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Improving a Supplier Portal

The purpose of this thesis is to improve a supplier portal for the company’s
global IT supplier management department of F. Hoffmann-La Roche, one of
the leading global healthcare companies. A well-functioning supplier portal is
a central requirement for Roche’s IT department to meet the managerial ex-
pectations to conveniently access supplier information. However, the user
needs of the supplier managers have been insufficiently mapped internally,
which is the key challenge to be addressed in this thesis.

Therefore, there has been a need for investigations, analysis and a proposal
for improved requirements of a supplier portal. The improved portal aims to
meet the expectations to access supplier information in a transparent way
within one central location between internal stakeholders across Roche s IT-
and business departments. The actual implementation of the tool itself was
conducted by the IT department which was out of the scope of this thesis, al-
beit interlinked.

The pre-defined high-level value proposition used in this study as a base line
for knowledge creation consists of three key elements i.e., 1) Navigator that
guides internal stakeholders to find their preferred business partners, 2) Net-
work facilitating the local suppliers to get global visibility and 3) Feedback
that facilitates the current actors to choose of the paths on previous experi-
ence with certain suppliers. The actual detailed knowledge of the defined
value proposition originates from the global sites and supplier managers.

To discover the relevant data comprehensively in-depth qualitative interviews
were used as a research method. Google Hangout interview was chosen as the
main technique to gather information from the global sites across Roche. Sev-
eral user requirements were identified. The feedback survey paves the way
forward indicating some further development needs.

Keywords: Supplier Portal, System Design, Requirement Analysis
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1 Introduction

This thesis concept was proposed to F. Hoffmann-La Roche, one of the leading
healthcare companies in the world. The company develops, produces and dis-
tributes medicines and medical equipment for patients in need, particularly
diagnostic instruments and tests.

At Roche s Information and communication (ICT) department, the employees
enable business innovation and drive technology innovation. The Group Infor-
matics delivers the IT that allows Roche to develop and launch medicines and
diagnostic solutions that make a difference to patients’ lives. Roche s global
supplier managers strive to become a trusted business partner in working col-
laboratively, as a team, with internal IT partners, strategic IT suppliers and
procurers to deliver increasingly efficient supplier management services.

At Roche, the vast majority of IT suppliers lack visibility on their expertise
and offering. Furthermore, there are several local tools and external suppliers
that Roche s employees are not aware of. Therefore, Roche aimed to improve
an innovative platform to store and maintain supplier information so that they
would provide structured and comprehensive information for Roche 's global
IT supplier managers.

The current IT-supplier information is largely decentralized and unorganized.
Employees in Group Functions engaging with a new IT supplier have the re-
sponsibility to manage supplier information and this can often be time-con-
suming and challenging. A need to make this process efficient was identified,
by ensuring that the supplier information would be significantly more visible
and transparent across different IT departments. Therefore, a project was es-
tablished for creating a tool to address these gaps. This led to a vision of a
single web portal where information of existing approved suppliers engaging
in a business relationship with Roche would be available. Ultimately, this tool
would help making the suppliers better visible to Roche IT users. Conse-
quently, the tool would add value to the efficiency of business as it would re-
duce time and resources in finding right suppliers to work with. It would also
create value for Roche s procurement process, as it would leverage their da-
tabase of approved suppliers.

A large number of complex requirements had been identified before and dur-
ing this research. The Roche IT Supplier Portal should guide the stakeholders
to find their procurement partners, simplify the process of finding right sup-
pliers in terms of detailed supplier information and provide a user-friendly
and easy-to-navigate platform. The Portal should also provide valuable infor-
mation about each supplier and their capabilities and expert areas through an
advance and categorized search bar. One transparent solution across regions
with more exchanges between stakeholders is needed. Additional information,
documents, high-level presentations and other templates should be all availa-
ble in one location on each supplier viewing card. Furthermore, the portal



should provide a rating system for Roche’s stakeholders as feedback and rate
their preferred suppliers on their performance and quality of work. Additional
input such as open feedback would enable stakeholders at Roche to choose
their paths.

The purpose of this thesis is to improve a supplier portal for the company’s
global IT supplier management department. The improvement of an existing
supplier portal is a central requirement for Roche’s IT department to meet
the managerial expectations to conveniently access supplier information. The
user needs of the supplier managers have been insufficiently mapped inter-
nally. Therefore, there has been a need for investigations, analysis and a pro-
posal for an improved supplier portal. The improved portal aims to fill the
need to access supplier information in a transparent way within one central
location between internal stakeholders across Roche’s IT- and business de-
partments.

This thesis describes how the global IT managers’ requirements at Roche are
carefully collected and analyzed to map the current state of play and the fu-
ture needs. This enables a considerable improvement of the supplier portal.
From the collected and analyzed information, the improvement of the sup-
plier portal is expected to result to a considerable improvement of the sup-
plier portal. The proposals for improved implementation will be based on the
needs for an improved user experience and categorization. It can be ex-
pected, that the underlying work on this thesis will provide qualified added
value for the supplier portal in terms of improved supplier management pro-
cesses.

Furthermore, the thesis describes the necessary aspects of the system design,
research methods for data collection and analysis of qualitative data. Due to
the complexity of the organization, the responsibilities and roles of the inter-
viewees were discovered and documented by the author. To put the work in
appropriate context, the organizational processes and the best practices of
supplier portals are shortly discussed. A feedback survey confirms the validity
and value of the improved portal and paves the way towards further up-
grades.

2 Requirement Analysis

According to Springer (2015, 59), evaluating user perspective in terms of in-
formation systems on communication technology (ICT), is important. Usability
is the ease of use and the learnability of a man-made object. This could ad-
dress a software application, website, book, tool, machine, process or any-
thing related to a human interaction.



When a software application is created, the development team has to be in-
formed about the application’s requirements and the problem domain. The
process acquires the elicitation and specification of these requirements, as

it’s necessary to identify the functionality that the system has to fulfil to in
order to satisfy the user and customer needs. (Springer, 2015, 63).

There are two classes of requirements: functional and non-functional require-
ments. The functional requirements determine what a software program does.
These are made up of statements of services the system should provide, how
it should react to particular input and how the system should reach in particu-
lar situations. The non-functional requirements describe the attributes of a
software program. This includes constraints on the development process,
standards, security requirements and performance. (Springer, 2015, 64).

Furthermore, there are two types of requirements when designing a software
application. First, user requirements are statements in natural language, in-
cluding diagrams of the services the system provides and it s operational con-
straints written for customers, from their perspective. The second type of re-
quirement entails system requirements. These are structured documents, with
detailed descriptions of the system’s functions, services and operational con-
straints, Figure 1. (Springer, 2015, 64).

Requirement

analysis |

Feasibility study

;» Requirement
Definition I
h 4
, Requirement
Feasibility o I > %
/ System Models specification
Reports
Definition of Requirements
A
Requirement
Documents & Specification of
Requirements

Figure 1: A framework for requirement engineering process. (Springer, 2015,
65).

Feasibility studies determine whether a proposal for a system is viable. If the
system contributes to organizational objectives, or if the proposal is possible
to engineer using current technology and if that system can be integrated
with other systems that are in use, then a feasibility study confirms this. The
implementation of the study is based on information assessment and the im-
pact of the system on all stakeholders, including the users, developers, man-
agement, contractors and funding sources. (Springer, 2015, 67).



Requirement elicitation and analysis facilitates technical evaluation and anal-
ysis of the requirements. There are several methods of undertaking require-
ment elicitation and the most relevant would be interviews, questionnaire
and observation.

First, an interview facilitates formal or informal procedures, which pose ques-
tions to stakeholders about real-life scenarios on how the system can be used.
Furthermore, a description of foreseeable challenges is presented, including
information about concurrent activities and a description of the final stage

Second, a questionnaire is an effective tool and produces a written document
reflecting the key evaluation questions. Furthermore, it provides customized
answer from open and/or closed questions and allows sufficient time to an-
swer.

Third, an observation allows social scientists to observe on important social
and organizational factors. These observational (ethnographic) analysis have
shown that work is usually richer and more complex than suggested by simple
system models. Prototype development, results in unanswered questions
which, focus on the ethnographic analysis. (Springer, 2015, 68).

Requirement specification encompasses what a system should do and how the
design does it. System architecture is designed to structure requirements.
Most systems need to interoperate and the operating interfaces must be spec-
ified as part of an interface specification. Requirement specification docu-
ment is produced after successful identification of the requirements. The doc-
ument describes the final product, rather than the process of its develop-
ment. It"s a statement of the expectations from system developers and it en-
tails a complete description of the external behaviour of a software. The doc-
ument includes a definition of user requirements and a specification of the
system requirements. (Springer, 2015, 69).

Finally, requirements validation is done in order to avoid expensive errors. To
ensure and check completeness, stakeholder requirements must be included
within the allocated and pre-defined budget and technology. Requirements
must be understandable, correct, complete, concise, formulated in consistent
language, unambiguous and testable, traceable, feasible and ranked in order
of importance and stability. (Springer, 2015, 69).

2.1 System Design for User Needs

In this study, the functional requirements are being investigated including the
definition what the software should be able to do. These are made up of
statements of services the system should provide, how it should react to par-



ticular input and how the system should react in particular situations. In addi-
tion, user requirement analysis will be carried out in this project. The user re-
quirements include stakeholder s natural language and operational con-
straints written for them, from their own perspective. Figure 2 describes the
high-level value proposition for Roche s internal actors as a basis for develop-
ing the full set of requirement specifications.

T © T
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Guides Internal stakeholders to "?CRa' Sr:Jpp"e”‘ gain global visibility Additional input for the Business
find their preferred Business CilE to choose their paths on previous
Partners. Local suppliers gain more experiences with certain

Simple and user-friendly interaction with Roche. suppliers.

Local suppliers and Roche save
Valuable information about time and resources on searching
suppliers and their areas of field the right initiatives.

and expertise. Additional information and

templates available in one location.

Transparency and Collaboration

Figure 2: Unique value proposition for Roche “s internal stakeholders prior to
developing the supplier software.

The basic requirements are the guidance of the internal stakeholders to find
their business partner, assisting the local suppliers to gain global visibility,
gain more interaction with Roche and receive feedback on the basis of previ-
ous experiences with the suppliers.

3 Methodologies and Development Methods

3.1 Research Design and Methods

The goal of the research design is to create a framework supporting the devel-
opment of themes or consolidated understanding of challenges to gather re-
quirement specification of the supplier portal. This includes assessment crite-
ria and related questions. Based on the collected information, the portal re-
quirements will be analyzed and assessed. The goal is to develop an efficient
and accurate way to identify the portal requirements in accordance with the
business needs and goals. It is also important to understand the client indus-
try, which helps to gain valuable insight that will benefit the design process
and to identify areas where research evidence could make the most differ-
ence.
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Organizations use a wide variety of questionnaires to measure characteristics
of certain phenomena. This section presents the general research and devel-
opment sources for the foundation of the research. The methodology of the
research can be considered the main body of the research format. The follow-
ing types of research design work as a structure for the project. Research de-
sign can be divided into two groups: exploratory and conclusive, Figure 3 (Du-
dovskiy, 2012).

Research Design

Exploratory Conclusive
Research Design Research Design

Descriptive Causal Research
Research

Cross-Sectional Longitudinal
Research Research

Figure 3: Types of Research Design. (Dudovskiy, 2012).

Exploratory research is defined as gaining a new or deeper understanding
about a particular concern. This method uses more flexible and unstructured
questions. In contrast with exploratory research design, conclusive research
uses more formal and structured questions to test the correlation between
variables or to test the truth from the basis of hypothesis. Conclusive research
can be divided into two sub-categories: descriptive and causal research. De-
scriptive research can be characterized as the attempt to determine, describe
or identify variables. Descriptive research can be divided into cross-sectional
and longitudinal research segments that will be investigated from the results
of primary research. Causal research concentrates on the identification cause-
and-effect relationships. Causal research can be conducted to assess impacts
of specific changes such as norms or processes. In addition, this design can be
used to observe respondents. (Saunders, Lewis & Thomhill, 2012)

In this study, the pathway for the research design is indicated in Figure 8. The
types of research conducted in this study is the exploratory research method,
which uses flexible and unstructured questions to the target interview group,
with a premise that the expert group is already concerned and aware of the
current issues related to the supplier portal.

The goals of the research design are directly related to the goals of the
research question. The goal of the research design is to create a framework
supporting the development of themes or consolidated understanding of
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challenges to identify requirements for a supplier portal. Based on the
collected information, requirements of the portal will be identifed. The goal
is to develop an efficient and accurate way to identify portal characteristics
for Roche and develop a solid understanding of the end-user perception,
taking into account the business needs and goals.

Primary research of the project consists of qualitative research. This research
method is carried out to gain insight of the phenomenon, including exploring
the depths, richness and complexity of the phenomena. Open-ended questions
and emerging data are collected with the primary intent of developing themes
from the data. The aim of qualitative research is to use strategies of inquiry
such as narratives, phenomenologies, ethnographies, grounded theory studies
or case studies. (Creswell, 2003, pp. 18 & 21)

The goal is to provide open-ended questions to achieve an extensive amount
of data for later analysis. Individual interviews are designed to generate
participant perspectives about ideas, opinions and experiences. The goal is to
streamline the methodologies, evaluate the interviews and to analyse and
determine priorities for implementation and further research.

The goal of the research design is to ultimately be able to evaluate the results
from the in-depth individual interviewing, cognitive interviewing, focus groups
and formal quantitative testing as well as ensuring that existing evidence is
used optimally. The principles of the interview are personal and oral
questioning, where the interviewer guides the conversation.

In this thesis, the questions were related to Fig. 2 meaning that free hands
were given to the interviewee to provide initiatives as long as they related
the predefined classification of the key elements of the value proposition.
Therefore, the Research design was rather exploratory.

3.2 Selection of the methods for Primary Research

Primary research serves to accumulate new data from targeted groups or indi-
viduals, implemented to answer specific issues and questions. It can involve
an interview, experiment/test or observation. The research for accomplishing
the goal firstly needs to be focused on employees’ voice at Roche in order to
gather their ideas. In-depth interviews can be qualitative research methods
that involve “conducting intensive individual interview with a small number of
respondents in order to seek their perspective on certain idea, program and
situation.” (Boyce & Neale, 2006: 3). Therefore, the interview was selected as
the most systematic and appropriate method for this research, while experi-
ments were conducted based on hypothesis and observations mainly focusing
on expert’s current challenges and improvement ideas on the portal. The in-
terview should be completely structured consisting of a series of pre-deter-
mined questions so that answers of interviewees from subsidiaries in selected
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countries can be in the same order and comparable to avoid high level of bias
from respondents. (Dudovskiy, 2012). As figure 4 suggests, there are multiple
interviewing techniques for qualitative studies. These techniques include
face-to-face interviews, or remote webcam interviews, phone interviews,
email interviews and chat/instant message interviews. As most of the inter-
view participants were operating in several global locations, the remote
Google Hangout WebCam interview was chosen as the main technique to
gather valuable information.

Frimary
Research

Intarview Expenment Observation

Qualitative Quantitative

I
r T t T 1
Face-to-face Webcam Phone Email CE‘SE.-SI;;gzm
Intarview Interview Intarview Interview Wt

Figure 4: Research methods: Source: Based on lvancic, R. (2017, p. 10).

The choice of the type of data collection by interviews is supported by a very
similar approach presented by Saunders (Saunders, 2015: 319) naming the cat-
egories as standard and non-standard interviews instead of qualitative and
quantitative interviews. Saunders introduces also the one-to-many (intranet)
mediated group interviews that are not used in this study.

In addition, this study focuses on a functional analysis, which is a methodol-
ogy that is used to explain the working of a complex system. The basic idea is
that the system is viewed as a computing function, solving an information pro-
cessing problem.

3.3 Initial Settings of Primary Data

Interviews to identify the end-user requirements were conducted remotely
with the selected global IT supplier managers. Evaluation of the implemented
actions and approach is a central part of this functional thesis as it will dis-
cover the results that can be utilized and disseminated in a sustainable way
among the internal actors at Roche. To gather even more comprehensive in-
formation on the portal requirements, the second evaluation method was a
feedback survey, which aimed to address the requirements and preferences of
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the pilot group after launching the tool. The assumption at this point was that
the pilot group had experimented the tool and was familiar with the new inte-
grated functionalities. The feedback survey serves also as a quality assurance
process for further development.

3.4 Collecting Primary Data

In order to make the interview a purposeful discussion with the supplier man-
agers, different types of interview were studied. The study helped to gather
valid and reliable data that are relevant to the research questions and objec-
tives. An overview of types of interview will be presented and shown how they
are related to the particular research process. The Table 1 presents different
approaches for collecting data for the requirement specification of the sup-
plier software.

- Preparation of a stand to
pitch the development idea of
the Supplier Navigator and
gather real-time feedback on
possible requirements from IT
experts.

- Execution of the IT Event to
pitch the idea for Roche IT au-
dience and to gain feedback
on possible requirements from
IT experts.

- Preparation of upcoming in-
terviews with the Global Sup-

Preparation to investigate the re- plier Managers.

quirements o Introduction slide deck

preparation
o Questionnaire

- Collaboration across Roche’s
Global VMO sites by consulting
experts in different locations
on their requirements.

o Group Functions

Preparation and execution of an in-
ternal Roche IT Event

Run the user requirement collection- » Location: Kai-
interviews with the Experts (Global seraugst/Basel,
Supplier Managers) Switzerland

» Interview type:
Face-to-face in-
terview

o Global Infrastructure &
Solutions
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Location: Kai-
seraugst/Basel,
Switzerland
Interview type:
Face-to-face in-
terview

o Pharma Informatics

Location: Missis-
sauga, Canada/
Kuala Lumpur,
Malaysia
Interview type:
Google Hangouts
Call

o Diagnostics Informatics

Location: Mann-
heim, Germany
Interview type:
Google Hangouts
Call

Analysis of the outcome of inter-
views

Analysis with
o the Head of Group

Functions VMO

IT Procurement

(@]

Analysis of the outcome of feedback
from the Event

Analysis with
o the Head of Group

Functions VMO

o the IT Procurement

Analysis and cleaning of data from

Procurement. Cleaning = Choosing

relevant supplier information to be
added to the portal

Gather updated supplier lists
from the VMO offices globally
with a special focus on receiv-

ing

o Updated and relevant
information that
matches the collected
requirements
Awareness of possible
decommissioning pro-

o

cesses

Awareness on possible
transitioning processes

Technical Go-live for 15t phase: Pilot
group

Gather previously used tem-
plates, branding elements and
visuals from the Supplier Navi-
gator- application solution

owner
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Request an approval from
Communications expert from
IT Communications depart-
ment on the "Go-live"-an-
nouncement.

Send out the first “go-live”-
announcement to the pilot
group with a special focus on
gathering additional require-
ments and feedback on the
first user experiences.

Validation of requirements - First
user experience feedback/ require-
ments from the pilot group

Results analyzed

Reminders were sent out with
a goal to increase feedback
rate

Intranet announcement ready for
Global Supplier Managers to allow
news sharing with their peers

Group Functions IT Supplier Manage-
ment Office (FG VMO) collaboration
platform & communication channel

(intranet) finalization.

Web-based solution develop-
ment and deployment,
knowledge management incor-
poration into business pro-
cesses, publication & presen-
tation organization, e.g. FG
VMO homepage development
and maintenance.

The creation of the Global
Supplier Management Office
(VMO) collaboration platform
gave site visitors the oppor-
tunity to conveniently access
best practices, business pro-
cess flows, tools and relevant
supplier management infor-
mation in single locations.
(Head of FG VMO).

Table 1: The landscape of areas of primary research and identified actions in

the project.

The methodology for collecting the data in this thesis for meaningful detailed
requirements was agreed internally and implemented as follows. The require-
ments were obtained gradually on the basis of the generic value proposition of
Figure 2 (navigator, network and feedback). The means of the collection of
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the data were 1) the event to stimulate the discussion and share the compe-
tencies, see Fig 8.1) , 2) the internal follow-up one-to-one discussion (inter-
views) and 3) circulating the draft requirements for further comments and
verification from the colleagues (intranet mediated interview and e-mails).

3.5 Analyzing Qualitative Data

In order for the data collection to be useful, the data needs to be analyzed
and the meaning understood. Qualitative data analysis allows developing the-
ory from the data. According to Saunders (2009, 489), it is possible to ap-
proach data collection and analysis from either a deductive or an inductive
perspective.

In this thesis a rather inductive methodology for interviews was applied to
generate new practices from the collected data on the view of understanding
of the supplier profiles. There was also a need to apply deductive methodolo-
gies because the new practices needed to be tested through the verification
of the validity of the initiatives.

Fig. 2 contains already the main concept and the settings of the question,
which gave a very good starting point and structure for the collection and
analysis of data with an easily understandable purpose.

4 Supplier Portals in Organizational Context

This chapter describes the business processes and best practices of the sup-
plier portals necessary to understand the positioning of the supplier portal in
the overall context.

4.1 Organizational Processes

According to Andersen (2007, 35), there are number of ways of classifying
business processes. The processes are divided into primary and supportive
processes (Figure 5). Primary processes are the central and value-creating
processes of the enterprise. Support processes are not value-creating pro-
cesses directly, but rather activities to support the primary processes. They
include activities like financial and personnel management. (Andersen 2014,
35).
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Figure 5: Organization’s primary and support processes. (Andersen, 2014: 35).

For instance, a good example of which types of primary and supportive pro-
cesses exist in an organization are presented in ENAPS (European Network for
Advanced Performance Studies) project, funded by the European Commission.
The Figure 6 (ENAPS), describes a generic set of processes underneath the pri-
mary processes and support processes, which are identified as business and
secondary processes within the ENAPS study.

As Andersen (2014, 37) argues, there are four essential factors when identify-
ing organizational business processes. The four important factors are the
strategy of the organization, organization’s stakeholders affected, expecta-
tions with regards to products and the business processes that produce the
products and support and enable the delivery of them. (Andersen (2014, 37).
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l ENAPS Generic Framework '

—| Business processes ' —| Secondary processes '
Product development —— Support
* Product research * Financial management
* Product engineering and design * Human resource management
* Process engineering and design * Information management
« Co-engineering « Maintenance
* Internal control of health,
— Obtaining customer environment, and safety
commitment
* Market development ____ Evolution
* Marketing and sales » Continuous business process
* Tendering improvement

* Product research

* Production technology research

* Human resource development

* Supplier base development

» Development of external relations
« Strategic planning

— Order fulfillment
* Procurement and inbound logistics
* Production planning & control
« Manufacturing and assembly
« Distribution and outbound logistics
* Order processing

L—— Customer service
= After-sales service
* Product take-back

Figure 6: A generic set of processes underneath the primary processes and
support processes, which are identified as business and secondary processes,
European Network for Advanced Performance Studies project (ENAPS), funded
by the European Commission. (Andersen, 2014: 35). In this study, the ENAPS
framework is highly applicable to understand the context of the supplier man-
agement in the organizational setting.

According to the process model, this work will solely be concerned with the
research and planning process. The service delivery processes of the applica-
tion will cover the design, development, deployment and operation of the ser-
vice. The planning process of the management is one of the most crucial ones
to ensure that the goals are set and resources are available to achieve such
goals. The planning process is an ongoing process of the company, which con-
sists of establishing objectives, determining planning premises and alterna-
tives, evaluating alternatives, selecting the best course, formulating deriva-
tive plans and implementing the final plans. (Hundekar, 2009: 192).

Regarding the manufacturing processes of the Portal, the company uses two
digital manufacturing processes. First, the product life cycle starts with an
engineering design definition and follows through sourcing, production and
service life. Second, the value chain management focuses on minimizing re-
sources and accessing value at each stakeholder function across the value
chain. It ultimately results in process integration, decreased inventories, bet-
ter products and enhanced customer satisfaction. (Hundekar, 2009: 194).
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The handling of invoicing process is usually done by the procurement which
plays an important role in providing supplier managers urgent help and infor-
mation needed after their products or services are being purchased from a
certain supplier. The after-sales service will ultimately attempt to keep the
buyer a long-term customer by offering instant aftercare and support.

The supporting processes of company include financial and personnel manage-
ment. The maintenance of the product is also classified as a supportive pro-
cess as it aims to correct discovered problems, keep the product usable in a
changing environment and improve the product’s performance. The support-
ing processes of the company also include internal control of employee health
and safety. (Andersen, 2007: 35).

4.2 Best Practices of Supplier Portals

According to Collins, (2003), the ultimate goal of Enterprise Portals is to ena-
ble companies to unlock internally stored information, and provide users with
a single gateway to personalized information and knowledge to make in-
formed business decisions. Often there are several data sources, systems and
applications that need to be combined with an aim to gather the decentral-
ized information into one solution. For example, to place an order for a cus-
tomer, an employee may need to use several applications. (Collins, 2003, 27).

Knowledge management initiatives are usually taken under consideration,
when employees need to make more informed and consistent decisions or are
asked to complete more activities online and store more information electron-
ically. In addition, when content, applications and complexity of information
continues to grow and employees find difficult to find, navigate, understand
and use it. (Collins, 2003, 27).

The enterprise portal is useful in gathering and distributing document infor-
mation, indexing and text search. Also, categorization can be identified as a
critical knowledge management objective for the organization and prioritized
as critical features to be integrated into the enterprise portal. The enterprise
portal should allow employees to receive notifications when new information
is available, review project status, complete customer updates and perform
activities on any other requested information. Furthermore, employee self-
service would require close collaboration with the appropriate experts in the
organization, especially when questions are being raised or when the employ-
ees have knowledge to share or insight to contribute. Ultimately, the employ-
ees need to be able to easily organize and personalize any information availa-
ble according to the categories defined for the organization and categories
they would like to define themselves. (Collins, 2003, 27-28).

As Colin (2003) argues, an enterprise portal defines the central location where
navigation services are available for employees to find information, launch
applications, interact with corporate data, identify collaborators, share
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knowledge and make decisions. Several of the benefits of the enterprise
knowledge portal include a consistent view of an organization, information or-
ganization and search capabilities. The benefits also include a direct access to
corporate information and resources and direct links to reports, analysis and
queries as well as relative data and human expertise. The portals also provide
access to personalized content. (Collins, 2003, 28).

The types of enterprise portals consist or enterprise information portals, e-
business/ e-commerce portals, mobile commerce portals and internet portals.
There are several categories of functionality available in the enterprise
knowledge portal that will be essential in supporting knowledge management
in an organization. First, presentation, which refers to the complete set of
technologies and services to provide the visual experience to users. Second,
knowledge organization systems refer to a collection of technologies being
key to bringing meaning and focus to the information users use. Search and in-
dex refer to full-featured advanced search technology to look for mission-crit-
ical information. Personalization and role-functionality is concerned with the
roles a knowledge worker is acting in and preferences and responsibilities the
same employee is responsible for, Figure 7. (Collins, 2003: 75).

Peer to Peer @

Figure 7: Enterprise knowledge portal IT-enabling framework: (Collins, 2003:
125).

The visual characteristics of the Portal are developed in accordance to three
core principles that most strongly affect application design presented by
Schlatter (2013), These core principles that most strongly affect application
design are consistency, hierarchy and personality. (Schlatter, 2013).

Regarding consistency, successful application design requires several aspects
to provide a consistent application design to cover the needs of an end-user.
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These factors regarding consistency include consistent layout across the por-
tal, similar typography, systematic colors and similar imaginary and controls,
such as similar motions for feedback. Ultimately, the consistent application
design should promote company-specific business goals, audience needs and
technical capabilities. (Schlatter, 2013).

Hierarchy helps people know what to do, how to do it and what to expect. In
practice, a lack of hierarchy exists when objects all attract the eye equally.
That is, when nothing stands out more than any other thing on the concept.
Therefore, visual hierarchy is very similar to organizational hierarchy. It’s an
order based on ranks defined as part of the system, Figure 8 (Schlatter, 2013).

I'm the most
important
thing to do

I'm the most
important
thing to look at

Figure 8: As with organizational structures in which one person or group is
more important than others, rank is hierarchy’s key concept. In interface de-
sign, rank is expressed through size, color, position and treatment. (Schlatter,
2011).

Regarding the third principle: personality - it takes into account the visual as-
pects that are formed based on the appearance and behavior - a concept that
applies to applications as well as people. Product personality can be classified
in three aspects; visceral design maps to appearance, behavioral design repre-
sents the effectiveness of use and reflective design relates to self-image, per-
sonal satisfaction and memories, see Figure 9. (Schlatter, 2013: 53).
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Figure 9: Not all aspects of an application’s personality can be determined at
a glance (visceral). They are revealed through use (behavioral) and time (re-
flective). (Schlatter, 2013: 54).

According to the Pogorelova (et. Al, 2016), the physical evidence in e-business
is divided into two components: the traditional physical and virtual. The phys-
ical environment could be presented by delivery points, off-line shops and of-
fices of the company. The virtual environment owns a significant importance
in its electronic environment due to the accessibility and convenience of a
purchase. Therefore, the physical evidence on virtual environments include a
website and community pages in social networks and applications. (Po-
goreleva, et al, 2016).

In this study, the visual characteristics of the portal should be carefully ana-
lyzed to improve the user experience, not only through improved categoriza-
tion, but also with an interactive design as the application personality plays a
central role in the user experience. A carefully designed application personal-
ity will be an essential element to enable end-users to understand the context
of the supplier in an organized and clear manner.

4.3 Appearance of the Implemented User Interface

The user interface was already used in the company and therefore out of the
scope of the thesis. However, for the sake of credibility a screenshot of a typ-
ical “supplier card” is presented in Figure 10.
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Figure 10. A supplier card illustrating all relevant supplier information catego-

ries developed.
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5 Results

This chapter aims to capture the current situation and the software deve-
lopment needs of the supplier portal. In addition, the feedback survey results
are analyzed to map the current status and the future needs from the end-us-
ers of the portal.

5.1 Current Situation and the Software Development Needs

Supplier Navigator is an innovative solution to store and maintain preferred
suppliers lists so that they are readily available to every stakeholder at Roche.
The mission of the Supplier Navigator is to enable stakeholders to navigate
through the portal in an easy and transparent way to find their Procurement
partners. The portal would act as a simple and user-friendly interface that
provides valuable information about suppliers and their capabilities. The aim
of the portal is to provide one easy and modern solution across the regions. In
addition, the Supplier Navigator aims to show the relationship between Sup-
pliers and Roche products portfolio and leverage preferred suppliers across
the regions. Furthermore, the aim is to encourage internal customers to pro-
vide real-time feedback and their preferred suppliers based on experiences
and facts.

At the starting point of the project, the supplier information included sup-
plier’s name, description and the field in which the supplier was operating.
Early investigations revealed that various supplier or supplier portals existed
at Roche. However, the Supplier Navigator was selected as the main platform
for this project.

Several requirement specifications were identified in the work as a central
part of this thesis. First, the Group IT supplier information is decentralized
and has not yet been integrated into any information portal. Furthermore,
there has been no actions taken regarding the identification process of sup-
plier information requirements for the It supplier managers and therefore the
main information offered by the Supplier Navigator is inadequate. In other
words, the development need would be to enrich the categories with more
identified information. The information should simplify the end-user experi-
ence and get connected with relevant business partners in an agile way.

As part of the goals for Group Functions Supplier & Partner Management Of-
fice for 2018-2019 was to create a platform for internal stakeholders to ena-
ble transparency across the supplier landscape across FG. The assessment of
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the requirements for the platform was done in close collaboration with the
global supplier managers to identify and capture the needs of the end user in
order to request the change proposals for Supplier Navigator. An essential de-
velopment need was left out-of-scope i.e., to allow suppliers” self-registra-
tion, to bring visibility on their products and to enable external suppliers to
assess their readiness for further collaboration with Roche. The access to the
suppliers themselves would have required a longer integration plan with the
security and compliance network which was not considered as a priority at
this point of time.

The following requirements from the experts were identified to enrich the
supplier software:

a) Navigator - allowing to access a simple and user friendly navigator that
provides valuable information about suppliers and their capabilities.

e The supplier information database required more detailed
category overview and a tagging system to enable finding
specific information for different stakeholders’ needs. New
categories will be implemented as requested;

o Supplier ID - Legal entity of the supplier

o Commercial Supplier Name - optional field to pro-
vide clear visibility at local and global level when
the local supplier name is not related to a parent
name.

o Local/ Global Contract

o Affiliate - Should be pre-populated with the stake-
holder’s own affiliate.

o Category - Select one or more categories that will be
displayed in the system.

o Product - Only if applicable to the category. For ex-
ample, Strategy Branding & Creative Agency can be
dedicated to a product.

o Name and contact details of Procurement - Indicates
the main procurement contact owner/responsible of
this supplier. The email will be auto-populated.

o Name and contact details of the Business

o Supplier Website/ specialty - Provide relevant infor-
mation that is required to highlight in the Supplier
profile and potentially provide instructions on what
stakeholders want to share with other end-users.

o Supplier Data

b) Network - To enable social aspect of more exchanges relating to the
availability of high-level documentation in one location
e Any type of document attached will be visible for everyone
internally at Roche.
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c) Performance Evaluation

e Rating system to encourage business to provide real-time
rating of their preferred suppliers based on own experi-
ences and facts. Visual input for other stakeholders to
choose their paths on previous experiences with suppliers.

e Free text to provide further explanation/ details of the
feedback based on stakeholders’ experiences and facts to
encourage other stakeholders to choose their paths on pre-
vious experiences with suppliers.

5.2 Feedback Survey

As a part of the thesis a feedback survey (Appendix 1) was conducted. The
feedback results were analyzed to map the current status and the future
needs from the end-users. From the collected and analyzed information, an
upgrading of the portal was expected to result to a considerable improvement
of the supplier portal. The proposals for the implementation were based on
the needs of the user experience and categorization. The underlying work on
this thesis provided qualified and needed improvement for the supplier portal
in terms of improved supplier management processes.

The results of the survey revealed that the overall satisfaction on the newly
launched tool was a considerable success. The tool was found to ease the
search process and provide a comprehensive overview of the suppliers. Ac-
cording to the results, it was found useful to identify suppliers in a single lo-
cation and rate them according to own experiences on a certain supplier. The
supplier information gathered was also found the be comprehensive. It was
pointed out that the portal will be further advertised across Roche s internal
intranet and supplier management communities.

Despite the fact, that the general satisfaction on the newly launched tool was
comprehensive, several improvement proposals, questions and suggestions
were addressed by the supplier managers. According to one comment, it was
not evident who exactly was the target group of this tool and which processes
would it affect. Also, a concern regarding a lack of training on certain people
would not allow the tool to be ultimately visible. It was not also clear who
would be managing the tool. Furthermore, a new question was raised regard-
ing supplier manager s quarterly business reviews (QBRs), whether the infor-
mation on the portal could be documented and used within those quarterly
business meetings with the suppliers.

It was requested that the supplier skills and specific domains would add value
to the tool. Furthermore, the performance of the tool itself was found to be
slow with technical issues and losing of the search functionality. It was, how-
ever, found useful to have future cooperation with procurement with an aim
to provide awareness to the end-users and re-launch advertisement. It was
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also suggested that the tool would ultimately gain more supplier information
when combining the database with other information tools.

Ultimately, the following requirements were identified and implemented to
enrich the Supplier Portal: The tool allowed the end-users to access a simple
and user friendly navigator that provides valuable information about suppliers
and their capabilities. The tool enabled social aspect of more exchanges in re-
gards to the availability of high-level documentation in one location. In addi-
tion, a performance evaluation rating system was integrated to the tool to en-
courage business to provide real-time rating of their preferred suppliers based
on own experiences and facts.

6 Project Organization

According to Galbraith (2014, 23), the hierarchy of authority varies in every
organization. For companies acting in an organized way, it’s necessary to cre-
ate a division of labor. The division is done between people who sell the prod-
ucts, while other people are producing and delivering these products. Another
group of people are recording the transactions while the others are looking for
funds to grow the enterprise. Therefore, certain people are selected to place
them in a hierarchy of authority. In addition, Galbraith (2014, 23) argues, that
when any organizations begin, they usually have a functional organization
(Figure 1) as the main reason being that the society itself is organized around
these functional specialties. (Galbraith, 2014: 24).

General
Manager

Finance { Human Resources

| _ I

Product
Marketing

Research and

Operations
Development

Figure 11: Basic Functional Organization model. (Galbraith, 2014: 25-26).

Acknowledging the normal functional model of Figure 1. It became evident at
an early stage that there are multitude of interlinked internal actors related
to the supplier portal crossing the organizational boundaries. Therefore, in
when assessing the needs, it was necessary to investigate who those actors
are and what their roles and responsibilities are. In this context, it was im-
portant to communicate to all that the project concerns solely the research
and development-function of the portal.
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As an important part of the thesis was to investigate (Table 2) and analyze the
relationships between the internal actors at F. Hoffmann-La Roche, the roles,
responsibilities and relationships between the internal actors at Roche inter-
facing the supplier portal on the basis of the internal communication are sum-
marized in Table 2.

Role Responsibilities

Project Lead (Supplier Management Of-
fice)

Supplier Navigator Project
execution 2018-2019

IT Procurement

Selection of the Supplier
Identification of Suppliers

Supplier Software Solution Owner

Issue analysing, tracking,
assessing and solving

Create and modify func-
tional specifications on
basis of business needs

Architectural Consulting

Creation and update on
technical Documentation

Assist on technical and
process improvements

IT Group Communications

Assistance on communica-
tion, branding and adver-
tisement of the solution

Global Infrastructure & Solutions VMO,
(end-user)

* Bring value for Roche IT by imple-
menting a Sourcing & Supplier Manage-
ment strategy that can ensure both,
Operational Excellence and smooth and
compliant Managed Services Opera-
tions.

Expert Interview Participant

Global Pharma VMO, (end-user)

* Accurate measure and track supplier
performance and relationship manage-
ment to drive cost savings while provid-
ing value back to the organization. To-
gether with IT we co-drive unification
and best practice sharing in supplier se-

lection, contracting and monitoring pro-

cess in the region.

Expert Interview Participant
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Role Responsibilities

Global Diagnostics VMO, (end-user) Expert Interview Participant

* Support across the supplier life-cycle
in order to increase the value we get
from our strategic suppliers, driving the
culture of innovation and collaboration
whilst minimizing the costs associated
with non-performing strategic suppliers.

Global Group Functions VMO, (end-user) | Expert Interview Participant

* Bring value for Roche IT by introduc-
ing controlled spending and pricing
methodologies, constantly measuring
the performance using internal score-
cards and metrics, standardizing the
transition processes, leveraging the
risks by partner regulations and provid-
ing advice on market trends and best
supplier selection.

Table 2: Roles and relationships between the internal actors at Roche partici-
pating in the interviews.
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net) ready
for News
sharing

8 Key Results and Recommendations

This thesis introduced an improvement plan for a supplier portal for a phar-
maceutical and diagnostic company, F. Hoffmann-La Roche Ltd. The Supplier
Portal is a new tool used in the company and was successfully improved to ad-
dress the needs of an end-user. The research also revealed that after the
launch, there were still needs for improvement. The upgraded application was
found to provide transparency in terms of available supplier information
within one central location between internal stakeholders across Roche’s IT-
and business departments.

The results of the satisfaction survey indicate an overall satisfaction of the
newly launched tool. It was found to ease the search process and provide a
comprehensive overview of the suppliers. According to the results, it was
found useful to identify suppliers in a single location and rate them according
to own experiences on a certain supplier. Several improvement proposals
were reflected in the survey such as clarification of the target group of this
tool, which processes would it affect, improving of training, internal resources
are need to manage the tool, documentation of the quarterly business re-
views, documentation of the information to the quarterly business reviews,
accelerating the speed of the tool not to lose vital information.
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Appendix 1:

< Feedback on SupplierNavigator.roche.com @ Y

QUESTIONS RESPONSES

Did you like SupplierNavigator?

respo

® Yes
@® No

Please specify your answer

Could be a supportive tool for RFP and technology advisory

Easy to search and gives you a good overview to use the tool

For me is very good to have a single place to seek Vendors in my region or across Roche, and it's very useful the
rating feature. But still is not clear for me who is the audience, and what is it for (is it part of which process),
procurement dept. have been trained in how to use it? Are they responsible for manage all data? In terms of data
analytics, do all this data goes to VMO reports for be used in QBR meeting?

The supplier information provided is quite comprehensive.

It's a one stop portal for all supplier details and will be a great source if this is being maintained and updated time
totime

1 am the owner of the GC section of it and promote in our community

Improvement areas?

Information on Vendors Skills in Specific Domains
Sometimes the performance is not the fastest
System and Processes

Performance as it takes a bit of time to load

To add all the supplier that Roche is contracted to.

Technical issues, searches lost, slow...

Do you have any other suggestions or feedback you would like to share
regarding the SupplierNavigator?

The system is very useful and quite interesting, but | have a question:

Is there any name-convention or process for adding new Vendors or up to date their profiles? e.g. TCS and TATA is
the same "company’, however if we search for TATA we have 3 results, if you search for TCS there are 4 results
including TATA itself. So my suggestion is to define the process to add new Vendors and name convention, if TATA
SONS is also TCS and both provide same service then we should have one Vendor. Maybe this system could use
data from other systems with Vendor information as SimpleBuy, Ariba, etc.

Perhaps should consider all sup i ion from each group as | couldn't find some of
the suppliers that we (FPP) managed

To give full visibility and benefit of using this tool to end users

Is there a next version of SN coming up? What about a re-l h/F to users in coop with the
procurement BPs?
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