
As an indepen dent con su l t a n t , I get to
vi ew many different su ccessful (and

u n su ccessful) modes of opera ti on s . One of
my profe s s i on’s gre a test ben efits is wh en I
ob s erve yet another way that a ret a i l er ad d s
s a n i ty and co s t - s avi n gs to their su ccess for-
mula and re a l i ze that the com p a ny wo u l d-
n’t obj ect to (and is of ten en t hu s i a s ti c
a bo ut) sharing its ideas with other indu s-
try fri en d s . Af ter all ,i f o t h ers jump on the
n ew bandw a gon it wi ll tri gger incre a s ed
uti l i z a ti on , wh i ch typ i c a lly acc rues more
ef f i c i ency and less cost to all su b s c ri bers .

We wo u l d n’t attem pt to re s et our ch i l d ’s
bro ken wrist so we out s o u rce that task to
an appropri a te medical re s o u rce . We’d be
relu ctant to defend ours elves in co u rt so we
o ut s o u rce that requ i rem ent to a spec i a l i zed
a t torn ey. An d , in our indu s try, m a ny
companies find it more co s t - ef fective and
ef f i c i ent to uti l i ze ex ternal crews to take
retail physical inventories on a random or
s ch edu l ed basis in our store s . In bri ef ,
o ut s o u rcing is simply abo ut get ti n g
something done more efficiently and cost-
effectively than you could do it  internally.

Over a year ago I was introdu ced to an
i n n ova tive sys tems altern a tive that
tri ggered my curi o s i ty far beyond any high -
tech or sys tem s - a utom a ti on opti on that
I’ve seen in 20 years. The business model I
s tu d i ed seem ed so obvi o u s ly ben eficial that
I wondered if its simplicity might threaten
its acceptance.

The bi rth of Perform a n ce Ret a i l , In c . , a
ven tu re cre a ted by ret a i l er powerh o u s e s
To s co and Am erada He s s , and tech n o l ogy
s pecialists An ders en Con su l ting and Rete k ,
In c . , is a perfect example of the prof i t
po ten tial of o ut s o u rc i n g. Looking at the
retailers’ motivations to take this giant step
helps us imagine similar external resources
that could furt h er simplify our bu s i n e s s
environments. Consider these quotes:

( a ) “This wi ll en a ble Ci rcle K stores to have
con s i s tent access to a broad ra n ge of
s ervi ce s ,a ll owing for gre a ter ad a pt a bi l-
i ty and re s po n s iveness to the custo m er,

i m proving the business perform a n ce of
e ach indivi dual store and dec re a s i n g
opera ting costs in the proce s s ,” VP &
C I O, To s co Corpora ti on .

( b ) “PRI simplifies He s s’ growth process by
giving the ret a i l er gre a ter flexi bi l i ty to
qu i ck ly revamp acqu i red stores and
s oon er re a l i ze profits wi t h out the huge
bu rd en of l a rge capital inve s tm en t.”
Sen i or V P, Am erada Hess Corpora ti on .

I italicized key words in these qu o tes to
focus on points that I bel i eve are rel evant to
m a ny opera tors . E s s en ti a lly, these major
chains have con clu ded that their core
com petencies lie in opera ti n g, acqu i ring and
i n tegra ting new stores within their ex i s ti n g
s tru ctu re s , ra t h er then maximizing a retu rn
on inve s tm ent from focusing on their pri m e
s k i ll set s . Con c u rren t ly, t h ey ’ve con clu ded
that the en l i s tm ent of an ex ternal indu s try -
s pec i a l i zed altern a tive for technical prowe s s
and inform a ti on managem ent all ows each
of the companies to invo ke “best practi ce s”
in their re s pective disciplines.

Wi ll this con cept grow beyond these
t wo mega ret a i l ers? I su ggest it wi ll for the
same re a s ons that PDI su cceeded in
devel oping their sof t w a re app l i c a ti ons as
i n du s try - s t a n d a rd soluti ons for som e
3 0 0 - p lus com p a n i e s , t h en devel oped a
s ervi ce bu reau to help small er chains that
opted not to handle hardw a re and
s of t w a re app l i c a ti ons and its rel a ted
re s pon s i bi l i ties (and of ten head ach e s ) .
Fu rt h er, with technical soluti ons provi n g
to be a moving target , and many IT
profe s s i onals moving bet ween em p l oyers
as fast as the soluti on s , a business model
of ex i ting this in-house task begins to
m a ke sen s e .

A word of caution
Bew a re that out s o u rcing may be talked
down in some companies as veh em en t ly as
m a ny te ach ers’ u n i ons wi ll lobby aga i n s t
s ch ool vo u ch er progra m s . Those insec u re
with their con tri buti on level to the com p a-
ny wi ll invent road bl ocks every step of t h e
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Spherion, ExxonMobil expand
employee-screening agreement
Spherion Corporation, Ft. Lauderdale, Fla., in December announced it is expanding
its relationship with ExxonMobil Corporation, Irving, Texas, to provide an automated
pre-screening program to assist in hiring new employees at most existing and new
retail locations, as needed. The company had been providing Exxon Mobil with tele-
phone-based pre-screening services since January 1998, most recently covering 450
stores with 5,000 employees across the United States.

ExxonMobil will use Spherion’s program to prescreen candidates for cashier
positions. The phone-based system, which can be accessed 24 hours a day, seven days
a week, generates “best-match” candidates for live interviews.

“ S p h e r i o n ’s pre-screening program gives companies an edge in identifying and
attracting qualified candidates. This can be critical when the economy is running at
record low unemployment,” said Carl Williams, president of Spherion’s assessment
group, which is based in Charlotte, N.C. “We are pleased that Exxon Mobil is satisfied
with our services and is now expanding their use of our program.”

With the program, applicants use a touch-tone phone to answer a two-tiered series
of “Yes” or “No” questions. First-tier questions are those typically found on employment
applications regarding experience and availability. If they satisfy eligibility standards,
applicants continue to the second tier of questions.

“Second-tier dimension questions are designed to seek out candidates that best match
the client’s culture and, most importantly, the characteristics necessary to perform in a
productive manner,” said Ken Kunda, managing director of Spherion’s Assessment Group.

Kunda noted that the automated screening program offers a high degree of fairness.
“All applicants are asked the same questions and can be assured they are evaluated
using the same criteria for all,” he said.

w ay. Rega rdl e s s , those who see their ro l e
su rviving and en h a n c i n g, as I su gge s t
wi ll be the case for true IT and financial
m a n a gem ent profe s s i on a l s , wi ll analy ze
the best soluti on and recom m en d
wh a t’s best for the com p a ny as a wh o l e .

I devel oped the accom p a nying inset
that discusses other out s o u rcing ide a s
whose time is now. As an ex a m p l e ,i f t h e
c u rrent boa rd serves at the pleasu re of t h e
own er,m aybe the com p a ny is missing the
ben efit of an indepen dent director wh o
wi ll tell it like it is and help the com p a ny
grow mu ch stron ger? 

Fac i l i ties managem ent (e.g.preven tive and
even t - s pecific equ i pm en t / s i te mainten a n ce
and rep a i rs ,el ectrical and HVAC need s ,etc.) is
a n o t h er out s o u rcing trend that I think of fers
our indu s try po ten tial rel i ef . Just as Quick
Servi ce Re s t a u rants edu c a ted our indu s try on
cl e a n l i n e s s , food cost and sales produ ctivi ty
s k i ll s , I bel i eve we’ ll see spec i a l i zed proce s s
s ervi ce companies tra n s form these (typ i c a lly
s tepchild) activi ties into a more harm on i o u s
w ay to manage them ,while dec reasing rel a ted
co s t s . In my op i n i on , the su pp l i er that earn s
the business from a majori ty ofchains wi ll :

( a ) Have a proven net work of rel i a bl e
and co s t - ef fective indepen den t
technicians (that can fix
fo u n t a i n / ref ri gera ti on / o t h er
equ i pm en t , l i gh ti n g, p u m p s ,
H VAC ) .

( b ) Provi de a by - s i te inform a ti on sys tem
that assu res ti m ely preven tive servi ce
and even t - s pecific servi ce s .

(c) Have a significantly lower cost per
s tore versus that incurred via our
ra n dom approaches to these non -
core tasks.

From pon dering the above , I ’m
h opeful that you have iden ti f i ed som e
a reas for out s o u rcing tasks in yo u r
com p a ny. If t h ey ’re not anyon e’s
f avori te job, i t’s prob a bly safe to
con clu de that the tasks are bei n g
su bord i n a ted or ign ored and,
t h erefore , co s ting the com p a ny prof i t
do ll a rs .Why not, t h en ,s t a rt the proce s s
of l i s ting the task needing bet ter
attention and identifying the resources
that might do them better? Oftentimes
this will compute to better results and
more profits.
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C - ST O R E IN D U S T RY — OU T S O U R C I N G V E N U E S T O C O N S I D E R

O p p o r t u n i t y W h y ?
Accounting, Information Management High turnover of expensive/specialized

A d m i n i s t r a t i o n IT personnel; too many accounting depart-

ments not perceived as providing timely and

valuable info to operations. Most data man-

agement tasks better done by specialists.

Strategic Planning Independent view of a company’s strengths,

shortcomings, opportunities, financial and oper-

ating trends and positioning for the future.

Company Valuation, Acquisitions, Top management remains focused on Exit

Strategies, Funding Alternatives enhancing profit from today’s activities while

specialists help quietly and professionally

define expansion/disposition choices.

Branded Foodserv i c e H i s t o ry of proprietary foodservice efforts pro-

vide inconsistent results, concept becomes

stepchild of retailer; branded QSR should

enhance customer traffic and bottom line $.

Facilities Management — equipment repairs, Provides routine and specialized preventive 

lighting, gas pumps, building, HVA C maintenance programs for store/fuel equip-

ment and focused/documented services for

specific repair requirements.

Energy Management Utilities are second-largest occupancy cost;

experts know questions to ask, major local or

regional cost-saving plan alternatives.

Board of Directors Adds dimension and unprejudiced input for

family or other owned companies; offers exter-

nal balance on “tough” decisions.
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