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“The End-to-End Cost Excellence 
effort was accelerated through the 
rapid progression of ideas, and 
response on IWE. Teams quickly 
weighed in on the notion of total 
cost, and the need to look at things 
holistically. It was also a great way 
to see who was passionate and 
engaged in this forum, so we knew 
who to recruit in the next gen effort.” 

- Gina Balunas, Senior Director for 
Technology and Quality 

 
Key Benefits: 
● Efficient communication and 

access to information 
● Accelerated Change 

Management, renamed 
organization in just thirteen days 
post reorg 

● Reduced information silos across 
organizations 

 
Business Value: 
● Speed 
● Scale 

● Flexibility 

Executive Summary 
The Cisco® Customer Value Chain Management (CVCM) organization 

needed to combine three internal organizations (Product Operations, Global 

Supplier Management, and Technology and Quality) to better serve internal 

and external stakeholders. The Product Supplier and Quality Operations 

(PSQ) Community in IWE has made that possible. It has provided a central 

location to easily organize and share information, and span functional 

contacts and content. It is a collaborative way to efficiently stay current on 

ideas, activities, and events that are relevant, project-related, or of interest. 
 

About CVCM 
CVCM is a global organization more than 9000 people in 90+ locations, 

transforms Cisco innovation into market-leading products and an unrivaled 

customer experience. In 2008, Cisco combined its Supply Chain 

Management, Corporate Quality, and Customer Service and Support 

organizations to form CVCM, a new kind of organization focused on the 

customer experience. 

 
CVCM teams collaborate with a global network of suppliers and 

manufacturing partners, as well as with other Cisco organizations such as 

the Cisco Development Organization (CDO), Cisco Services and Sales, and 

increasingly with Cisco customers. This expanded mission extends the 

traditional Cisco manufacturing and supply chain operations into something 

new: the Cisco Customer Value Chain. 
 

Business Situation and Challenge 
CVCM needed to reorganize the three organizations in CVCM and get them under one roof to allow cross-functional 

communication and information flow among the dispersed team members of Product Operations, Global Supplier 

Management, and Technology and Quality. 

 
Individually, the functions lacked: 

� Mechanisms to allow collaboration among three previously disparate organizations 

� Sources of communication other than email (silos) 

� Collective repositories for members to convey their ideas and thoughts 

� Avenues of communication with executives 



 

 

About IWE 
 
 

Integrated Workforce 
Experience (IWE) is the Cisco 
internal collaboration initiative 
encompassing business 
process, culture, and 
technology. 

 
IWE allows you to more effectively 
connect, communicate, and 
collaborate with people and 
communities, as well as share 
information to help accelerate 
growth, encourage innovation and 
create sustainable productivity. 

 
In addition, Cisco WebEx Social, 
the underlying platform for IWE, is 
our very own product, which is 
being sold to customers and 
partners. 

Solution and Benefits 
The Product Supplier & Quality Operations (PSQ) Community has many 

features that make it an ideal change management tool for reorganization. 

These featuers include: 

� Open Community 

� Training sub page displays the updated schedule for mandatory 

trainings 

� Members can contribute to the Discussion Forum 

 
The Discussion Forum model provided an efficient way for members  to get 

feedback, answer questions, share high-level project updates with team 

members and senior executives, and express ideas and thoughts. 

 
One of those ideas included naming the community. Employees came 

together via the Discussion Forum to name the community in just 13 days! 

 
In addition, eleven Change Champions (content moderators and subject 

matter experts) were identified by the management team who were 

responsible for moderating discussion threads with the larger organization, 

engaging them to align the broader team. The Forum moderators were 

responsible for starting threads, responding to feedback, and setting up 

brown bag sessions to encourage ideas on one platform. All feedback was collected, consolidated, and presented to the 

management team, who then responded to the organization with a clear set of plans and guidance, aligning the 

organization by addressing issues that had been raised. 

 
By leveraging IWE, the team benefitted in the following ways: 

� Reduced silos: Members were able to discuss their views by posting and viewing discussion threads rather 

than following email updates and saw the additional benefit of reduced flooding of their inbox 

� Key platform for communication: Members of all three organizations interact and learn about each other’s 

activities, expertise, interests, etc. 

� Easy-to-share information: Community owner announced dates for mandatory employee trainings 

� Promoted greater career opportunities: Community members, who were a part of any one of the three 

organizations, found resources of interest. 

 

Looking Ahead 
This community was created to accelerate a reorganization that took place within CVCM. Now that the reorganization is 

complete and employees are aligned, members use the community to share ongoing information. 


