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About Jeitosa



Copyright 2011. All Rights Reserved. Jeitosa Group International.Page 4

About Jeitosa

Mission and Values

Our Name:
jeitosa [zhay-taw-za]

(Brazilian Portuguese) adj. 

1. agile, skillful, adroit;

2. innovative, solution-oriented.

Jeitosa Values
• Integrity – fostering openness and 

fairness in all our business relationships.

• Motivation – going the extra mile to 
ensure our clients’ and partners’ success.

• Partnership – engaging with all our 
associates for long-term relationships.

• Knowledge – sharing best-in-class 
global business and technology solutions.

• Excellence – delivering superior value to 
our clients, partners, and shareholders.

• Balance – building symbiosis among 
work, life, diversity, profitability, and fun.

Our Mission:

Bridging people, process, and 
technology through agile, 

modern solutions for global 
and local success.
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S
tr

at
eg

y • Strategic Planning
• Business Case 

Development
• Readiness Assessment
• Organization Design
• Process Optimization
• HCM and Staffing
• International Compliance
• HR Transformation
• Change Management
• Shared Services
• Data Privacy
• Vendor Evaluation

C
om

m
un

iti
es • Research Groups

• Training Programs
• Custom Workshops
• Best Practice Sharing
• Knowledge Transfer
• Seminars/Conferences
• Surveys/Trend Analyses
• Discussion Groups
• Professional Networking
• Webinars
• Publications: Books, 

White Papers, 
Newsletters, etc.

D
ep

lo
ym

en
t • Program Management

• Project Management
• Rapid Deployment
• Best Practice Design
• System Configuration
• Data Conversion
• System Integration
• Testing Strategies
• Workforce Planning
• Metrics/Analytics
• Reporting/Warehousing
• Post-Production Support
• System Enhancements

About Jeitosa

Three Lines of Business
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“The first problem
for all of us… is
not to learn, but
to unlearn.”

Gloria Steinem

A Perspective
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Three Pervasive HCM Trends
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Industry Trends

Three Pervasive Industry Trends

1. Continuing Global 
Economic Pressures

2. Maturing Multi-
Dimensional Workforce

3. Shifting Technology 
Paradigm
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#1 Continuing Economic Pressures

Current Financial Situation

Most challenging time in most of our corporate careers
• Failing of major financial institutions and tightening of credit 

• Continuing corporate layoffs and rising unemployment

• Bottoming out of the housing market and loss of retirement funds

• Shrinking/disappearing bonuses and salary cuts/freezes
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#1 Continuing Economic Pressures

Current Business Situation for HR

Never been more difficult  to 
demonstrate value

• Massive layoffs not seen in 80 
years – since Great Depression

• Second round coming?
• Continuous pressure to cut 

expenses, find efficiencies, and 
do more with less

• More work and fewer staff

• Eroding company loyalty

• Engagement issues with those 
left behind – “survivor syndrome”
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Veterans
Boomers

Gen X
New Mils
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Individualism
Egalitarian
Directness

Power Distance
Task-Orientation

Time Horizon
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Full-Time
Part-Time
Contingent

Trainee
Expat

Retiree
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Multinational
Global

International
Transnational
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Family/Spouse
Job/Position
Boss/Peers

Infrastructure
Support
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Onsite
Offshore
Remote
Virtual
Digital
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Risk 
Tolerance

Extroversion
Flexibility

Awareness
Humility
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#2 Maturing Multi-Dimensional Workforce

Multiple Dimensions
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“Net Gen” is entering the 
workforce

Baby Boomers exiting, albeit 
slower than planned

Boomers make up 43% of the 
workforce and most of middle 
and upper management

Gen X is half the size of the 
Boomers

Four generations working 
side-by-side

#2 Maturing Multi-Dimensional Workforce – Multi-Generational

Changing Workforce – Multi-Generations
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#2 Maturing Multi-Dimensional Workforce – Multi-Generational

Multi-Generational Differences
Veterans Boomers X’ers Net Gen

Born 1920-1940 1940-1960 1960-1980 1980-2000

General Outlook Practical Optimistic Skeptical Hopeful

Work Ethic Dedicated Driven Balanced Self-fulfillment

View of Authority Respectful Rebellious Unimpressed Pol ite

Leadership By Hierarchy Consensus Competence Collaborat ive

Relationships Sacrifice Gratification Reluctance Inclus ive

Compensation My Job My Achievements My Skills My Work

Communication Memorandum Email SMS MySpace

Technology Mainframe Personal Computer Client / Server Web Services

Skills & Competencies Transportation &
Telecommunications Information / Data Technology Integration of

Information & Technology

View of change Get it over with Create it Make it work  for you Inevitable & increasing

Employer Relationship Company Loyalty Career Loyalty S elective Loyalty Balanced Loyalty

Employee Desires
Fair wage

Stable employment
Secure retirement

Competitive wage
Meaningful work

Comfortable retirement

Wealth
Work-life balance
Early retirement

Wealth accumulation
Indulge interests

Work in retirement

��������	�
���
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• Independent versus Interdependent
• Individualism versus Collectivism
• Egalitarian versus Status / Hierarchy
• Aggressiveness versus Accommodation
• Direct versus Indirect Communication Styles
• Neutral versus Affective Relationships
• Specific versus Diffuse Relationships
• Task- versus Relationship-Orientation
• Universalism versus Particularism
• Risk Tolerant versus Conservatism
• Short-term versus Long-term
• Mono-chronic versus Poly-chronic Sense of Time
• Differences in Sense of Space / Proxemics 
• Tolerance versus Resistance to Change
• Receptivity versus Resistance to Diversity
• Acceptance versus Resistance to New Ideas

Changing Workforce – Multi-Cultural
#2 Maturing Multi-Dimensional Workforce – Multi-Cultural
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High and Low Context Cultures
#2 Maturing Multi-Dimensional Workforce – Multi-Cultural
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High and Low Context Cultures
#2 Maturing Multi-Dimensional Workforce – Multi-Cultural
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#2 Maturing Multi-Dimensional Workforce – Multi-Cultural

Multi-Cultural Differences

Low-Context High-Context

Example Countries US, UK, Canada, Germany,
Denmark, Norway

Japan, China, Egypt, Saudi
Arabia, France, Italy, Spain

Business Outlook Competitive Cooperative

Work Ethic Task-oriented Relationship-oriented

Work Style Individualistic Team-oriented

Employee Desires Individual achievement Team achievem ent

Relationships Many, looser, short-term Fewer, tighter , long-term

Decision Process Logical, linear, rule-oriented Intui tive, relational

Communication Verbal over Non-verbal Non-verbal over Verbal

Planning Horizons More explicit, written, formal More implicit, oral, informal

Sense of Time Present/Future-oriented Deep respect fo r the past

View of Change Change over tradition Tradition over c hange

Knowledge Explicit, conscious Implicit, not fully con scious

Learning Knowledge is transferable
(above the waterline)

Knowledge is situational
(below the waterline)
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North American Culture

� Direct

� Drive to be explicit:
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� Giving and taking negative 
feedback is a sign of strength

� Confront when necessary with logic 
and persuasion skills

Asian Culture

� Indirect

� Drive to reach consensus:
� )	���
�
����
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���
��
����
� %���
��
�������
�
��
�
��������
� -������
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� Protect the dignity and self esteem 
of yourself and others

� Avoid confrontation

� Strive to develop harmonious, 
trusting business relationships

��������&����'
������

Communication Styles in Meetings
#2 Maturing Multi-Dimensional Workforce – Multi-Cultural
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• Telecommuting – work is time-driven, 
but no longer time-bound

• Everywhere – Internet ubiquity means 
work can be done any time, any where

• Projects – more work organized in 
project teams, autonomous work groups, 
in conjunction with third-parties

• Digital – work is moving completely 
digital with wikis, blogs, RSS, podcasts, 
twitter, etc.

• Virtual – communication is real-time, 
face-to-face – not in person – using tools 
such as Skype, Web meetings, 
streaming video

Changing Workforce – Multi-Locations
#2 Maturing Multi-Dimensional Workforce – Multi-Locality
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#2 Maturing Multi-Dimensional Workforce – Multi-Locality

Multi-Locality Issues
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#2 Maturing Multi-Dimensional Workforce – Multi-Locality

The Multi-Local Workforce
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#2 Maturing Multi-Dimensional Workforce – Multi-Locality 

Multi-Local Communication Methods & Tools
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• Increasing use of the “contingent 
workforce” comprising part-timers, 
freelancers, offshore workers,

• Breaking down the traditional four walls 
of the organization

• Movement from internal functional silos to 
extended, global networks

• More collaboration between customers, 
partners, other third-parties, and even 
competitors

• Greater economic flexibility to tailor the 
workforce to specific economic and 
project conditions

Changing Workforce – Contracts 
#2 Maturing Multi-Dimensional Workforce – Multi-Contractual
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Growth in Offshore Services
#2 Maturing Multi-Dimensional Workforce – Multi-Contractual 
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Benefits of Contract Labor
#2 Maturing Multi-Dimensional Workforce – Multi-Contractual
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#2 Maturing Multi-Dimensional Workforce – Multi-Contractual 

Multi-Contractual Workforce
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#2 Maturing Multi-Dimensional Workforce – Multi-Contractual 

New Skills and Competencies
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SKILLS AND COMPETENCIES 
FOR THE MULTI-CONTRACTUAL TALENTFORCE
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1. Cultural Awareness / Global Mindset � � � �

2. Collaboration / Teamwork Skills � � � �

3. Communication / Interpersonal Skills � � � �

4. Customer-Focused / Business Advocate � � � �

5.  Technology Literacy / Internet Savvy � � � �

6. Business Process / Industry Knowledge � � �

7. Financial Acumen / ROI & TCO Analysis Skills � � �

8. Data Analysis / Business Intelligence / Metrics � �

9. Program / Project Management Skills � �

10. Change Management / Transformation Skills � �
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“The most universal 
quality is diversity.”

Michel de Montaigne

#2 Maturing Multi-Dimensional Workforce

A Perspective
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Industry Trends

#3 Shifting Technology Paradigm

Evolution of Technology

Maturing of the Cloud

Social Networking goes 
Mainstream

Mobile and Virtual



Copyright 2011. All Rights Reserved. Jeitosa Group International.Page 30

#3 Shifting Technology Paradigm

Ubiquity of Cloud Computing

A new technology paradigm and delivery model has ar rived.

���������+�<�"���>�<�(

Cloud
=

SOA
+

SaaS
+

Web 2.0

Cloud
Wave
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Web 2.0
• Mass Communication: RSS Feeds, Blogs, Podcasts, YouTube, Twitter
• Instant/Text Messaging: Yahoo!, AIM, Skype
• Tagging/Bookmarking: Delicious, Google

Social Software
• Social Networks: Facebook, Linked-In,
• Collaborative: Wikis, programming
• Crowd-sourcing/Community Design

SaaS – Software-as-a-Service
• Pioneered by Salesforce.com
• No Upgrades / Continual Updates
• Multi-tenancy / Security / Privacy
• PaaS – Platform-as-a-Service, Force.com

#3 Shifting Technology Paradigm 

New Technology Paradigm
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#3 Shifting Technology Paradigm 

Growth of On-Demand / SaaS / The Cloud

Gartner Group states that SaaS revenue in enterprise application 
software will grow 21% to reach US$11.5 billion by the end of 2011. 

IDC expects customer spending on SaaS to increase to US$14.8 billion 
by 2011.

InformationWeek Research reports that two out of three businesses are 
either buying or considering buying SaaS software.

McKinsey says that the proportion of CIOs considering the adoption of 
SaaS applications in the coming year has grown from 38% to 61%.

Ray Lane says the recession is driving increased SaaS adoption due to: 
• Subscription pricing (based on company size) to reduce capital expenditures
• More-rapid deployment and fixed price implementations
• Frequent updates with new functionality
• Business leaders are driving more and more software decisions
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#3 Shifting Technology Paradigm 

New Tools & Techniques

Conducting a webinar on Business Process 
Design

Wikis

Social Networks

Blogs

Feeds

Chat/IM
VOIP

Microblogs

Conducting a webinar on Business Process 
Design

SearchTagging

Bookmarks

GPS
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Three Recommendations 
for Success
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Recommendations for Success

Three Recommendations for Success

1. Optimize your Service 
Delivery Model

2. Focus on Continuous 
Process Improvement

3. Manage Change and 
Transition 
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Core Workforce
� Professionals
� Technicians
� Managers

� Leadership
Specialist Workforce
� Centers of Excellence

� Centers of Scale
� Outsourcers

� Other Vendors

Flexible Workforce
� Contractors
� Part-timers
� Temporary workers
� Seasonal workers

Automated Work
� Self-service
� Automation
� Centers of Scale
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#1 Service Delivery Model

Workforce of the Future
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#1 Service Delivery Model

Areas To Be Covered

What services should be offered?

Who will support each service?

How will each service be delivered?

When will each service be offered?

Where will each be located?
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#1 Service Delivery Model

Components of Global Service Delivery Model
��������	�
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#1 Service Delivery Model

Service Delivery Functional Model – The “How”
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#1 Service Delivery Model

Leading Practice HR Shared Services Model
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Local Primary HR Support
(HR Business Partners)

Specialty Support
(Centers of Excellence)

Employee Support
(HR Service Center)

Customers:
Managers, Leaders, Employees

Focus:
•Advise and consult with management
•Administration of local programs

- Workforce planning
- Organization design
- Succession planning
- Communications
- Disaster planning
- Diversity management

Location:
Local Business Unit

Customers:
HR Business Partners, Leaders

Focus:
•Functional expertise in Compensation
Recruiting, Workforce planning, 
organizational development/training
•Program design
•Vendor management and contract
Negotiations
•Research and development, trend 
Analysis, best practice identification

Location:
Corporate or Shared Services

Customers:
Employees, HR Business Partners, 
Managers

Focus:
•Routine transaction processing
•Responding to employee inquiries
•Policy and procedure management
•HRIS management, systems expertise
and assistance
•Administrative support & expertise
•Self-service functions
•Payroll inquiries
•Data reporting & analysis

Location:
HR Shared Service Center

#1 Service Delivery Model

HR Shared Services Model Functions
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#1 Service Delivery Model

Shift to Shared Services
���������
�'����+����

Strong shift to shared 
services models to attain 
economies of scale and 
achieve cost savings

Two typical models:

• Shared Services Center –
scale-based

• Center of Expertise –
expertise-based
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The majority experience a significant impact on the timeliness of transactions 

More than 70% report a significant impact in transaction accuracy
Most companies experience medium impact on workload reduction

#1 Service Delivery Model

Shared Services Economies
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#1 Service Delivery Model

HRSS Decision Matrix
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#1 Service Delivery Model

HRSS Decision Matrix Sample
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#1 Service Delivery Model

Service Delivery Geography Model – “The Where” 
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HR and HRIT Services

Centralization ������ �� Decentralization

Global Regional Local

Employee Life-Cycle Processing ��� �

Performance Management ��� �

Stock Administration ��� �

Succession Planning ��� �

Compensation Management – Bonus & Incentives ��� �

Learning & Development – Managerial & Professional ��� � � �� �

Workforce Planning & Analytics ��� � � �� � � �� �

Recruitment Management ��� � � �� � � �� �

Governance, Compliance, & Data Privacy ��� � � �� � � �� �

Learning & Development – Professional & Technical ��� � � �� �

Competency Management ��� � � �� �

Compensation Management – Base & Allowances ��� �

Benefits (Health & Retirement) – Administration & Pr ocessing ��� �

Payroll – Administration & Processing ��� �

#1 Service Delivery Model

Centralization versus Decentralization

��������	�
���




Copyright 2011. All Rights Reserved. Jeitosa Group International.Page 48

Recommendations for Success

#2 Continuous Process Improvement

Process Mapping

Process Optimization

Some Typical Savings

Cost Benefit Analysis
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“Any intelligent fool can
make things bigger, more
complex.  It takes a touch
of genius – and a lot of 
courage – to move in the
opposite direction.”

–Albert Einstein

#2 Continuous Process Improvement

A Perspective
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“Insanity: doing the
same thing over and
over and expecting
different results.”

–Albert Einstein

#2 Continuous Process Improvement

A Perspective
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#2 Continuous Process Improvement

Typical Savings through Process Automation
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#2 Continuous Process Improvement

Business Process Re-Design – Current State
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#2 Continuous Process Improvement

Business Process Re-Design – Optimization 
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#2 Continuous Process Improvement

Business Process Re-Design – Future State
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17 typical business processes that would achieve an anticipated savings of 
nearly $1M if automated via employee and manager self-service and 

maintained within the same system.

No Business Process

Percent of
Population

or Number of
Occurrences

Per Year

Average 
Hourly

Rate
Trans

Per Year

Minutes
Per

Trans
Current

Costs

Minutes
Per

Trans
Projected

Costs

Savings
Per

Year %Savings

1 Change Address 25% ������ ����� 15 ������� 5 �	��
� $18,083 66.7%

2 Enroll in Technical Training 50% ������ ����� 45 �������� 10 ������� $126,583 77.8%

3 Approve Promotion 20% ������� ����� 20 �
����� 5 ������� $31,000 75.0%

4 Set up new  Employee 20% ������ ����� 60 �
��
�� 15 ������� $65,100 75.0%

5 Complete New  Hire Forms 20% ������ ����� 60 �
��
�� 15 ������� $65,100 75.0%

6 Transfer an Employee 25% ������� ����� 90 �������� 15 ��
���� $193,750 83.3%

7 Maintain Benefits Systems Data 1/w eek; 5/groups ������ ��� 300 �	����� 0 �� $91,000 100.0%

8 Maintain SuccessFactors Data 2/year ��
���� � 3360 �����
� 0 �� $15,680 100.0%

9 Maintain SuccessFactors HelpDesk daily for 90 days ������ � 14400 ����
�� 0 �� $16,800 100.0%

10 Enroll in Benefits 98% ������ ���	� 30 �������� 15 �������� $106,330 50.0%

11 Approve Leave (all types) 10% ������ ��� 30 ������� 10 ������ $14,467 66.7%

12 Record & Track Disciplinary Action 5% ������� ��� 30 ������� 10 ������ $10,333 66.7%

13 Track Tuition Reimbursement 25% ������ ����� 15 ������� 5 �	��
� $18,083 66.7%

14 Record Succession Plan 5% ������� ��� 120 ������� 30 ������� $46,500 75.0%

15 Create Employee Metrics Report 1/month ������ �� 480 ������ 15 ���� $6,510 96.9%

16 Identify Employee Skills & Experience 3/month; 3/groups ������ ��
 480 ����

� 30 ����
� $56,700 93.8%

17 Calculate Bonus Payments 50% ������� ����� 30 �������� 10 ������� $103,333 66.7%

Processing Costs 22,269           $1,321,973 $336,620 $985,353 74.5%

Projected
Savings

Pre-Automation 
Time & Costs

Post-Automation
Time & CostsProcessing Volume

#2 Continuous Process Improvement

Expected Benefits To Be Achieved
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Recommendations for Success

#3 Change and Transition Management

Some Facts About Change

Human Process of Change

Stages of Change Management

Stakeholder Analysis

Communications Management
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#3 Change and Transition Management

What is Change

The process of becoming different.
Social change – any event or action that affects 
a group of individuals that have shared values or 
characteristics. 
Can encompass concepts as broad as revolution 
and paradigm shift to as narrow as a particular 
cause within small town government.
Every new initiative, project, work activity creates 
change and the effects of change must be 
proactively managed to ensure success.
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Some facts:
• Over 80% of all projects fail when change/transition 

issues are not addressed
• Change takes longer and needs more resources 100% 

of the time
• 70% of the time, organizations do not have the internal 

skills to deploy a comprehensive change program
• Less than 20% of all acquisitions produce the desired 

benefits, largely due to lack of Change Management 
and cultural integration plans

#3 Change and Transition Management

Importance of Managing Change
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#3 Change and Transition Management

Human Process of Change ��������	�
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The Many Moods of Change
��������.�A
���$������

Roughly evenly split between positive and negative emotions

#3 Change and Transition Management
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#3 Change and Transition Management

Stages of Change Management
��������	�
���




Copyright 2011. All Rights Reserved. Jeitosa Group International.Page 62

7 ,���������������(�.����������������� !����������� ���� �!���������������� 8��������������79,��������� �������79���������  9�������������������

28������-�
� 48�#,�������� 58���-�������� 78����	
�����68�"
��������

�� ��#�0��!��%�'� "'!�&�0�"� '�'���0�&%��!�"�#��!�" &

Change
Plan


)�	�����
�����

)�	������	
���2�)��3�
���00�	�

)�	���!��3�	���

)�	������������:����)�3�
�����������
����;<�5�=

Communications
Plan


����	������	����
�����

����	������	�����	

����	������	� �3��	���

����	������	���������

����	������	������
����

����	������	��>���"�
�

Training
Plan

�
��	�	� ��
�����
�
��	�	�� �������	�
�
��	�	�����	
�
��	�	��
�

�����
�
��	�	������
�����:  �3�
�
��	�	��>�0�����	�

Support
Plan

��00�
� ��
�����
��00�
�����	
��00�
��!����
������	
��00�
������
����
!����	����	�:�!��	/�
����	�
�	���	����	���
�	�

�#��!�� ��#��#"�'�&

&9&"#�&��#��!9�#�"���!�#�"

���		�	� >����"�
� >����	4
�	/���
�4�
�����0� �����	� �
�3�����	���00�
�
���"�


#3 Change and Transition Management

Holistic Change and Transition Management
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#3 Change and Transition Management

Understanding Your Stakeholders
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Types of Stakeholders: Different stakeholders need be 
handled differently

Stakeholder Interests: Find what they really want; what 
are their drivers and inhibitors

Stakeholder Analysis: Get inside the individuals’ heads 
to effect change

The Nature of Opposition: Know your 'enemies' in 
change

The Nature of Support: Know and manage your allies, 
power versus support

#3 Change and Transition Management

Understanding Your Stakeholders
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Assesses the position of all project stakeholders and the 
support and influence they can bring to the success (or 
failure) of the project.

#3 Change and Transition Management

Stakeholder Analysis
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#3 Change and Transition Management

Stakeholder Map - Sample
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#3 Change and Transition Management

Communication Matrix - Sample
Stakeholders Drivers Pain Points Messages Methods Freque ncy Media

Company Leaders Efficiency
Consistency
Profits

Keep vision
Make numbers

Driving cost
Assuring 
compliance

Status reports
Briefings

Weekly at first Personal email
Face-to-face

Human Resources Customer service
Smooth 
implementation

Stakeholder
resistance

More effective 
organization

Update
meetings

Daily at first Face-to-face
Email updates

Line Managers Efficiency
Ease of use
Stronger company

How will this 
make my job
easier?

End result will 
be better

Briefings Team 
meetings

Regular
intervals

Face-to-face
Email updates
Group meetings

Employees Stronger company What’ s in it for
me?

End result will 
be better

Bulletins
Town Halls

Whenever 
significant
action

Portal posts
Group meetings

Vendors/Partners Stronger business 
partner

Disruption of 
service

End result will 
be better

Briefings
Bulletins
White Papers

Monthly Face-to –face
Email updates

Customers Better cost 
structure

Disruption of 
quality and 
delivery

End result will 
be better 

Public notices
Personal notes

At beginning 
and periodically 
throughout

Public and 
private notices

Shareholders Better cost 
structure
Stronger company

Temporary drop
in productivity

Stronger long 
term profits

Letters and 
media
announcements

At beginning 
and at regular 
intervals

Letters and 
media
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Closing



Copyright 2011. All Rights Reserved. Jeitosa Group International.Page 69

Closing

Recommendations for Success

Optimize Your Service 
Delivery Model

Focus on Continuous 
Process Improvement

Manage Change –
Proactively!
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Closing 

One Perspective…

“Change is the law of life. 
Those who look only to the
past or present are certain
to miss the future.” 

–John F. Kennedy
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Closing 

A Final Perspective…

“They say that time
changes things, but
you actually have to
change them yourself.”

–Andy Warhol
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Thank You

gracias , merci , efcharisto , hvala , kiitos ,

durdaladawhy , asante sana , bedankt , danke ,

rekhmet, go raibh maith agat , salamot ,

doh je , spasibo , EucaristwEucaristwEucaristwEucaristw , arigato, tack ,

shukriya , tesekkür ederim, bayarlalaa , terimah,

mahalo , takk , kasih , mamnoon , dhannvaad ,

, dziêkujê , tapadh leat , grazie ,

dakujem , khawp khun , ngiyabonga
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Thank You


