Name : 
Jennifer M. Lally

Telephone No.:
(01) 407 6311

Organisation Name :
Accenture European Service Centre

Address :
3 Grand Canal Plaza


Grand Canal St. Upper


Dublin 4

Product/Service :
Provision of finance, accounting, administrative services and IT support for Accenture’s European operations.

Brief organisation history :

The Accenture European Service Centre was launched in Dublin in March 1999, to centralise the financial processing and IT support for Accenture’s operations across Europe. 
We currently provide financial shared services to 13 countries and our IT Helpdesk supports 17 countries.





Brief Career History :

BA (Hons.) Economics & Maths, University College Galway

H.Dip. in Quality Assurance, University College Galway

Friends First General Insurance Co. 1996-1999

Accenture European Service Centre  1999-present

Background to Quality in Organisation :

The European Service Centre was launched in 1999, and has experienced continuous change during it’s first 2 years of operation – in May 2000 we were supporting 3 countries, in May 2001 we had increased this number to 13 countries supported for financial services.   The transition of services to new countries was managed using an agreed and established format, but implementing ISO9001 was the first step on the path to bedding down the operational processes and providing a base for implementing improvement initiatives.  

Quality Initiative :

Implementation of an ISO9001:2000 quality management system, between September 2000 and March 2001. 

Results of Quality Initiative

Successfully registered to ISO9001:2000 in March 2001, at the same time as transitioning services to 5 countries. 

The process of registering to ISO9000 resulted in many key improvements;

1. Standardised operational processes

2. Heightened awareness of customer requirements

3. More awareness of individuals’ roles in delivering on these requirements.

4. A basis for establishing a framework for Continuous Improvement projects.

How the change process was managed while implementing Quality Initiatives:

1. Complete commitment, support and drive from the Director of the ESC – he initiated the project across the centre through communications and briefings, and was a vital member of the project team.

2. Commitment and participation from management team; the majority of project team was manager level and above.

3. A dedicated project leader, totally focused on the system implementation and the necessary communication and training.

4. Continuous, all-inclusive communication of objectives, necessary steps, performance and status of project.

