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Valcon’s capabilities

Consulting capabilities



For discussion today… Selfridges case study:



Selfridges has been on a customer 
experience transformation journey since 
2015, with its vision and ambition being:

…to build a global, customer centric business 
that can adapt to changing customer needs, in 
order to drive growth domestically and 
internationally across all channels.

Vision & Ambition



 During 2017, as the size and complexity of the programme increased, the 
programme sponsor identified a need to accelerate the capability of the 
existing programme management offices (PMOs) to support the company’s 
transformation ambitions.

 Selfridges' transformation programme - known as the 2020 Programme -
was the key vehicle through which its customer vision and ambition would 
be delivered.

 The programme impacted multiple areas of the business, along with 
strategic partners, suppliers and brands.

 It was originally made up of five major change programmes, though this 
was extended further during the transformation journey.

The backdrop

 Since September 2017, Valcon worked collaboratively with Selfridges and 
its strategic partners on the 2020 Programme to assure the delivery of 
new business capabilities and beneficial outcomes.



The evolution of the PMO – responding to the Now AND Next



Challenges the PMO faced



Transformation Control – PMO 101
Factors forming the building blocks to right-size the future PMOs

 Engagement/Contracting – know your customers, suppliers etc. 
and the range of differing needs and roles played.

 Breadth of PMO services, aligned to the scale of transformational 
change – the portfolio & programme office architecture.

 Depth of PMO services required, aligned to the client’s risk 
tolerance and the maturity of the delivery engine.

 Number, type and experience levels of PMO practitioners needed 
over time to meet Demand and Complexity dimensions.

 Toolkit – designed and constructed to align to services 
provided, and type of delivery methods/models being adopted.

 Modern governance structures and ways of working –
designing and embedding new working methods and 
deploying automation across teams.

 Building in Resilience – enabling the ability to respond 
(what if..).
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Best practice & innovation – automating PMO services within a modern PMO

 Mobile Apps – enabled enhanced 
management of risks & issues.

 Data Analytics – provided customised, 
interactive dashboards to enable 
accelerated delivery of digital outcomes 
during lockdown.

 Workflow Automation – unlocked 
efficiencies and greater productivity 
whilst working remotely.



Getting it right – the results & benefits
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