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Introduction 
What is DSD? 

The Dynamic Service Delivery (DSD) platform is 
an approach for organisations to build organisational 
adaptability and project execution capability. It allows 
organisations to accelerate and de-risk their 
transformation activities to ultimately deliver greater 
returns to their stakeholders. 

PwC will partner with your organisation to embed new 
ways of working and aligning strategy, culture and 
operations to capabilities required for your 
organisation to be ‘future-fit’. 

By being able to rapidly adapt and capitalise on 
changing market and technology trends, organisations 
are more likely to survive and even flourish. Time 
bound strategic planning horizons are no longer 
relevant. Organisations must embrace a shift in 
their organisational planning and execution 
processes in order to improve their overall 
‘adaptability’ whilst satisfying the rapidly changing 
needs of customers’.  

Organisations are finding it increasingly 
difficult to respond to changes.  
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Characteristics of agile organisations 
What is agility?  
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Agility is defined as an organisation’s dynamic capability to achieve renewable 
competitive advantage through continuous adaptation in a turbulent environment.  

PwC conducted research to address the question: ‘How can organisations survive 
and thrive in dynamic environments?’ and partnered with the University of 
Melbourne to undertake a world-first study aimed at exploring and empirically testing 
a number of questions/hypotheses related to organisational agility as depicted in the 
diagram below: 

 

Agility is critical 
to ensure an 
organisation’s 
objectives and 
actions are 
responsive and 
relevant to the 
dynamic 
conditions of an 
operating 
environment 
where constant 
change is the 
norm.  

What are the qualities – 

financial, organisational 

and cultural – that 

define an agile 

organisation? 

 

Hypothesis: Agile 

organisations 

deliver greater returns 

to stakeholders. 

 

Hypothesis: Agile 

organisations are better 

equipped to deliver 

change programs. 

Read more on the agility study at: 
http://www.pwc.com.au/consulting/publications/agility-study.htm 
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Characteristics of agile organisations 
What is the HVP agility model? 
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Our research enabled us to develop and academically test our HVP agility model. The 
HVP agility model comprised of three underlying capacities of an organisation: 

The HVP agility 
model 
demonstrates 
that agility is a 
multi-
dimensional 
capability. 
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• Horizon (H): The capacity to 
continuously sense the 
environment for emergent threats 
and opportunities.  

• Velocity (V): The capacity to 
quickly mobilise or redeploy funds, 
people and information across its 
network in a goal-directed 
manner. 

• Plasticity (P): The capacity to 
rapidly form and dissolve internal 
and external relationships and 
make changes to the nature 
of relationships. 

Within an organisation, this also 
requires coherence of Culture (C), 
Strategy (S) and Leadership (L). 
Organisational alignment brings 
it all together.  
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The DSD 
platform provides 
a comprehensive 
suite of 
capabilities that 
promote 
transformation 
alignment and 
acceleration. 

DSD platform 

The DSD platform rebuilds the 

traditional delivery methods. 

How does DSD embody key agile practices?  
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How does DSD embody key agile practices?  
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          Some examples of the agility enablers are: 

• Cloud based collaboration toolsets. 

• Hub environment and processes enables our ‘new way of working’- 
driving change and engagement, innovating solutions, leading with a breakthrough 
mindset, leveraging new technologies, managing to outcomes and communicating 
creatively. 

• Iterative approach to transformation delivery. 

• ‘Delivery Centre’ built for long term partnering in Platform Delivery, PMO, 
Business Integration, Managed Services and Lifecycle Management. 

 
 

DSD includes 
many facets of 
agility enablers as 
part of its 
platform. 

The DSD platform rebuilds the 

traditional delivery methods. 
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          Why does your organisation need DSD? 

• Clear vision and organisational alignment around strategy and projects 

• Faster execution at a cheaper cost - more efficient CAPEX and OPEX spend 

• A different, dynamic and collaborative way of working 

• Solutions delivered in line with changing customer needs 

• Accelerated delivery through decision making with a breakthrough mindset  

• Reduction of unnecessary activities 

• Innovation embedded into the organisational DNA  

• Technology enabled transformation methods 
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The value for  
your organisation 
through the  
DSD approach. 
 

How does DSD embody key agile practices?  

 

The DSD platform rebuilds the 

traditional delivery methods. 
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Where have we done this before? 
Case study: PwC has partnered with a major healthcare provider in Australia to become 
its ‘business transformation’ partner. 
 

Outcomes: 

Through PwC’s 

collaborative 

approach to 

transformation 

planning and 

operational design, 

the Client now has a 

clear ‘future state’ 

operating model, an 

engaged executive 

team and staff with a 

clear understanding 

of the future journey, 

a solid understanding 

of the technology 

‘right fit’ option and a 

clear view of critical 

transformation 

activities.  

 

 

Client issue: 

The Client sought PwC’s 

help to assist them in 

integrating their business 

operations post merger. The 

key challenge was to define 

its ‘future state’ and navigate 

an incredibly complex 

environment to define and 

agree upon a practical and 

sustainable transformation 

journey. PwC has been 

engaged to help plan the 

transformation journey and 

drive a number of strategic 

initiatives through the 

business. This included 

helping define the ‘target 

state’ operating model, and 

‘integrated architecture’. This 

gave the Client an edge over 

their competitors, and 

allowed them to engage with 

third party technology 

vendors to identify the ‘right 

fit’ technology solutions.  

 

Our approach:  

Throughout 2014, PwC has collaborated with Client to define and plan its 

transformation journey. The key activities within this approach included: 

• Defining the high level future state operating model and a range of 

innovative business scenarios.  

• Developing a detailed definition of the ‘future state’ business architecture 

to support the Service Delivery requirements. PwC provided ICT 

advisory services and there was a particular focus on claims and 

payments capabilities. 

• Organising technology vendor demonstrations and facilitating a diverse 

array of business scenarios and use cases (called ‘sprints’). 

• Engaging business stakeholders on the requirements of the 

transformation journey and the potential of technology vendors etc. PwC 

subsequently collaborated with technology vendors (relative to agreed 

criteria) and to identified the ‘right fit’ options. During these activities, 

PwC provided procurement and negotiation strategies and guidance. 

• Providing advice regarding program set up, governance, and delivery 

including Design Authority, delivery teams, and Project Management 

Office (PMO).  

• Providing strategic advice regarding customer strategy (including 

segmentation, unique needs, value proposition, product needs, 

distinctive capability requirements). 

• Providing strategic advice regarding ‘people’, including the required 

workforce, culture change, change management, training, etc. 
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We have also helped other organisations in these areas.. 
• “My Programme has run off the rails, I need to understand why and bring it back on track”  

• “I have a transformation to deliver with multiple partners and need someone to sit on my side to deliver successfully” 

• “I want to set up an Agile development capability and run it myself” 
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