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The 2010-2011 World Quality Report is a result of
ongoing collaboration between Capgemini Group
and HP Software & Solutions. It presents findings
from the 2010 global survey of CXOs, IT directors,
quality assurance managers and engineers,
and examines the state of application quality and
testing practices across different industries and
geographies.

Each year, this report looks at current trends in
software quality and examines emerging
tendencies that may affect the future of testing.
Survey respondents are asked to evaluate the level
of investment in Application Lifecycle Management
(ALM) solutions in their organizations, rate the
return on investment for these solutions, answer
questions about their testing practices, and assess
the general levels of application complexity. In this
year’s report, we revisit quality trends and
approaches and take a closer look at related
industry-specific issues and challenges in the
CPRD sector.

The full report can be downloaded at
http://www.capgemini.com/wqr2010-11.
An excerpt for the CPRD sector appears below.

Consumer Products and Retail (CPR) is one of the broadest
industries, combining food and beverage manufacturers,
makers of health and beauty products, and several other sub-
sectors involved in making and distributing common goods
used by consumers.

CPR companies rely heavily on enterprise resource
planning (ERP) and customer relationship management
(CRM) systems, as well as supply chain management
applications. Some companies have global instances of these
systems to help manage their product development, supply
chain, sales and marketing activities. Others have regional or
divisional systems.

Traditionally, the role of IT was seen as a supporter of the
business functions, but not as an equal partner responsible
for the success of the overall mission. This view is changing
rapidly. With increased competitive pressure, growing
business and supply chain complexity and the ever-
increasing amount of information about consumer behavior
and industry trends, the business is beginning to see IT as a

collaborative partner. As a result, companies are placing a
greater premium on aligning business and IT priorities.

In particular, the area of predicting and monitoring
consumer demand and balancing it with the supply of
available products demonstrates the strongest synergy
between business and IT. Demand for consumer products
can often be volatile, and the recent downturn in the
economy has shifted consumer buying patterns. To remain
competitive, companies need to be able to capture,
understand and respond to demand data from consumers in
a timely manner. They need sophisticated, comprehensive
and integrated IT systems that can accurately measure and
predict demand trends, as well as tightly manage the product
supply chain. A slight misbalance between supply and
demand results in either too much product in the value
chain or not enough to satisfy the customer’s appetite,
sometimes resulting in empty shelves (lost sales).

When asked about the greatest challenges facing their
organizations in the application lifecycle, CPR respondents
highlighted the following three areas: getting business
consensus on the right investment (27%), understanding
business requirements (27%) and getting development right
(20%). Not surprisingly, when asked about the relationship
between business and QA, the majority of the IT
professionals from CPR companies (63%) say the business
believes the only role of QA is executing test scripts. This is
the highest percentage among all industries, indicating a
significant disconnect between the business and QA.

The lack of relevant industry domain expertise among testers
in the CPR sector also points to the misalignment among
different organizations as well as a siloed approach to
application quality. On average across all sectors, 10% of all
respondents say their testers have “very little” expertise, 72%
have a “few years” and 18% consider themselves “true
domain experts.” By comparison, CPR respondents say that
67% of their testers have little business knowledge, and none
can be considered industry domain experts. (See Figure.)

The key to improving application quality is to re-examine the
relationship between business and QA and make quality a
true part of the application lifecycle – from gathering
requirements to monitoring the application in production.
This approach will also help improve the relationship with
outsourcing vendors. Almost one half of CPR respondents
indicate that their companies are leveraging outsourced
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resources for testing and are planning to increase their use of
offshore vendor services in the next two years. By streamlining
communication between business and IT and making quality
a part of every stage of the application lifecycle, companies
will be able to get better results from their outsourcing
engagements and achieve greater efficiency in their
quality processes.

CPR companies will need to make changes to their quality
processes in the near future. Their agility and competitiveness
depend on it. In addition, as many of these companies
produce products for human consumption that are subject to
government regulations, they need to have systems and
processes in place to ensure that products are being handled
correctly and can be recalled if necessary. Only integrated
and reliable IT systems can truly support the entire product
lifecycle – from manufacturing to sale or recall.

The recent recession has led CPR companies to focus on
improving business and operational efficiency. Organizations
are working on reducing their overall inventory and
localizing their offerings to be more relevant for consumers.
CPR companies are beginning to invest their IT dollars into
getting closer to consumers and better managing their supply
chains throughout the business. The survey shows that CPR
is among only three industries (the others were Media and
Entertainment, and Telecommunications) that indicated an
increase in IT spending – despite the challenging economic
conditions. Respondents from the CPR sector agreed that
their companies are continuing to invest in new IT projects –
and not just those generating immediate ROI.

Very little

Few years relevant
industry domain knowledge

Experts in our industry domain

Consumer Products and Retail

Distribution/Logistics

Energy, Utility and Chemicals

Financial Services

Healthcare/Life Sciences

Manufacturing

Media and Entertainment

Public Sector/Government

High Tech

Telecommunications

Q: How much relevant industry domain
knowledge do testers in your organization have?

Figure: CPR testers have less business knowledge
compared to other industries. }
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The World Quality Report Survey was sent to over 30,000
CXOs, IT directors, QA managers and engineers at various
companies around the world. All major industries are
represented in the survey: Consumer Products and Retail,
Distribution and Logistics, Energy, Utility and Chemicals,
Financial Services, Healthcare/Life Sciences, High Tech,
Manufacturing, Media and Entertainment, Public Sector,
and Telecommunications.

The survey also has a good distribution of company sizes;
38% of respondents are employed by small companies (less
than 1,000 employees) followed by 27% by enterprise
companies (more than 20,000 employees), 18% by mid-size
companies (1,000 to 4,999 employees), and 17% by large
companies (5,000 to 20,000 employees).

While over half of respondents come from North America
(52%), other regions are well represented: Europe (30%),
Asia (9%) and Rest of the World (9%).

In addition to the responses collected from survey
participants, the content of this report is supported by
Capgemini Group’s benchmark data carried out on client
projects, best practices, and over 40 years of experience in
testing and quality management.
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The Capgemini Group is
one of the world’s foremost

providers of consulting, technology and
outsourcing services, enabling its clients
to transform and perform through the
use of technologies. Present in over 30
countries, the Capgemini Group reported
2009 global revenues of EUR 8.4 billion
and employs over 95,000 people
worldwide. Sogeti, its wholly-owned
subsidiary, is a leading provider of local
professional services, bringing together
more than 20,000 professionals in 15
countries and is present in over 200
locations in Europe, the US and India.

Together, Capgemini and Sogeti have
developed innovative, business-driven
quality assurance (QA) and testing
services, combining best-in-breed testing
methodologies (TMap® and TPI®) and the
global delivery model, Rightshore®, to
help organizations achieve their testing
and QA goals. Capgemini and Sogeti
have one of the largest dedicated testing
practices in the world, with over 6,400
test professionals and a further 11,000
application specialists, notably through a
common center of excellence with testing
specialists developed in India.

More information is available at
www.capgemini.com/testing
www.sogeti.com/testing
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About HP
HP creates new possibilities for technology to have a meaningful impact on
people, businesses, governments and society. The world’s largest technology
company, HP brings together a portfolio that spans printing, personal computing,
software, services and IT infrastructure to solve customer problems.

More information about HP is available at http://ww.hp.com
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