
The client needed help articulating a charter for an 
internal digital studio – which was established to 
manage the overflow of work from it’s multitude of 
external digital agencies. This new endeavor basically 
needed a business plan: strategy, talent requirements, 
organizational structure, funding and operating 
model. Everything needed to support the competitive 
advantage needs of a top 21st century consumer and 
retail company. 

Per the client’s request for numerous options from 
which it would make its final decision, KPMG:

 — Created five different model scenarios and 
associated future state roadmaps, including for a 
dispersed digital marketing environment, a digital 
factory, and a digital office that operates as a 
Center of Excellence.

 — Delivered a concise analysis of the operational, 
financial, and workforce implications for each of the 
model options.

 — Tapped professionals from across its service 
networks to provide client stakeholders with a 
comprehensive understanding of digital experience 
design, the art of the possible, the future of digital 
in the Consumer and Retail industry, requirements 
of successful digital enablement, etc.
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Client story

KPMG response

Driven by challenges with its ecosystem of external digital agencies, this leading Consumer and Retail company 
established its own internal group to handle overflow digital work. Over several years, the group grew to a 
full-fledged 60+-person studio handling design, creative, management, and hosting for a wide range of digital 
projects including the company’s website, email campaigns, social campaigns, and Internet of Things-type 
product development.



If you are interested in learning more about this 
case study, or if you are experiencing similar issues, 
please contact us. 

Duncan Avis 
301-841-5958
davis@kpmg.com 

Dave Wolf 
443-852-4144
davidwolf@kpmg.com

For more information about KPMG’s digital and mobile 
capabilities, go to www.kpmg.com/us/experience.

KPMG insightsAs part of an agency review that reduced its number of 
external digital partners to just two, the company engaged 
KPMG to help it determine the most advantageous 
operating model, construct, and responsibilities of its 
internal digital studio.

Leveraging the digital strategy, digital marketing, 
customer experience, technology, and Consumer 
and Retail industry knowledge and capabilities of 
a cross-functional team of professionals, KPMG 
began by assessing the current state of the client’s 
internal digital capability. Then, through both advisor 
and practitioner lenses, KPMG created for the client 
five different future state options, with detailed 
roadmaps addressing the operational, financial, and 
talent requirements and impacts for each model.

There are four guiding principles for digital excellence:

Design Thinking – a powerful approach to strategic 
innovation that is as much about the value of “solving 
the right problem” as it is about “solving the problem 
right.”
Human-Centered Design – a concept built upon 
the empathetic understanding that people are not 
universally predictable, intuitive, or rational.
Agile/Lean – an approach to software development 
that emphasizes flexibility, response to change, and 
accelerated time-to-market.
Continuous Delivery – a philosophy that advocates for 
a tightly coordinated cycle of events aimed at delivering 
software with greater frequency, with emphasis on 
automaton where plausible.

Digital Capability Model Evolution

Recommended Approach:

Benefit to Consumer and Retail:
 — Focused, efficient, continuous digital

product delivery in close proximity to 
Brands & customers

 — Capture and apply best practices 
and synergies across Brands

 — Nimble, high-quality technical 
development, deployment & iteration

 — Increased agility & market 
differentiation

 — Connectivity and consistency 
between experience innovations, 
product innovations and owned 
digital properties

 — Focused, high-quality, efficient, 
continuous digital product delivery 
close to Brands & customers

 — Capture and apply best practices 
and synergies across Brands

 — Efficient harmonized digital delivery 
people, structures, processes & 
tools

 — Consolidated capture and leverage 
of digital best practices, assets and 
synergies across Brands

 —
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Increased agility and market differentiation 
for Client and Brands 

The transition to target state Digital studio model cannot be a revolution but a phased evolution. Refining focus is a critical first 
step, followed by expansion of digital product and innovation capabilities, then ultimately leading practice all-inclusive Digital 
studio. This roadmap presents opportunities for the client to reap benefits and realize value along the journey. Option to 
incorporate evolution to a merged agency along the journey, though is not necessarily recommended as permanent end state.

Some or all of the services described herein may not be permissible for KPMG audit clients and 
their affiliates.

The information contained herein is of a general nature and is not intended to address the 
circumstances of any particular individual or entity. Although we endeavor to provide accurate and 
timely information, there can be no guarantee that such information is accurate as of the date it is 
received or that it will continue to be accurate in the future. No one should act upon such information 
without appropriate professional advice after a thorough examination of the particular situation.
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