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IDE Master Graduation

Project team, Procedural checks and personal Project brief

This document contains the agreements made between student and supervisory team about the student’s IDE Master
Graduation Project. This document can also include the involvement of an external organisation, however, it does not cover any
legal employment relationship that the student and the client (might) agree upon. Next to that, this document facilitates the
required procedural checks. In this document:

The student defines the team, what he/she is going to do/deliver and how that will come about.
SSC E&SA (Shared Service Center, Education & Student Affairs) reports on the student’s registration and study progress.
IDE's Board of Examiners confirms if the student is allowed to start the Graduation Project.

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT

family name  Visser Your master programme (only select the options that apply to you):
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street & no.
zipcode & city = Honours Programme Master
country _The Netherlands Medisign
phone Tech. in Sustainable Design
email D Entrepeneurship
** chair _Erik-Jan Hultink dept. / section: _MCR
** mentor _Ehsan Baha dept. / section: _MOD

Luca Ferrigno
KPMG Netherlands

Amstelveen the Netherlands
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APPROVAL PROJECT BRIEF

To be filled in by the chair of the supervisory team.

chair _Erik-Jan Hultink date 10 - 09 - 2020 signature

CHECK STUDY PROGRESS

To be filled in by the SSC E&SA (Shared Service Center, Education & Student Affairs), after approval of the project brief by the Chair.
The study progress will be checked for a 2nd time just before the green light meeting.

Master electives no. of EC accumulated in total: 90 EC @ all 1% year master courses passed

Of which, taking the conditional requirements
into account, can be part of the exam programme  _90 EC missing 15" year master courses are:

List of electives obtained before the third
semester without approval of the BoE

name date - - signature

FORMAL APPROVAL GRADUATION PROJECT

To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.

Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

e Does the project fit within the (MSc)-programme of M) APPROVED[) NOT APPROVED )

the student (taking into account, if described, the

activities done next to the obligatory MSc specific ) APPROVED r) NOT APPROVED )
courses)?

¢ |s the level of the project challenging enough for a
MSc IDE graduating student?

e |s the project expected to be doable within 100
working days/20 weeks ?

¢ Does the composition of the supervisory team
comply with the regulations and fit the assignment ?

comments
name date - - signature
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Establishing digital client relationships in the consulting industry. project title

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project.

start date 10 - 09 - 2020 11 -02 - 2021 end date

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet

complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money....), technology, ...).

space available for images / figures on next page

With the development of new technologies, the disruption of industries, the huge rise of digital startups and don't
forget the current times regarding the COVID-19 pandemic, industries are even more in need to digitally transform
their business and their client relationships.

The context of this project lies in the consulting industry. The consulting industry is currently at the forefront of big
changes, technology plays a big role in this [2]. Whereas in the past successful client-consultant relationships were
depended on trust, which was already difficult in the non-routine, high-stake context of consulting [3]. Currently more
and more of these relationships have shifted to digital working matters, which makes those relationships even harder
to establish. Many clients demand the ability to quickly grasp and understand data, as well as to provide flexible and
intensive support [4], supported with the right technology.

KPMG is part of the so-called ' big four’, collectively to the four largest professional services networks in the world,
providing Audit, Tax and Advisory services. KPMG faces threat from direct competitors who are increasingly launching
digital initiatives and smaller digital-oriented companies. The current changes regarding remote working, changing
needs of clients and the rise of new digital consulting initiatives, results in a changing client-consultant relationship.
With client-relationship, | refer to three different phases of interaction between client and consultant:
Client-acquisition, Client-execution and client-retention ( see figure 2).

KPMG knows it has to react to these changes and start accelerating its digital transformation. They adopted several
digital tools and start to develop digital products. One of those products is the micro-website creator: Dialogue. For
almost 20 years consultant used static solutions, such as Excel and PowerPoint, to share their insights with their clients.
Dialogue wants to change this by digitizing presenting and reporting, allowing consultants to create secure and
interactive micro-websites to share their knowledge with clients. Dialogue is gaining increasingly more traction not
only nationally but also globally. An opportunity arises from this initial client-execution focused product, whereas the
product can integrate all kinds of technologies and software solutions, giving it the possibility to become a facilitator
of multiple phases of the client-consultant relationship.

Currently, Dialogue lacks a clear future vision and strategy. This has merely to do with the fact that KPMG's view on
how their client-consultant relationships will change is not yet clear, neither is the influence of technology on this
relationship. In addition, Dialogue is a digital tool that will need to constantly develop and update their product.
Therefore, they are in need of a clear vision on how this digital client-relationship will look like, in order for them to
decide on how to position themselves within this new 'digital’ client-relationship.

In this project, | will take away the knowledge gap, by envisioning the future digital client-consultant relationship and
possibilities for Dialogue to position themselves within this vision.
Secondly | will create an actionable 3-6 month strategy for Dialogue, in order to take their first step towards this vision.

(For References, see the last page)
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introduction (continued): space for images
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image / figure 2. __Short description of the Client-relationship and the activities involved.
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PROBLEM DEFINITION **

Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

The scope of this project will focus on the upcoming 5 years. This because Dialogue is still in start-up fase and needs to
have a foreseeable future on how the digital landscape within the consulting industry will change.

Dialogue was initially built to bring reporting into the digital age, however the to tool turned out to be usable for a lot
of different usecases. With future technological integrations they could be the facilitator of a full digital
client-relationship. They don't yet have the set direction on how they should further develop. Therefore they need a
more structured vision on which road they can take to position themselves in this changing client-relationship.

Dialogue is a digital tool , so delivering a 5 years strategy will not make sense, they need to adapt their services
constantly. Therefore, | will deliver a future vision of this digital client-relationship and showcase how Diaogue can
potentially position themselves within this future. This will give them a broader goal to work to. In addition, | will
design a more actionable 3-6 months strategy to get started on reaching this vision.

Some limitations to this project are the importance of following privacy and compliance rules. In these kind of projects
sensitive information is being stored and shared. This need to be taken into account when rethinking this
client-relationship. Furthermore, Dialogue is a start-up so faces the problem of limited resources, this needs to be
taken into account in order to develop a feasible strategy. Lastly, the strategy needs to be pro-active and give clarity to
the dialogue team.

ok

State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed

out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

vill generate a
this relationship. In addition, | will provide Dialogue with an actionable 3-6 month strategy to showcase the first steps
they need to take inthe direction of this vision.

First of all I will start with a thorough research of KPMG's current client-relationships and the tools they have on offer.
Secondly, I will conduct muliple interviews with different digtal tooling companies and experts in the field of
client-consulting relationships. More research will be done in regards to competitors of the tool and current
developments in the field of digitizing relations and technology trends.

Based on these findings a first vision on how the ideal future consultant-client relationship will look like, will be
defined. With this knowledge, an iterative design process starts on conceptualizing future visions for Dialogue on how
to facilitate or be part of this relationship. In this process | will involve multiple internal and external by hosting
co-reflecting sessions. After this | structure this future vision in a certain timeline, to give Dialogue some steps to
develop to. The second deliverable will be an actionable 6 month strategy to give the first direction towards this future
vision. This strategy will include a feature or features they first needs to develop and which actions Dialogue should
take on first.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within

the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.

startdate 10 -9 - 2020 11 - 2 - 2021 end date
LRRQ QN
6 weeks 6 weeks 5 weeks 3 weeks

cw [ W[ W[ W[ o] @[ W[ W[ & ] o] o] o & o[ = o [ o ] | -
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Discover

110 research method

Company Analysis

Expert Interviews

Competition analysis

Technology scouting

Creative Trends research

Literature review.

Envision

Ideating

Co-reflacting sessions

Conceptualization future
wwwww

Probing sessions.

Validating strategy

Deliver Graduation Day|

Finalize strategy

Finalize Final report

Final Presentation

In this project, | will make use of an iterative design approach and use multiple validation loops with both internal and
external stakeholders. Therefore, | will try to make use of visualization as much as possible. To communicate the vision
and get people involved. This to create a sustainable and future-oriented vision. Because Dialogue is a digital product,
they need to be able to quickly respond to changes, therefore they need a broader vision on how the future could
possible be.

| will start with an intensive research phase, to fully understand Dialogue's position in the market and to get a more
thorough understanding of how to define the client-consultant relationship. This analysis will be both internal and
external. | plan to talk to multiple experts, supported with a thorough competitor analysis and trend research. It is not
yet clear what specific methods | will use and which part of the research is going to be most of the value. Therefore, |
will make use of the 1:10:100 method, to specify the research to focus on.

After the initial research phase being done, the envision phase will take place. In this phase I will ideate on future
visions. | will make use of probes to get stakeholders involved. There will be multiple iteration loops. After this | will set
this visions on a timeline to give Dialogue a direction to go to.

In the design phase | will in addition ,to this future vision, create an actionable 3-6 month strategy to showcase how
they can set their first steps towards this vision. Also in this phase | will make use of probing to find out what the first
step for Dialogue should be. The final phase will be the deliver phase, where | will finalize the deliverables and give a
final presentation.
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
specific tool and/or methodology, ... . Stick to no more than five ambitions.

When | start to look for graduation opportunities, I knew | wanted to create a strategy for implementing new
technologies or innovations into a supply chain or product portfolio of a big company. | find it fascinating to
continuously look for new technologies and innovations that can better the world we live in. Such as better more
transparent processes, or connecting people and systems

With this project, | want to gain more experience in how design can enhance the adaption and use of technology.
Also, | want to increase my knowledge of software solutions and how technology can help shape human relationships.

| want to further deepen my knowledge about digital product design and the infrastructure behind those products. |
want to get more experience in translating visions into a digital product strategy, | never before designed a strategy for
a completely digital product. My last internship as a digital product development intern at KPMG revealed to me my
interest in digital products and the opportunities they bring.

Besides, | want to broaden my competencies by using co-referencing to get more experience in facilitating design
sessions and translating stakeholders thoughts into one holistic strategy. In my past projects, | always try to visualize
my thoughts and strategies in a compelling and luring way. | want to apply my visualization skills in this project, to
inspire, convince and align stakeholders and users.

Lastly, | want to experience how to combine a practical working environment with an academic approach. This
project is especially interesting because it will be about creating a strategy for a start-up within a corporate, this for
sure will bring unforeseen challenges. | am curious to know more about how to use lean and iterative design methods
to design for this specific set-up.

(references Introduction)

T.Alt, R, Beck, R, & Smits, M. T. (2018). FinTech and the transformation of the financial industry. Electronic Markets, 28(3),
235-243. https://doi.org/10.1007/s12525-018-0310-9

2.Consultancy.eu. (2019, 19 juni). How technology is disrupting the consulting industry.
https://www.consultancy.eu/news/2879/how-technology-is-disrupting-the-consulting-industry

3.Nikolova, N., Méllering, G., & Reihlen, M. (2015). Trusting as a ‘Leap of Faith" Trust-building practices in client-
consultant relationships. Scandinavian Journal of Management, 31(2), 232-245.
https://doi.org/10.1016/j.scaman.2014.09.007

4.C. (zd.). consultingsearcher: Find a consultant. Cardea AG 2012.
https://www.consultingsearcher.com/eng/Cardea-competence-centre/Theconsulting-market/What-clients-of-manag
ement-consultants-really-want

FINAL COMMENTS
ject brief needs final comments, please add any information you think is relevant.

In case your pro
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	Project Introduction: With the development of new technologies, the disruption of industries, the huge rise of digital startups and don't forget the current times regarding the COVID-19 pandemic,  industries are even more in need to digitally transform their business and their client relationships.  

The context of this project lies in the consulting industry. The consulting industry is currently at the forefront of big changes, technology plays a big role in this [2]. Whereas in the past successful client-consultant relationships were depended on trust, which was already difficult in the non-routine, high-stake context of consulting [3]. Currently more and more of these relationships have shifted to digital working matters, which makes those relationships even harder to establish. Many clients demand the ability to quickly grasp and understand data, as well as to provide flexible and intensive support [4], supported with the right technology.  

KPMG is part of the so-called ‘ big four’, collectively to the four largest professional services networks in the world,  providing Audit, Tax and Advisory services.  KPMG faces threat from direct competitors who are increasingly launching digital initiatives and smaller digital-oriented companies.  The current changes regarding remote working, changing needs of clients and the rise of new digital consulting initiatives, results in a changing client-consultant relationship. With client-relationship, I refer to three different phases of interaction between client and consultant: Client-acquisition, Client-execution and client-retention ( see figure 2). 

KPMG knows it has to react to these changes and start accelerating its digital transformation. They adopted several digital tools and start to develop digital products. One of those products is the micro-website creator: Dialogue. For almost 20 years consultant used static solutions, such as Excel and PowerPoint, to share their insights with their clients. Dialogue wants to change this by digitizing presenting and reporting, allowing consultants to create secure and interactive micro-websites to share their knowledge with clients. Dialogue is gaining increasingly more traction not only nationally but also globally. An opportunity arises from this initial client-execution focused product, whereas the product can integrate all kinds of technologies and software solutions, giving it the possibility to become a  facilitator of multiple phases of the client-consultant relationship. 

Currently, Dialogue lacks a clear future vision and strategy. This has merely to do with the fact that KPMG’s view on how their client-consultant relationships will change is not yet clear, neither is the influence of technology on this relationship. In addition, Dialogue is a digital tool that will need to constantly develop and update their product.  Therefore, they are in need of a clear vision on how this digital client-relationship will look like, in order for them to decide on how to position themselves within this new 'digital' client-relationship. 

In this project, I will take away the knowledge gap, by envisioning the future digital client-consultant relationship and possibilities for Dialogue to position themselves within this vision. 
Secondly I will create an actionable 3-6 month strategy for Dialogue, in order to take their first step towards this vision. 
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	Project Problem: The scope of this project will focus on the upcoming 5 years. This because Dialogue is still in start-up fase and needs to have a foreseeable future on how the digital landscape within the consulting industry will change.  

Dialogue was initially built to bring reporting into the digital age, however the to tool turned out to be usable for a lot of different usecases. With future technological integrations they could be the facilitator of a full digital client-relationship. They don't yet have the set direction on how they should further develop. Therefore they need a more structured vision on which road they can take to position themselves in this changing client-relationship.

Dialogue is a digital tool , so delivering a 5 years strategy will not make sense,  they need to adapt their services constantly. Therefore, I will deliver a future vision of this digital client-relationship and showcase how Diaogue can potentially position themselves within this future. This will give them a broader goal to work to.  In addition, I will design a more actionable 3-6 months strategy to get started on reaching this vision. 

Some limitations to this project are the importance of following privacy and compliance rules. In these kind of projects sensitive information is being stored and shared.  This need to be taken into account when rethinking this client-relationship. Furthermore,  Dialogue is a start-up so faces the problem of limited resources, this needs to be taken into account in order to develop a feasible strategy.  Lastly, the strategy needs to be pro-active and give clarity to the dialogue team. 


	Project Assignment in 3: This project will generate a future vision of the future consultant-client relationships and the role of technology within this relationship. In addition,   I will provide Dialogue with an actionable 3-6 month strategy to showcase the first steps they need to take in the direction of this vision.
	Project Assignment Elaboration: First of all I will start with a thorough research of KPMG's current client-relationships and the tools they have on offer. Secondly, I will conduct muliple interviews with different digtal tooling companies and experts in the field of client-consulting relationships. More research will be done in regards to competitors of the tool and current developments in the field of digitizing relations and technology trends.  

Based on these findings  a first vision on how the ideal future consultant-client relationship will look like, will be defined.  With this knowledge, an iterative design process starts on conceptualizing future visions for Dialogue on how to facilitate or be part of this relationship. In this process I will involve multiple internal and external by hosting co-reflecting sessions.  After this I structure this future vision in a certain timeline, to give Dialogue some steps to develop to. The second deliverable will be an actionable 6 month strategy to give the first direction towards this future vision. This strategy will include a feature or features they first needs to develop and which actions Dialogue should take on first. 

  
.
	Planning Gantt: 
	Planning Elaboration: In this project, I will make use of an iterative design approach and use multiple validation loops with both internal and external stakeholders. Therefore, I will try to make use of visualization as much as possible. To communicate the vision and get people involved. This to create a sustainable and future-oriented vision. Because Dialogue is a digital product, they need to be able to quickly respond to changes, therefore they need a broader vision on how the future could possible be.

I will start with an intensive research phase,  to fully understand Dialogue's position in the market and to get a more thorough understanding of how to define the client-consultant relationship. This analysis will be both internal and external. I plan to talk to multiple experts, supported with a thorough competitor analysis and trend research.  It is not yet clear what specific methods I will use and which part of the research is going to be most of the value. Therefore, I will make use of the 1:10:100 method, to specify the research to focus on. 

After the initial research phase being done, the envision phase will take place. In this phase I will ideate on future visions. I will make use of probes to get stakeholders involved. There will be multiple iteration loops. After this I will set this visions on a timeline to give Dialogue a direction to go to. 

In the design phase I will in addition ,to this future vision, create an actionable 3-6 month strategy to showcase how they can set their first steps towards this vision. Also in this phase I will make use of probing to find out what the first step for Dialogue should be. The final phase will be the deliver phase, where I will finalize the deliverables and give a final presentation.
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	Project Motivation: When I start to look for graduation opportunities, I knew I wanted to create a strategy for implementing new technologies or innovations into a supply chain or product portfolio of a big company.   I find it fascinating to continuously look for new technologies and innovations that can better the world we live in. Such as  better more transparent processes, or connecting people and systems

With this project, I want to gain more experience in how design can enhance the adaption and use of technology.  Also, I want to increase my knowledge of software solutions and how technology can help shape human relationships. 
 
I want to further deepen my knowledge about digital product design and the infrastructure behind those products. I want to get more experience in translating visions into a digital product strategy, I never before designed a strategy for a completely digital product. My last internship as a digital product development intern at KPMG revealed to me my interest in digital products and the opportunities they bring.   

Besides, I want to broaden my competencies by using co-referencing to get more experience in facilitating design sessions and translating stakeholders thoughts into one holistic strategy. In my past projects, I always try to visualize my thoughts and strategies in a compelling and luring way. I want to apply my visualization skills in this project, to inspire, convince and align stakeholders and users. 

Lastly, I want to experience how to combine a practical working environment with an academic approach.  This project is especially interesting because it will be about creating a strategy for a start-up within a corporate, this for sure will bring unforeseen challenges. I am curious to know more about how to use lean and iterative design methods to design for this specific set-up. 
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