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Perfect Working Order

TRIAD SYSTEMS SAYSITS THREE-SIDED, INTEGRATED

APPROACH TO CONSULTING HAS BEEN THE DRIVER

FORALLITS SUCCESS.

>TRIAD SYSTEMS

BY CHRIS PETERSEN

With its myriad moving parts all
working together to achieve a common
goal, abusiness is like a machine. And,
like a machine, a business can be opti-
mized to improve performance. Triad
Systems provides the machines of busi-
ness with the lubrication they need to
keep them running at peak performance,
and the company’s principals say their

integration of hard and soft methods and

// Triad Systems helps businesses improve their
operations with a client-driven approach.

their three-fold approach are what make
that possible and what set it apart from
other consulting firms that merely advise
and then walk away.

“We’re very much an ‘executing excel-
lence’ kind of firm,” President David
Kane says.

Triad Systems’ clients have included
such multinational firms as AstraZeneca,
Alcoa, British Petroleum, DuPont, TD

Williamson, Borealis and the United
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States Veterans Administration. No mat-

ter the size of the client it serves, Triad
Systems uses its expertise to help drive
change inside the company by cooperat-
ing with its people, rather than dictating
changes from outside. The keys to this
process, Kane explains, are (1) a change
management framework that blends a
portfolio of hard tools with leading prac-
tice change management approaches and

(2) the company’s triad approach. It’s a
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partnership, the client’s leaders and their

internal change agents such as program
leaders, Six Sigma black belts or lean
manufacturing experts.

The approach ensures clients not only
develop the solutions they are looking for
but also integrate and apply them in the
most efficient way. It is important to
build alignment at the leadership level in
regard to what exactly they want to
achieve and what the potential solution
looks like. When the initial details are
made clear, the Triad team focuses on en-
gaging the people within the client’s or-
ganization that are accountable for
delivering results. The team works jointly
with these individuals (internal change
agents) to develop and implement the ap-

propriate solutions.

Bridging the Gulf
CFO and Vice President Bill Houston ex-
plains that the genesis of this approach

came when he, Kane and partner John

Foreman founded Triad Systems in 2006.
Originally all members of a different con-
sulting firm, Kane says big consulting
firms tend to focus on building their own
capabilities not their clients’. At the same
time, Houston says, many of the firm’s
large, multinational clients were in the
process of developing their own internal
change processes and becoming more
self-sufficient in that regard. There was a
gulf developing between the firm and its
clients, and Houston says the principals
of Triad Systems wanted to bridge it.

The way Triad Systems chose to bridge
that gap was by offering clients the serv-
ices of a high-level consultant without
bringing in the firm’s own complete sys-
tem that might not mesh well with the
client’s organization. “We really saw the
way to go was with the most standard and
non-proprietary,” Houston says, noting
that the decades of experience Triad Sys-
tems’ principals bring to the table helped

the firm grow significantly in its first few

// Triad Systems utilizes a three-sided approach that
integrates the client, the client’s own internal change

agents and Triad’s expertise.

years. “We tailor to our tools to fit the
client’s unique situation - where they are
and where they want to get to. It’s a flexi-
ble approach.

“Even though we were very small, we
were able to leverage a lot of resources,”
Houston says. Vice President John Fore-
man adds that it is the strong relation-
ships that are developed as a result of the
triad approach that is the foundation of

the company’s growth.

Integrated Effort

Triad Systems’ three-sided approach cre-
ates an integrated effort that allows the
firm to blend its strong set of skills into
the clients’ already-existing change man-
agement system. Kane says Triad Sys-
tems is a very flat organization, which
makes it possible for clients to have the
most experienced people working di-
rectly with them. “It creates a different
kind of leveraged model that we’re able to

deploy with the clients,” he says. “You're
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going to get a principal-level person from
us for the price of a senior consultant.”
Not only do clients get the benefit of
Triad Systems’ highly experienced peo-
ple, but they also get to remain in the dri-
ver’s seat because of the collaboration
that exists between them and the firm. “It
creates a very different atmosphere in-
side the project,” Houston says, adding
that an outside observer would believe a
Triad Systems project was a client-led ef-
fort — because it is a client-led effort.
“We’re not a firm that would come in
and do a study that will just sit on a shelf,”
Kane says. Working through the tricky is-
sues associated with accelerating com-
plex change, “We roll up our sleeves and
work arm in arm with clients to help
them achieve executional excellence and
get the results they’re looking for,” he
adds. “We do this while helping the client
build their capability to use these tools

and methodologies going forward.”

Hidden Capacity
Foreman says Triad Systems focuses on
the operational side of clients’ busi-
nesses, with a heavy concentration on
value chain optimization. This includes
areas such as reducing inventory, in-
creased throughput and improving the
reliability of supply and delivery per-
formance for customers. These improve-
ments in tangible metrics are what
Foreman describes as “unleashing the
hidden capacity of [clients’] operations.”
Where Triad Systems does not concen-
trate much of its energy, however, is on
pure cost reduction. Although the bottom
line is ultimately what the firm sets out to
improve, Houston says simply slashing
costs and lowering overhead without pay-

ing attention to how those efforts impact

the rest of the operation are outdated.
The metric for improving a client’s op-
erations is much more cross-functional
and end-to-end than it would have been
15 years ago, Houston explains. He says
clients and consultants have learned that
narrowly focused efforts such as reducing
specific materials costs are recognized
today to have potentially adverse effects
on the rest of the supply chain. As such,
Triad Systems works with its clients to
create a more holistic approach that
takes the entire system into account.
“We make sure we’re not fixing one
metric and breaking another,” Houston
says. “We bring that language and that

perspective.”
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// Triad Systems says it concentrates heavily on

optimizing its clients’value chains.

‘Weathering the Storm’

Kane says the firm is dealing with the im-
pact of the global economic slowdown as
much as any other. While cautiously opti-
mistic, “weathering the storm” will be
Triad System’s focus for the time being.
Foreman says the firm is looking to the
global market and other segments such as
healthcare and the public sector in an ef-
fort to sustain its growth.

Triad Systems has a distinct advantage
over other firms during this time, Kane
says, because of its three-fold approach.
He says clients are “solving meaningful
operational and change management
problems and realizing significant results

at an accelerated pace” emt



