


“Align clients’ 
manufacturing  

strategy with their 
overall business strategy. 

Design and execute 
effective, high-impact, 

sustainable, 
and scalable business 

transformations. 
Work side-by-side with 
the client at every level, 

from senior 
management to 
the shop floor.”

Scope
We provide advice on both strategic set-up and execution optimization in 
manufacturing. In particular, the key manufacturing-related decisions 
we address are:
•	� Network configuration. We design plant networks to help companies 

improve their return on invested capital (ROIC) through reduced cost, 
increased efficiency, and enhanced growth opportunities.

•	 �Make or buy. We help companies decide whether to make or buy, and 
then support the decision by aligning all their processes along the 
supply chain and building the necessary internal capabilities.

•	� Capital productivity. We advise clients on capital spending projects 
and help them to improve the return or yield from both existing 
equipment (through overall equipment effectiveness and maintenance 
strategies) and new equipment (through green-field plant design for 
lean operations).

Approach 
In transforming manufacturing operations, we adopt an integrated 
perspective between strategic set-up and all executional areas related to 
transformation.

In particular, the key elements we focus on in transforming 
operational performance are: the operating system, management 
infrastructure, and employee mindsets, capabilities and behavior. 

We combine our knowledge of the world’s best operating systems with 
internationally recognized improvement programs, such as Lean, Six 
Sigma, and Theory of Constraints, to tailor our solution to the client’s 
needs. Client mentoring and capability-building also play an important 
role in sustaining the changes we help to implement.

Assets and tools
Our ability to serve clients is strengthened by our seven Production 
Systems Design Centers (PSDCs) in Europe, North America and Asia. 
These are internal academies for the creation of leading-edge knowledge 

and the development of world-class 
specialist consultants in production system 
design and lean operations.  

We created the Center for industrial 
Productivity (CiP), a “model factory” 
and joint initiative with the Technical 
University of Darmstadt in Germany, 
which enables us practically to 
demonstrate manufacturing techniques 
and approaches to clients from all sectors.

Furthermore, our teams can leverage  
a fully committed global group of:
•   �  �More than 50 partners and senior 

consultants with deep experience in 
manufacturing.

•     �More than 150 manufacturing  
experts.

Manufacturing

Operating system

Management infrastructure

The process, organization and
related infrastructure required
to influence and enforce the
operating system to ensure
business goals are achieved

Performance-oriented 
leadership and organization-wide 
behavior to sustain an 
institutionalized continuous 
improvement ethic

   

Assets and resources to
deliver customer value with
minimal waste, low variability
and high flexibility 

Mindsets and behavior
Sustainable

future
performance

Current
Performance

Transformation approach  
to create sustainable change
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•	 �Designing and implementing the Lean 
Production Model for one of the largest 
producers of high-tech equipment, 
focusing on cycle-time reduction in 
assembly and testing. 

	 Impact: 
	 – 	 �24 percent overall cycle time 

reduction.
	 –	 �Improved reliability in customer 

delivery. 
	 –	 �Creation of a durable organization: 
	 	 a group of navigators and trainers 	
	 	 for continuous improvement.
•	 �Supporting a world-leading 
beverage company in a productivity 
improvement program centered in 
building excellence in both the supply 
chain and commercial areas of the 
business. 

	 Impact:
	 –	 �50 percent Overall Equipment 

Effectiveness (OEE) improvement.
	 –	 �Annual cost reduction of over 
	 	 e7 million.
•	 �Supporting a leading freight company 
	 to reach operational excellence to cope 	
	 with an increasingly competitive  		
	 market. 	
	 Adopting a branch-based approach 	
	 founded on lean methodology, 
	 teaming up with local management 
	 and supervisors. 
	 �Impact: 12 to 25 percent savings 	
of total local manageable costs.

•	 �Developing a strategic redesign of the 
manufacturing footprint for a world 
leading semiconductor equipment 
producer, aimed at introducing flow 
concepts to improve all performance 
measures (cost, lead time, quality, 
delivery).

Key facts and figures

 Activity by industry

McKinsey’s Production Systems Design Centers (PSDCs)

Examples of our recent client work
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Business Support Functions arena

“Set up efficient and 
effective support 

functions aligned with 
the client strategy. 

Optimize day-to-day 
operations in  

organizations’ support 
functions, such as 

Finance, HR and IT,  
with an integrated  

approach using six 
transformation  

levers.”

Scope
We focus on the holistic transformation of Business Support Functions 
(BSF): Finance, HR, IT, operations overheads, marketing and sales, and 
other general and administrative functions. 

Examples of typical questions we address:
•	 �How can we build an HR Shared Service Center to better serve our 	

global workforce?
•	 �Which levers can we apply to close our general and administrative 

benchmarking gap?
•	 ��How should we set up our support functions successfully to support our 

global operating company?

Approach 
We follow an end-to-end approach in three main phases: diagnosis, 
optimization, and sustainable change management. 
•	 �Diagnosis. We offer a broad toolset for extensive in-depth diagnosis of 

support functions or quick scans. In our diagnosis we look at not only 
the efficiency, but also the effectiveness side.

•	 �Optimization. BSF uses the six transformation levers of demand 
management, lean processes, IT enablement, streamlined 
organization, shared services and new sourcing strategies through 
outsourcing or offshoring.

•	 �Sustainable change management. We support change programs 
with a proprietary transformation tracking tool, as well as workshops 
and tools to ensure capability building and sustainable change 
management. 

Assets and tools
To best serve our clients, we leverage a comprehensive set of tools and 
approaches, including:
•	 �Efficiency diagnostic. Our proprietary Overhead Benchmarking 

Initiative (OBI) database contains more than 500 detailed overhead 
benchmark entries (from different industries and countries) to help 
identify overhead function improvement potential. 

•	 �Effectiveness diagnostic. A Web-based 
tool that asks functional staff and 
internal customers to evaluate 		
the performance of each sub-function.

•	 Deployment diagnostic. A tool to assess
	 the global organizational set-up of an 	
	 organization’s support functions.
•	 Expert network. In addition, we 		
	 have a dedicated global network of 	
	 BSF practitioners, including specialized 	
	 experts with deep functional know-how 	
	 and expertise in optimization levers.

Business Support Functions

Deep support diagnostic
(~4 weeks)

Extensive benchmarking
(OBI) (quantitative)

Overall support diagnostic
(1-2 weeks)

Demand management

Lean processes

IT enablement

Transformation tracking
systems (TEX)

Performance management
via KPIs, SLAs, etc.

Cultural change
Quick benchmarking
(quantitative)

Performance diagnostic
(qualitative)

Streamlined organization

Shared services

Outsourcing, offshoring, and
nearshoring

Capability building

In-depth expert interview(s)
(qualitative)

 Diagnosis Sustainable change
managementOptimization
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Average savings = 14%

30-50% of
identified
opportunities are
typically captured
within the first year,
80% within the
second year
following
implementation

1616

3332

3

  5-9   0-4%
Savings

  10-14 20-4015-19

Typical impact of a McKinsey purchasing 
and supply management project

“Integrate purchasing  
and supply 

management with 
client strategy.   

Define sourcing 
strategies based on 

knowledge of supplier 
markets and dynamics. 

Achieve significant 
and sustainable 

impact to create a 
competitive advantage 
for clients. Build lasting 

capabilities within the 
client organization.”

Scope
We cover the entire strategic sourcing value chain, including:
•	 �Supplier selection, management, and development.
•	 �Sourcing of products and services.
•	 �Performance transformation of the purchasing and supply 

management function.
•	 Global sourcing. 
•	 Category optimization.

We assist companies ranging from those with established offshore 
operations to those just starting the global sourcing process.

Approach 
We adopt a Total Cost of Ownership (TCO) approach that involves  
all functions, and encompasses all elements of purchasing process – 
supplier management, demand management and internal processes.

We use a distinctive capability-building approach, leveraging 
proprietary off-the-shelf training material for change agents and 
the Purchasing & Supply Management Academy for clients’ chief 
purchasing officers.

We have a strong track record of double-digit impact, providing  
a sustainable competitive advantage for clients.

Assets and tools
All our teams have access to more than 50 state-of-the-art tools, 
such as Periscope (proprietary spend mapping tool), standardized 
performance diagnostic tool, saving potential assessment tool, Linear 
Performance Pricing (LPP), and clean-sheet analysis.

In addition, our teams can leverage a number of other assets:
•	 �Proprietary knowledge of purchasing best practices (Global 
Purchasing Excellence, listing best practices from 300 out of the top 
500 Fortune companies).

•	 	Distinctive commodity/category 	
    		and supplier market expertise 		
    		(commodity database listing 		
    		successful saving levers experienced 	
		 in several hundred client projects, 	
		 supplier database).
•�	 	�Strong Purchasing & Supply 

Management support infrastructure 
(Global Sourcing Centers in Eastern 
Europe, India, China and Brazil).

•	 �	�Experienced and committed global 
team of 50 partners specialized in 
purchasing and operational strategy 
issues, and over 140 purchasing 
experts.

Purchasing & Supply Management
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Examples of our recent client work
•	 �Improving the purchasing performance 
of a global and multi-business industrial 
company. 	
Impact: 

	 –	 $200 million in savings in 12 months.
	 –	 �Created a center-led organization 

(previously fragmented and buried in 
different BUs).

	 –	 �Increased international breadth 
of purchasing activities (global 
sourcing).

•	 �Supporting an integrated petroleum 
company in a major purchasing effort 
after successful integration of separate 
national oil companies.

	 �Impact: 
	 –	 �18 percent spend reduction 	

in addressed categories.
	 –	 �Standardization of purchasing 

processes.
	 –	 �Solid tracking and measurement 

systems.
	 –	 �Improved cross-functional 

relationship.
•	 �Supporting a leading player in the 
aerospace and defense industry in 
realizing bottom-line cost  savings. 	
Impact: 

	 –	 �10 percent in direct spend and 	
20 percent in indirect spend.

	 –	 �Promotion of the utilization of 
innovative tools (e.g., on-line auctions, 
electronic catalogs).

	 –	 �Definition of group policy guidelines 
to rationalize or limit expenses.

•	 �Transforming the sourcing strategy 
and purchasing practices of a leading 
regional financial services company.	
Impact: 

	 –	 8 percent savings in non-labor spend.
	 –	 �Redesign of organization around four 

pivotal jobs.
	 –	 �Implementation of effective, 

performance-driven compensation 
systems.

	 –	 �Establishment of lasting partnerships 
between “natural owners” and supply 
management.

Insurance
Public sector

Media, entertainment and information
Telecommunications

Health care payors and providers

Automotive and assembly

High-tech

Retail, apparel
and hospitality

Other*

Metals and mining

Pharmaceuticals
and medical products

Electric power and
natural gas

Consumer and packaged goods

Banking and securities

Travel and logistics

Chemicals

Petroleum

423
3

3
4

12%

9

8

7
76

6

6

6

5

9

* Other: pulp and paper; private equity; professional services; social sector.

Studies
100% = +1,100 client projects in the last 5 years

McKinsey’s purchasing infrastructure: Global Sourcing Centers

Key facts and figures

 Activity by industry
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Cornerstone of our approach:  
The “4 S’s” of product development

Sustainable
transformation

Product Development

Scope
We support our clients’ profitable growth by both improving the new 
product development process and working directly on higher-value 
products and more attractive product lines. We apply our expert 
knowledge in:
•	 �Process improvement, by creatively transferring best practices 

between industries.
•	 �Product improvement, by leveraging our consultants’ deep 

industry-specific experience.

Approach 
We take a fully cross-functional approach to product development, 
working closely with departments such as marketing, purchasing,  
and production. 

Our basic belief is that a sustainable transformation of the R&D 
function has three main dimensions: a smart product, smooth 
integration of activities and network, and superior competence and 
capabilities. Each of these dimensions must be addressed with an 
integrated approach. 

Assets and tools
The Product Development service line adopts a number of innovative 
tools, in particular:
•	 �Comprehensive product development diagnostic: a 2-week 

diagnostic of the complete product development system, including 
value stream mapping, a hands-on, interactive way to visualize 
what engineers really do in product development.

•	� Lean product development: increasing engineering efficiency  
and eliminating waste.

•	 �Maturity-driven engineering: achieving true concurrency  
in the product development process.

•	 �Product conventions: boosting concurrent work to achieve  
fast impact.

In addition, our teams can leverage the 
knowledge base of an experienced and 
committed global team:
•	 �More than 50 partners and practice 

experts, all with an engineering 
background.

•	 �More than 110 consultants with 
product development expertise.

“Speed up time 
to market to capture 

early mover premium.
Increase the 

efficiency of R&D 
spend to reinvest 

potentially in 
additional growth 
projects. Reduce 

development 
risk to mitigate 
uncertainties.”
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Examples of our recent client work
•	 �Supporting a large high-tech player in 

improving effectiveness of its R&D 
	 activity. 
	 Impact:
	 –	 �25 percent productivity improvement 
		  in 3D design.
	 –	 �60 percent reduction of the lead time 
		  of design rework activities. 
	 –	 �30 percent reduction of the critical 

path time frame for a key mechanical 
development project.

•	 �Shortening and improving the product 
development process of a large 

	 consumer electronics manufacturer. 		
	 Impact:
	 –	 �Schedule shortened from 12 to 8 

months.
	 –	� Product life cycle extended by  

4 months.
	 –	� Higher prices achievable in the first 

few months of sales.
	 –	 �Market share increased by 15 to 30 

percent due to additional volumes in 
early months of sales.

•	 �Turning around a product development 
project for a company producing 
medical devices. 

	 Impact:
	 –	� Developed immediate risk 
		  mitigation plan for current product 	
		  development effort.
	 –	� Upgraded program management 

skills and empowerment.
	 –	� Built from scratch a new 
		  management system/governance.
•	 �Helping an electronics manufacturer 
	 to reduce production costs by working 	
	 on the product development process 
	 and practices. 
	 Impact:
	 –	 �More than 10 percent impact on costs 

within 6 to 18 months, leading to  
a self-funding program.

	 –	 �Potentially 30 to 50 percent impact on 
cost or margin in 12 to 24 months.

Automotive
and assembly

High-tech
20

Pharmaceuticals and
medical products

19

Telecommunications
8

Banking and insurance
7

Global energy and materials
3

Consumer and
packaged goods

2

Other
3

39%

Activity by region

Studies
100% = +300 client projects in the last 5 years

Key facts and figures

 Activity by industry
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Service Operations

Scope
We cover the entire range of service industries, from banking  
to telecommunications, from high-tech to retail. In particular,  
we offer support in:
•	 �Service strategy. We help companies define how to use service  

as a source of competitive advantage.
•	 �Operations improvement. We advise our clients on how to reduce 

costs, improve service and increase revenues in specific operating 
environments, such as call centers, field service delivery, processing 
operations, branch and store operations.

•	 �Transformation programs. We achieve step-change improvements 
throughout the organization in end-to-end service delivery.

Approach
To capture the range of issues in service operations, we are organized 
along five service lines:
•	 �Service Business Operations focuses on the value stream that begins 

immediately after the initial product sale and covers services and 
parts delivery.

•	 �With the Customer Care service line, we transform the customer-
facing parts of operations, choose distribution channels, design lean 
processes, and recommend outsourcing and off-shoring practices.

•	 �The Front Line service line focuses on capturing value by driving 
change at the front line.  We work directly with line management and 
front-line employees to develop a culture of continuous improvement.

•	 �In the Processing Operations service line, we reduce costs, increase 
capacity, and reduce cycle times by applying leading tools, including 
Lean Operations and Six Sigma.

•	 �The Service Strategy service line designs the service strategy by 
developing a perspective on the value at stake and the “right” level of 
service to offer. 

Assets and tools
Our clients can rely on very rigorous problem solving methodologies 
(including the Lean Six Sigma, Define Measure Analyze Improve Control 

framework, basic 7-step framework). 
We apply a set of state-of-the-art process 
improvement tools, drawn from the 
manufacturing realm (e.g., Overall 
Process Efficiency, Poka Yoke, Visual 
Management, TAKT time).

Our clients can also leverage our network 
of over 130 active practitioners worldwide, 
a group of highly specialized resources 
with deep technical and industry 
experience.

“Define service 
strategies to create a 

competitive advantage 
and bottom-line impact. 

Improve day-to-day 
operations in retail 

outlets, branches, 
distributed service 
networks and back 

offices.  Select delivery 
options that best serve 
the business strategy.”

Leverage lean operations and
technology, and other leading-edge

tools and techniques to achieve
breakthroughs in service performance

Tailor programs and actions based on
in-depth knowledge of customer

requirements and industry dynamics

Lock in changes and build continuous
improvement capability by aligning the

organization to more fully support
service operations

Help service businesses
achieve significant, rapid,

and sustainable
improvements in customer

satisfaction, cost, and
revenue performance

Operational and
technology

effectiveness
principles

Industry-specific
expertise

Change
management

Service Operations value proposition
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Examples of our recent client work
•	 �Supporting a large high-tech hardware 

supplier (more than 4,000 customer 
service reps and $500 million customer 
service cost base) in improving the 
efficiency of its customer support. 
Impact:

	 –	 �15 to 20 percent cost reduction  
in hardware field support.

	 –	 �40 to 50 percent cost reduction  
in software remote support.

	 –	 �15 to 20 percent cost reduction  
in spares and logistics.

•	 �Helping an incumbent local telecom 
company with operations across a 
number of states to improve front-line 
and field service operations (more than 
25,000 people).  
Impact:

	 –	� Productivity improvement of about  
15 percent in the first 6 months.

	 –	 �Estimated savings of $20 million, 
mainly via lower overtime expenses.

•	 �Transforming the branch operations of 
a leading European banking institution 
(about 12 million customers, about  
29,000 employees, about 1,000 branches) 
by applying lean manufacturing 
methodology.  
Impact:

	 –	 �More than 20 percent in time 
available for sales.

	 –	 �More than 50 percent in number of 
customer meetings.

	 –	 �More than 10 percent average yearly 
growth of operating income over 3 
years.

•	 �Applying lean operations techniques 
to domestic distribution activities for a 
power player with presence in electricity 
generation, distribution and supply in 
several countries. 

	� Impact: average interruption time 
reduced by 33 percent.

•	 �Applying “lean manufacturing” 
techniques to simplify cash 
management, front-end services, and 
operations of perishable departments 
for a global media and entertainment 
retailer.

17

23

23

30%

7

Activity by service area

Key facts and figures

 Activity by industry
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Supply Chain Management

End-to-end supply chain 
management approach

“Plan, manage and 
control the entire 

value chain to achieve 
superior customer 

service at minimal total 
cost.  Develop logistics 

and manufacturing 
networks, design cross-

functional processes, 
and devise supporting 

organizations that 
effectively sustain 

overall business 
strategy.”

Scope
Beyond optimization of individual functions, we integrate the whole 
value chain of our clients end-to-end. In close collaboration with the 
CEO, Marketing, Finance, and all business functions, we ensure the flow 
of materials from suppliers down to the customers and the proper flow of 
related information. 

Typical questions answered:
•	 �What should our overall inventory level be?
•	 �What level of accuracy should we deliver to customers?
•	 �How do we ensure a reliable supply of goods sourced in India and 

China?

Approach 
In Supply Chain Management, a “one-size-fits-all” approach cannot 
be used, because focus varies from sector to sector. However, some 
corebeliefs must be respected:
•	 �Take an end-to-end perspective combining purchasing and 

manufacturing with industry-specific elements.
•	 �Adopt a global approach.
•	 Follow a customer-back approach.
•	 �Apply lean principles to all processes.
•	 Focus on value creation levers.
•	 �Incorporate sustainability constraints (e.g., green supply chain).

Assets and tools
To best serve our clients, we developed a comprehensive supporting 
toolbox, from designing new global operations networks to lean 
warehousing and forecasting or demand planning tools. In particular,  
we leverage distinctive proprietary tools, such as:
•	 �Pharma Operations Benchmarking of Solids (POBOS): the world’s 

biggest performance production benchmark in the pharmaceutical 
industry (more than 60 plants).

•	 �Warehouse and distribution initiative, a benchmark of KPIs with  
data of more than 100 leading companies worldwide.

 •	    Green supply chain, with CO2 reduction 	
	    opportunities.
•	    �Quick diagnostic tools for different 

industries.
•	 �   Factor cost/economy database with    	
   data for more than 35 countries.

In addition, we can leverage our network 
of more than 40 experienced practitioners 
and more than 500 consultants with 
Supply Chain Management experience, 
organized in four service lines:
•	 �   Supply chain strategy and   	 	

   transformation.
•	   � Supply chain planning, processes,    	

 organization and IT.
•	 �   Logistics operations and network       	

   excellence.
•	    Production network strategy.

0. Supply chain strategy and configuration

7. Supply chain transformation

1. Service-level
management

3. Production
management

2. Order and demand
management

6. Supply chain
enablement

5. Distribution
management

3 2

5

4 14. Supply
management 6
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Examples of our recent client work
•	 �Defining a global distribution strategy  

to enable growth and address the  
requirements of different regional  
markets for an international chemical 
company.  
Impact:

	 –	 �10 percent reduction of logistics costs  
in cost-sensitive markets.

	 –	� 2 to 3 percent revenue increase in  
markets requiring superior logistics  
service. 

•	 �Radically transforming the supply  
chain of a packaged goods 

	 manufacturer.                                   
	 Impact:
	 –	 �30 percent reduction in conversion  

costs.
	 –	 �More than 200 percent increase  

in share price over 12 months.
•	 �Developing a differentiated, but 

standardized planning model for 
diverse business units for a chemical 
company. 

	 �Impact: 20 percent inventory reduction 
while improving service level.

•	 �Transforming logistics to take  
control of a national and global  
inbound supply chain for a major  
do-it-yourself retailer.

	 �Impact: 18 percent reduction in  
inbound logistics costs.

•	 �Redesigning the global production 
footprint and supply management 
strategy for a wind turbine  
manufacturer.                                                         
Impact: new operating system to  
support a growth path to market 
leadership.

•	 �Redesigning the supply chain  
of armed forces operations  
(mission-critical supply chain).   
Impact:

	 –	 �57 percent improvement in  
on-time deliveries in 5 months.

	 –	 �59 percent reduction in customer 
waiting hours.

•	 �Reshaping corporate logistics 
organization and distribution strategy 
across three business units for a 
packaged goods company. 

	 �Impact: 12 percent reduction in  
logistics costs.

Activity by region

19%

Consumer and 
packaged goods

19 High-tech

12

Retail

11

7

6

5

5

3
3

Other*

10

Key facts and figures

 Activity by industry
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Who we are

Vittorio E. Terzi
Managing Director 
Mediterranean Complex
+ 39 (02) 72406 801
vittorio-terzi@mckinsey.com

Ervino Riccobon
Core member of European 
Operations Practice 
+ 39 (02) 72406 211
ervino-riccobon@mckinsey.com

Enrico Resmini
Responsible for Operations Practice  
in the Mediterranean Complex
+ 39 (06) 42087 335
enrico-resmini@mckinsey.com

Corrado Ruffini
Office Manager 
Egypt
+ 39 (02) 72406 498, + 20 (2) 2461 8537
corrado-ruffini@mckinsey.com

Jonathan Kolodny
Office Manager 
Israel
+ 972 (9) 971 8565
jonathan-kolodny@mckinsey.com

Onur Genc
Office Manager 
Turkey
+ 90 (212) 339 4961
onur-genc@mckinsey.com

Andreas Tobler
Office Manager 
Greece
+ 30 (210) 36 72 764
andreas-tobler@mckinsey.com
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McKinsey worldwide

Amsterdam
Antwerp
Athens
Atlanta
Auckland

Bangkok
Barcelona
Beijing
Berlin
Bogotá
Boston
Brussels
Bucharest
Budapest
Buenos Aires

Cairo
Calgary
Caracas
Casablanca
Charlotte
Chicago
Cleveland
Cologne
Copenhagen

Dallas
Detroit
Dubai
Dublin
Düsseldorf

Frankfurt

Geneva
Gothenburg

Gurgaon

Hamburg
Helsinki
Hong Kong
Houston

Istanbul
Jakarta
Johannesburg

Kuala Lumpur

Lima
Lisbon
London
Los Angeles
Luxembourg

Madrid
Manama
Manila
Melbourne
Mexico City
Miami
Milan
Minneapolis
Monterrey
Montréal
Moscow
Mumbai
Munich

New Jersey
New York

Orange County

Oslo 

Paris
Philadelphia
Pittsburgh
Prague

Rio de Janeiro
Rome
San Francisco
Santiago
São Paulo
Seattle
Seoul
Shanghai
Silicon Valley
Singapore
Sofia
Stamford
Stockholm
Stuttgart
Sydney

Taipei
Tel Aviv
Tokyo
Toronto

Verona
Vienna

Warsaw
Washington D.C.

Zagreb
Zurich
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