
PLAYING FOR THE ADVANTAGE 
CALCULATING ALL THE RIGHT MOVES



CLIENT PROFILE

CHALLENGES

A Fortune 500 company in the digital services industry 
had multiple SOW projects relevant to their print solu-
tion delivery that required numerous global touchpoints 
needed to centralize deliverables, manage spend and in-
crease visibility at the executive level.

Complexities abounded: In addition to multiple SOW pro-
jects, the program was extremely complex in scope. The 
myriad projects were consolidated into one large all-en-
compassing SOW program with a series of deliverables 
that spanned across four continents, including seven 
countries with six suppliers who each had various task or-
ders and payment schedules to maintain. 

While the majority of the users were located in the United 
States, there were a small amount of end users in Europe, 
primarily in Spain and Ireland. Meanwhile, delivery was 
executed from India, but support was fulfilled from Mex-
ico and Ireland. 

Further complicating the matter, there were numerous 
stakeholders in the program. These stakeholders included 
hiring managers, buyers, contract specialists and others, 
who each had ownership of different delivery aspects. To 
compound matters, the program ran in a decentralized 
manner in terms of supplier relationships, delivery and 
contract terms from the various countries involved. 

What it all really boiled down to was encompassing one 
singular extensive global SOW, which had many ERP sys-
tems to work with, not a clear defined end deliverable but 
instead a series of deliverables which had impact down-
stream on timelines along with multiple Project Planning 
and Management (PPM) tools being used in different lo-
cations. 

From the C-suite perspective, executive level manage-
ment had a desperate need for visibility which included 
detailed rollup reporting and precise spend management 
so they could see the big picture as well as the individual 
projects within. There was little organization, so it was like 
playing a game of chance and hoping it turned out in their 
favor.



THE PATH
DCR understood the complexities of managing such a 
complex global SOW program. And they didn’t want to 
leave anything to chance. After gathering incredibly de-
tailed requirements from each of the various stakehold-
ers, DCR began to examine their requirements from a 3D 
perspective. 

Similar to a three-dimensional chess game, there were 
many layers to factor in. Smart Track VMS was implement-
ed as the global SOW non-employee workforce manage-
ment tool. Although there were several continents, sup-
pliers, tasks and schedules, Smart Track pulled all of the 
data together in one tidy package, even including indus-
try-specific idiosyncrasies. 

Smart Track’s levels allow for each stakeholder to keep 
control over their own deliverables while seeing the big-
ger picture. The SOW was divided into time-and-material, 
fixed-price deliverable-based components, offshore mod-
el components as well as a call center delivery. Additional-
ly, the SOW had a variety of teams who tracked their time 
and delivery separately as well as the payments that were 
based on their tracking. Since deliverable from suppliers 
were easily tracked, it facilitated the payment process, 
even with the addition of various pay schedules.

To maintain complete visibility of data for executives, 
there was integration to the PPM and ERP systems. This 
created complete access to the all of the complex data 
from each individual system on one dashboard, eliminat-
ing several manual steps for the client.  
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IMPACT
Smart Track’s reporting dashboards have improved the visibility and spend management for their entire SOW program 
throughout every country, included every supplier with deliverables and provided visibility of data to the C-level including 
PPM and ERP complete with analytics built in.  

DCR turned their game of chance into a streamlined, data-driven, simple yet strategic way to manage a complex SOW with 
Smart Track as the driving force. At that point it was their move. 

Roles and responsibilities were clear. Stakeholders were on board, so deliverables were met on time and on budget from 
every country and supplier. The client was thrilled that Smart Track was able to encompass every facet of their SOW, including 
functionalities they didn’t know existed. 

The largest impact to the end users was that through Smart Track, a lot of accountability was moved to the suppliers, thereby 
empowering the suppliers and saving nearly 12% of overall hours spent in administrative tasks for the end users. Another 
huge effect was the availability of actionable data and metrics to the decision makers that could be derived from Smart Track 
through analytics and reports, which improved the cycle time by 21%. The Quarterly Business Reviews during the first quarter 
reported a large spend in travel, and during the second quarter that was reduced by 43% just by moving resource locations 
to reduce the time and expense involved in travel. 

Of course, the single source of analytics and score-carding the suppliers for the SOW deliverables and SLAs was a huge plus, 
which they could also get from Smart Track.

DCR’s role as the grandmaster gave the client a broad overview of the whole game, a strategic way to track all the moves and 
a deep look see what the next best move was going forward. 

A complete strategic system was built with varying degrees and levels of complication. In essence, the technology showed 
the next move to make.

“Similar to a 3D chess game, DCR took a strategic look at ALL of the 
various levels of our complex global SOW and put Smart Track to work 
for us!” - Digital Services CPO


