$+5)#R#,0=%/1'))D1=#$6$%B#B)+12)K066:%#$B)+$#)#e0+::@):%5%=#2)H@)

=7#),//6#$+=%/1)/9),+$$%#$B),/1=$%H0=%1.)9%1+1,%+:_)B#$"%,#_)+BB#=)+12)
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C7/$/0.7)6$/b#,=)6:+11%1.)+12),+$$%#$)1/=%9%,+=%/1)B#$"#B)=/)B#=)
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