Strategic Alignment of ICT Services



Transformation

Business As Usual

Il

Service Landscape

Biz-Value

Board Audit Com

Strategic
Roadmap

X C A om=—- - I O X >

< OO0 02T 0om -

__ Governance

J

— Management

r

=

Service
Capabilities

Continuous Improvement




External client focus

Internal client focus

<
7 N

_

pd
~

~

Profit Center

Cost Center

<
~

focus

focus

Strategic Alignment : Biz 2 ICT

------------------------------------
o2 73
. .

Business
Enabler

Supporting
the Business

Agile
:| Foundation *"”"T

basic scoping

0. ‘.
L P
--------------------------------

Tactical Strategic

Operations

e where is the new endpoint when:
e what to do, given a certain Short & long
strategic roadmap and thus term biz plan

be in scope

Time to market,

e why it will deliver value,
SLA/OLA

responsiveness & be a
competitive differentiator

KPI’s, Project

e how to achieve efficiency, methodology

effectiveness and
improvement (process)

Training/certific

e by whom it will be executed _
ation plan
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Strategic Alignment

1. Corporate Strategy
& Roadmap

& Roadmap

2. ICT Strategy

Enterprise Service Architecture
CFS-SS-SC-SACl’s
ICT Processes

People

Enterprise Technology
Architecture

Applications
Platforms
Infrastructure
Security

Business Roadmap:

*  Where
—» +  What

*  Why

*  When

ICT Roadmap:

*  What
*  Where
*  Why

*  When

Scope Of Work:
* with What
*  Why
* How
 WBS:
by when
by whom

*  WorkPackages
* Order forms

VALUE
VS
RISK



EEE-principle on strategic roadmap from point A to point B

y B
’
v
’

EFFECTIVE

EFFICIENT

ECONOMICAL




EEE-principle on transition projects from point A to point B
Quick-Win vs. Slow-Loss
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Tactical Insights & Decisions altering the Strategic Roadmap
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EXTRA Support Cost

Operational

STD. Run Cost



Capex

Proj.
Invest
ment. Opex Run cost
Write-off cost >
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Service Models

Off the Shelf Services
(technology & product driven)

XaaS |
- Service Model 6
Full BPO
| service Model 5 | ,
Outsource ‘ /

Service Model 4
MSI & Multi-mg’d
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Service Model 3
Managed services

Service Model 2
on-site / remote
support

Service Model 1
Maintenance

E2E Services
(service & process driven)

Scope & service levels



Xaas principle

PEOPLE

B

Continual Service Improvement

Service Strategy

Service Design

Service Transition

Service Operation

SLA

~ Scope
Service Level Requirements:
* Availability
*  Continuity:
* RTO
* RPO
* Red.Perf.
* Capacity
* Security
* (Quality)
Price:
*  Purchase
* Setup
* Run
* Bonus/Malus
Process
People Technology

©oIGMC



Xaas$ E2E Services - People, Process, Technology mix

Voice Applications IID&

Office 365, Email, browser Access

\

<

# End-User Devices
Desktop, Laptop, Ruggedised, Tablet, BYOD

ForntEnd (user) service

BackEnd Service

# connectivity modes
(W)LAN, xDSL/Coax, fibre , 3/4G

11 Sched -- Oper : E Net

uling : : ating . I work

Facilities
Space, Power, HVAC

— Differentiating
factors in the
device layer

= Differentiating
factors in the
connectivity
layer



Classic

ICT=property of Client
Capex & Opex

(—

X

VS.

XaaS (cloud)

ICT=property of Service Providers
Opex only

XaaS examples:

- company car leasing
- 240V commodity
- airport




Integrator & ZrdParty

Service Integration vs. granulaire/modulaire afname
Integrator

\




WPaaS details : UDM view

Perif. User Device Mgmt

Device
Mgmt User Front-End Env. Mgmt

User Connectivity
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WPaa$ as E2E SLR Convergence driver
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Standard 95% availability calculation

Allways Up = 365dx24h = 8760h

i

52wX1h =52h

2X48h = 96h

—??X?h =7??h

> (Release service Windows)

2 (Change service Windows)

1
Total UnAvailability = 0,05 (8760) = 438h

'

"~ Z(Std maint. Windows)

Uptime

Planned Downtime

Availability

0,95.(8760h) = 8322h

uUnplanned Unavailability

(438h - 52 -96 - 2Ch)




Retroactive 95% availability calculation

Allways Up = 365dx24h = 8760h

—

I

Planned Uptime = Max. 8760 - 52 - 96 - 2Ch

i

Uptime

Availability

0,95.(8760 - 52 - 96 - 2Ch)

i

UnAvailability

0,05 (8760 - 52 - 96 - 2Ch)

Std maint. Windows
52w.1h =52h

2 (Release service Windows)
2.48h = 96h

2(Change service Windows)
??.?h=??h

| I 2




Enterprise
Service & Technology
Architecture



Business
(Board+AC)

Biz.Domain
or L.o.B.

Biz.Process

Process

SubProces

Value
vs. Risk

outcome

output
(ICT)

pp

(IS service

Infra
Data
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Business (RvB+AC) > Corporate Strategy <€ J{
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ICT Service & Technology
Architecture

- Service Catalog
- Product Catalog
- SACI db



“E2E” application service example egnﬁ?.ﬁsﬁ f"a“ab““y of

Calendar

: AddressBooks
/ on any device
. . thru tivit
End-User eMail service = Responsibility
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& backup ........ SRC1 +



Client Facing WorkPlace.aaS
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Supporting
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Service Catalog > technology breakdown > SL(A) inheritance on SACI’s
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ServCat hierarchy / decomposition: ”‘

invoice o

M x SCComponent ........
S | :
| g PC component Service ~)
v s Cataloog (SC e o :
SACI component o . 8(59) Billing | 2
P | et — | engine I
A - SC component . Product
R g | Cataloog (PC) |
T = PC component & — it
o . .
I 2 SACI component
C Service Asset
| & Cl database
P
A & )
:
k
s
J




Service & Product Catalog development & update process

Governance Testing, No architecture/security/compliance
Service Integration Installation & — : i

. Activation No service integration, no SL's, no SLA
Operational Integr. C o rvicos

No operational integration, no KPl’s, no SD
OPTIONAL as a

PROJECT (RfC) No Support, no Service Desk, no Monitoring

standard products non-std products

M

\ product
catalog acts
as filter




PROCESSES

Governance
ITSM
MSI



CobIT Governance processes
on top of ITIL ITSM processes




Implementing Governance & Strategic Alignment Processes

Figure 10—COBIT 5 Process Reference Model

Processes for Governance of Enterprise IT
Evaluate, Direct and Monitor

EDMO1 Ensure
Governance
Framework Setting
and Maintenance

EDMO5 Ensure
Stakeholder
Transparency

EDM04 Ensure
Resource
(Optimisation

EDM02 Ensure
Benefits Delivery

EDMO03 Ensure
Risk Optimisation

Align, Plan and Organise Monitor, Evaluate

and Assess
APOO1 Manage
the IT Management
Framework

AP003 Manage
Enterprize
Architecture

APO02 Manage

AP004 Manage AP0DS Manage
Strategy

Innovation Portfolio

AP006 Manage
Budget and Costs

APOOT Manage
Human Resources

MEADT Monitor,
Evaluate and Assess

APO09 Manage Performance and

AP008 Manage

Relationships Service

Agreements

Build, Acquire and Implement

BAl01 Manage BAl02 Manage
Programmes and Reguirements
Projects Definition

AP010 Manage
Suppliers

BAlD3 Manage
Solutions
ldentification
and Build

AP011 Manage
Quality

BAlD4 Manage
Availability
and Capacity

APD12 Manage
Risk

BAI05 Manage
(Organisational
Change
Enablement

APO13 Manage
Security

BAlo6 Manage
Changes

BAIO7 Manage
Change
Acceptance and

Conformance

MEADZ Monitor,

Transitioning Evaluate and Assess

the System of Internal
Control

BAlD8 Manage
Knowledge

BAl010 Manage

BAIDS Manage 0 Mar
Assets Configuration

Deliver, Service and Support

MEAD3 Monitor,
Evaluate and Assess
Compliance With
External Requirements

D5502 Manage
Service Requests
and Incidents

DSS06 Manage
Business
Process Controls

DSS01 Manage

| D3503 Manage
Operations

DSS04 Manage
Problems

Continuity

Processes for Management of Enterprise IT




Implementing IT Service Management

Strategy and Vision Awareness Initial Planning Design & Implementation Final Analysis Continual
Assessment Preparation Service
Improvement

Gap Analysis
{optional)

Customer
Identifying the customer
Management and their expectations TSM
Identifying IT services m:'onmmt
| Creating a vision for IT (
IT & business together)
Setting high level goals
Employees
Processes
Products



way of Implementing ITSM Processes & their maturity

Less predictable
Multiple Helpdesks
Focus on IT operat’s
User call notification
No planning
Self-Help

Service Desk
Request Fulfilment
SACI mgt

Account mgt

Service level mgt
Availability mgt
Continuity mgt
Capacity Planning

Transition mgt
Knowledge mgt
Relationship mgt
Demand mgt

%rganization
geﬁifeness peration Customer Strategic
Excellence Focus Fit
MATURITY LVL4.1 MATURITY LVL4.2 MATURITY LVL4.3 MATURITY LVL4.4 | MATURITY LVL4.5 Strategic
MATURITY LVL3.1 MATURITY LVL3.2 MATURITY LVL3.3 MATURITY LVL3.4 MATURITY LVL3.5 Service
MATURITY LVL2.1 MATURITY LVL2.2 MATURITY LVL2.3 MATURITY LVL2.4 MATURITY LVL2.5 Pro-active
MATURITY LVL1.1 MATURITY LVL1.2 MATURITY LVL1.3 MATURITY LVL1.4 MATURITY LVL1.5 Re-active
MATURITY LVLO.1 MATURITY LVLO.2 MATURITY LVLO.3 MATURITY LVLO.4 MATURITY LVLO.5 Chaotic
Ad-hoc Event mgt Change mgt Design Coordin. QRC mgt
Undocumented Incident mgt Problem mgt Rel&Depl. mgt Financial mgt

IT-Biz metric linkage

Service Portfolio mgt &

Demand Forecasting

Competitive Intelligence
Revenue Maximization

_on I

Leverages >




Wrong way of Implementing ITSM Processes & their maturity

%rganization
Value &
Effectiveness

MATURITY LVLA.1 Strategic
MATURITY LVL3.1 MATURITY LVL3.3 Service
MATURITY LVL2.1 MATURITY LVL2.2 MATURITY LVL2.3 Pro-active
MATURITY LVL1.1 MATURITY LVL1.2 MATURITY LVL1.3 MATURITY LVL1.4 Re-active
MATURITY LVLO.1 MATURITY LVLO.2 MATURITY LVLO.3 MATURITY LVLO.4 | MATURITY LVLO.5 Chaotic
Ad-hoc Event mgt Change mgt Design Coordin. QRC mgt

Undocumented Incident mgt Problem mgt Rel&Depl. mgt Financial mgt

Less predictable

Service Desk

Service level mgt

Transition mgt IT-Biz metric linkage

Service Portfolio mgt &
Demand Forecasting
Competitive Intelligence

Knowledge mgt
Relationship mgt
Demand mgt

Availability mgt
Continuity mgt
Capacity Planning

Multiple Helpdesks Request Fulfilment
Focus on IT operat’s | SACI mgt
User call notification | Account mgt

No planning Revenue Maximization
Self-Help ——— Service -
SACI Catalog
Service & Account Mgt
{ Service Integration process engineering |
| Operational Integration process engineering |
{ benchmarking | | Leverages >




ITSM processes cf. ITIL v3-2011 std lifecycle, process & roles stack

CSlI

—

\

Service Catalog Mgmt

Design Coordination

J

Knowledge Mgmt
Service Validation & Testing

o o LN
Hlel |3| |
-

up

Momt
[=]

ransition Flan

Service Desk Mgmt

[

STRATEGY

)

g g p e R S o 7
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Lvll — CHOOSE REFERENCE(s) :
P ITILv3-2011, Cobit, CMMI, PMP, PRINCEZ2, TOGAEF, ...
RN y,
e
0 4 )
a Lvi2 — WHAT & HOW TO IMPLEMENT:
r Client Constellation, Sourcing/Supplier constellation, (ITSM & Gov) Tooling, Processes, ...
° y,
t
i [ ™
e Lvi3 — APPLIED PROCESSES & GOVERNANCE:
n RACI, process flow, tooling interfacing & case exchange, Distribution & Consolidation
- B criceeresiciaimaimtacaiand =4 i & ./ /
T ( T T T T B TR BT
' Lvl4 — TOUCHPOINTS of MSI vs. Client & Supplier sides : R
. Service & product catalog, process & [tooling workflow, special 3
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S \_ Y, - Automation 0
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O Ny N A0\,

REFERENCE AD APPLY to MSl constellation DESCRIBE in detaty 7 [/ [I
RACI setup Flow Swimlane setup +Toucf.1?5|nts Activities/MSI TouchPomts Sub-Act/MSI MSI Case Exchange
Biz |S.I.| O.l.| OSP Biz S.I. O.l. OSP Biz|S.1.]O.l.|OSP | Biz|S.l.|O.I.| OSP | Biz|S.I.|O.I.]OSP| Biz|S.1.]O.l.|OSP
ITILv3-2011.INC Flow.INC Activity.INC1 - |IRACI RIA]|C I INCla INC1b INC1lc INC1d
Flow.INC Activity.INC2 - ||RACI C I | R INC2a INC2b INC2c INC2d automated
Flow.INC Activity.INC3 - ||RACI I RIA|]C INCla INC1b INClc INC1d manual
COBIT5.APO01 - Activity.APO01.1 RACI |(Flow.APOO01 R Al C | | APOO1.1a | APO01.1b | APOO1.1c|APOO1.1d
- Activity.APO01.2 RACI]|Flow.APOO01 I R| A | C |APOO1.2a|APO01.2b |APO01.2¢c | APOO1.2d
- Activity.APO01.3 RACI ||Flow.APOO1|| C I | R | A |APO01.3a|APO01.3b|APO01.3¢c|APO01.3d
Gov.Body.Forums OPS Act.O1 | C|R| A reporting
TACT Act.T2 | C|A] R reporting
STRAT Act.S3 AR | C ? reporting
T\ v \_n A\

SETUP/AUTOMATE
WorkInstructions | WorkFlow Orchestration Tooling Data
Biz|S.1.|0.1.|OSP Biz|S.1.|0.1.|OSP Biz|S.I.|0.1.|OSP

automated

manual




Proc + Gov Act WL > Org

WORKLOAD DISTRIBUTION
Rol A [Rol B |Rol C |Rol D |Rol E |Rol F |Rol G |Rol F |Rol H [Roll |RolJ |Rol K

Activities/MSI
Actl
Act2
Act3
Sub-Act/MSI
Actd
Act5
MSI Case Exchange
Act6
Act7
Forum Participation/M
Act8
Act9

RACI filtering | R | A |

WORKLOAD / ROL / MSI
Biz] > 2 2 2 2 2 2 2 2 2 2 2
SLE_ 2 2 2 2 2 2 2 2 2 2 2 2
oLl 2 2 2 2 2 2 2 2 2 2 2 2
OSP1

OSP2
3rdPZZZZZZZZZZZZ%F



TOUCHPOINTS L3 > L4.osp > L5

L3

©oIGMC



MSI functional CLI
tooling view

L4.cli

Sl

MSI

ol

©oIGMC
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MSI Client-Supplier Process Interactiv

Service Desk

Request Fulfilment

All

Serv. Validation & Testing

JW3 A 93uey)

T 7

v

Continuity Mgmt

Service Catalog
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Supplier Mgmt

Service Level Mgmt

doje1e) 9o1AI9S

Design Coordination

Financial Mgmt
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MSI SI-OI-SO Process Interactivity
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EXECUTION S
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CSI

STRATEGY

DESIGN

TRANSITION

OPERATION

MSI SI-OI-OSP Process Interactivity (max OSP responsibility)
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CLIENT KNOWLEDGE 5 BRM >

SOLUTION

FACTS

BRM Interactivity for ServiceLevel mgmt, BRM,
Quality mgmt & Continual Improvement

MSI

INCm
PRBm
CHGm
RELmM
CFGm

CAPm
AV m
CONm

Slm = 4
s
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BRM Interactivity for (CSI) Project Design & Execution

CLIENT KNOWLEDGE
PROJECT STATUS

SOLUTION

FACTS

DESIGN

M

Sl

Pm

CSIm

INCm
PRBm
CHGm
RELmM
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ECm

Client
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ITIL v3-2011

Business requirements

Early life Live
support period operation
L
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RELEASE MGMT



WHAT:
Release management is trailing to the change management process and

pursues the grouping and/or separation of executional changes or change
packages;

based on aspects of timing, commercial, financial, political, technical,
organisational, resource related, ... nature;

into a fixed yearly calendar with predefined larger maintenance windows
throughout the entire DIAPP cycle/environments.

REM:
Release =/= version management
=/= portfolio/program/project management
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Service Evolution:

Continuous — Continual
Strategy — Service Portfolio
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Outsourcing RfP’s



Typical focus points per phase during outsourcing tracks

Rfl

Strategic
Direction

Rol & TCO
Reduction

Service Models

RfP

Rol & TCO
Reduction

SI-01-S0
E2E services

TRS/TRF cost

QnA

SI-0I-50
Process
Governance

Tooling

TRS/TRF plan

People

BAFO (RfP bis)

Rol & TCO
Reduction

SI-0I-50

New Benchmark
/Baseline

TRS/TRF cost
over time

UC’s

TRS/TRF

SLA

Governance

SLO

Process
TRS/TRF plan
People
Technology




Transition
&
Transformation



* Contract fit for signature and signature process completed

* SLAs agreed

Presignature

» Operational processes developed

» Transitioning phase service and payment terms

» Operational team in place, clearly articulated relationships and interfaces
« Transition and transformation plans complete

» Codified success, bonuses and penalties
» Consensus on defined responsibilities
* Continual assessment of performance and style of outsource supplier

Transition

Transformation

» Staff transitioned

» Key knowledge and skills retained/acquired

» Move to service management complete

» Services paid for under contract terms

» Services being delivered to new SLAs/OLAs

» Framework in place for monitoring outcomes
* Continuous improvement programme in place
* Review and renewal procedures in place

* (Governance activities embedded

» Services launched, operated and reported upon

* Benchmarking established

* Project costs measured over implementation

Quick Wins

* Benefits managed
» Assets in line with requirements

» Change and environment management successful

Steady State

» Contract expires

» Benchmarking shows lack of competitiveness
* Breach of contract

* Relationship unworkable
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Standard TCO reduction approach w/o T&T

FMO

TCO
reduction

O3
{ cli DC’s I Cli tools ]

...2013

2014

02/2015 >




Standard TCO reduction approach with T&T
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CMO

Special approach for TCO reduction w/ Iltd TRS and w/o TRF & CSI
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Special approach for TCO reduction w/ Itd & spread TRS and w/o TRF & CSI
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