
Accelerating the Avon Lady:
Technology as an Engine for Growth

Donagh Herlihy
Senior Vice President, IT & CIO

Avon Products, Inc.



Avon Builds On A Robust Underlying Business Model, 
Now Celebrating Its 125th Anniversary



World Class 

Consumer Brand

Powerful

Distribution Channel

Our Integrated Business Model Creates a 
Competitive Advantage



An $11B Business Operating in Over 100 Countries

• World’s largest Direct Seller

• Global Beauty company 

• Sell 4 lipsticks every second

• Developing market 
powerhouse

• 40,000 employees



We are a Leading Global Beauty Brand

• 90% brand awareness

• A Business Week
top 100 Global 
Brands



We Have a Global Army of More than 6 Million 
Avon Representatives...

> 1 million > 600K > 500K

• All Representatives are independent entrepreneurs
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...Who Distribute One Billion Brochures Annually

• Largest global 
publication

• 100 million+ women 
readers

• New brochures 
distributed every 
2-3 weeks



The Selling Cycle is High-Frequency and High-Touch

Shares new 
brochure with 
customers

Earn from 
Customer 

Sales Every 2-3 
Weeks

Submits 
order, buys 
on credit

Pays 
Avon; 
keeps 
~30% of 
sale price 

Receives 
orders, 
collects on 
delivery



"Technology is an 

accelerator of momentum, 

not a creator of it"

- Jim Collins



Accelerating Growth Requires Understanding the 
Economic Drivers 



Today technology is accelerating the 

growth of Avon’s business





Avon is the Original Social Network…

Door to Door Cube to Cube

and Now

Screen to Screen



… and Online Social Networking can Step-Change 
Customer/Rep. Acquisition and Retention 

Representatives want 
help finding more 

customers

Customers want 

to buy, but lack 

access

Technology offers a significant opportunity 
to connect the dots

More 
Representatives 
Selling to More 

Customers
+ =



There are longstanding strategic 

opportunities that we can unlock 

through technology



Representative Retention

Reduce Representative turnover

which averages 100% in the Direct 

Selling industry



Customer Acquistion

Help Representatives find more 

customers and sell more to them



Customer Retention

Retain stranded customers who want 

to buy from us but lose access to Avon 

when their Representative leaves



Technology is the key to address 

these opportunities and enable 

revenue growth



Today Representatives Everywhere Run their Business Online

70% digital ordering



We are Increasing Access to Avon Using eBrochures 
and Viral Distribution in Social Networks

• Representatives 

deploy the widget to 

a social network site

• > 37% click through to their 

personalized eBrochure

720,000 of our Representatives’ friends have interacted 

with our eBrochures on a social network



Avon Connects brings Representatives 

and customers together



“Until [AvonConnects], my sales were 

hovering on average around the £500 

mark but this month I’ve more than 

doubled that with the same amount of 

customers and a load of promotion 

ideas I’ve picked up on here.”

– Amanda Holroyd, UK Representative

“Thank goodness for Avon Connects: 

I’m a new Rep and have to say that 

without Avon Connects I would 

probably have quit after my first 

campaign! HUGE THANKS to you all!” 

– Kerrie Banks, Representative



Tools like Intelligent Ordering Provide our 
Representatives with Enhanced Earnings

• 15% of On Line Reps add 

2-3 additional items as a 

result of the personalized 

display of promotions within 

Intelligent Ordering



ALM is Providing Measurable Productivity Gains

• 17 Markets are now using 

ALM – over 40,000 sales 

leaders

• 7 – 10% lift in order counts for 

ALM down-lines

• Experiencing up to 5% lift in 

total sales

• Independent verification by 

Market Research and 

Analytics



We are reducing the 

effort and increasing 

the reach for our 

Representatives

We are transforming 

the way we manage 

the Avon Sales 

organization

Now That She’s Online…

We are expanding the 

access to our Channel 

for Avon customers



But in order to transform Avon, we had 

to also transform ourselves



We Needed to Move From a Service Provider to a    
Growth Driver

Multi-

year

Single-

year

IT Strategy 

Planning 

Horizon

IT as Service 

Provider
IT Aligned with 

Business

IT as a 

Growth Driver

From

To



Business Partners Highlighted Our Need to 
Transform into a Strategic Leader

Current View Desired Role

Strategic Leader

Business Partner

Transactional

3%

88%

"How do you view the role of the IT organization today and what role 

would you like them to play in the future?"



• “Living” in 2015, what 
are we – and what did 
we do to get here

• Identified the key 
capabilities & outcomes 
needed

• Action plans chunked 
down to 3 years, 1 year, 
and 100 days

2015

2014

2013

2010

2011

2012

So We Designed our Future – From the Future



We Focused on Transforming Three Core Areas

Structure

Talent

Management Process



We Tackled Structure, to Stop Chasing the Agenda 
and Start Shaping it

Global, 

Regional & 

Local 

Customers

Global, 

Regional & 

Local 

Customers

Planning & 

Prioritization

CBUs

Planning & 

Prioritization

GBUs

Validated, prioritized

app & info requirements

Validated, prioritized

app & info requirements

Application 

shared services

Analytics

shared services

Validated, prioritized

app & info requirements

Validated, prioritized

app & info requirements

Technology 

shared 

services

Governance, Strategy, Architecture

Enablers (HR & Finance)

New PMO 

function

New 

interfaces



Separating “Marketing” from “Production” Improved Both 
Execution and Strategic Leadership 

• Center of excellence roles 
focused on production and 
delivery

• Responsible for execution, 
support and maintenance

• Technology delivery experts

• Doing things right

"Marketing" “Production”

• Dedicated interface roles to 
plan the technology roadmap
with the business

• Tasked with shaping and 
leading demand

• Business process experts

• Doing the right things



With the Right Structure in Place, We Brought the 
Right People onto the Bus, In the Right Seats 

• Strengthened the leadership bench

• 2/3 of top 40 IT leaders were new to Avon or new to role

• Matched skill and will to new roles

• Interface and delivery roles require different skill sets

• Implemented robust talent & performance 
management processes 

• Increasing our discipline around people decisions  



We Developed IT Guiding Principles to Steer 
Our Path Forward

Solution Delivery

• In defining a solution, think global before 
regional, regional before local

• Reuse a solution before buying; 
buy before building

• Fully leverage standard platforms

• Architect for integration of solutions 

Business Focus

• Business strategies drive IT strategies

• Projects must have a committed 
business sponsor at the right level

• Projects must generate measurable 
value

• IT drives process and data 
standardization

Collaboration Approach

• Business and IT share 
responsibility for IT strategy

• Foster a partnership between the 
end user and IT

Resource Commitment

• Leverage IT resources and skills across
the company

• Grow and develop our people



Guiding 

Principles

Growth

Strategies

Environmental 

Trends

Enterprise

Business

Strategies Business

Information

Requirements

Information

Technology

Requirements

Idealized

Capability

Portfolio
Gap

Analysis

Financial Planning

& Business Case

Benefits

SBP Project

Portfolio

SBP 3-Year

Roadmap

We Embedded a Multi-Year Strategic Planning 
Process to Align Priorities and Funding Choices

Current Portfolio 

& Environment



Project 

Monitoring 
and 

Tracking

Demand 

Assessment 
and Benefits 
Identification

Project 

Feasibility 
and 

Prioritization 

Project 

Sequencing 
and 

Initiation

Solution 

Delivery and 
Benefits 

Realization

Avon IT Portfolio & Program Management Office Framework

Avon Enterprise Strategy and Business Objectives

Quality Assurance / Performance Metrics Knowledge Management

Organization and Governance

Change Management / Communications / Training

Common Tools and Methodologies
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Avon Enterprise Architecture

And Created a PMO Process to Embed 
Prioritization…
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and Benefits 
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Project 
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Solution 

Delivery and 
Benefits 
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Avon IT Portfolio & Program Management Office Framework
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Avon Enterprise Architecture

… With Tighter Governance to Oversee Execution

Close



We are now undertaking  the largest 

transformation in Avon’s history, 

driven by technology



Our 125 year old Service Model is being Reinvented



We Have Developed a New Global Core Model

This model change will touch all 6 million of our 

Representatives



And so IT is enabling all aspects of 

our business today – and 

accelerating growth for tomorrow





It’s a Great Time for IT

• Internet, Social & Mobile platforms enable IT to be an 
engine for growth

• Ensuring IT execution fundamentals are in place 
enables us to shift from Service Providers to Growth 
Drivers

• Now is Our Time!




