Strategic Outsourcing — snizeni nakladu na IT
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IBM Outsourcing business model — muze byt kombinovan
podle pozadavku zakaznika
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Hlavni pfinosy outsourcingu

Financni
Rizeni nakladu

Technické

Rizeni znalosti
Technologicka inovace
Rizika

Strategické
Flexibilita a rychlost
Snizeni rizika
Podpora zmén

Redukce nakladd na IT
Pfechod od investi¢nich nakladd k provoznim

Ziskani pFistupu k obsahlému know-how
Vyuziti nejnovéjSich technologii a vysledkt vyzkumu
Sdileni technologickych a integracnich rizik

Rychlé ziskavani novych znalosti, schopnosti a kapacit
Pfinos spojenectvi s divéryhodnym partnerem
Vyuziti outsourcingu jako pfirozeného katalyzatoru zmén



Strategicky outsourcing — financni aspekty a rizika=
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Ruzné p

Popis

Priklady:

IT

Procesy

Zahrnuje:

Systémy

Interni role IT

Ukol dodavatele

Out-Tasking

VyuZziti poskytovatele na
vykonani jednotlivych Ukola

ristupy k outsourcingu

Selektivni outsourcing

Preneseni definovanych oblasti nebo
procest na poskytovatele (vice nez tkol,
meéné nez kompletni funkce IT)
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Uplny outsourcing

Povéreni poskytovatele
fizenim a zabezpeéenim
velkych oblasti

Vyvoj aplikaci
Implementace systémi

Zpracovani mezd

Outsourcing desktopt
Outsourcing siti

Provoz sekretariatu

Integrovany outsourcing
infrastruktury (datové centrum,
desktopy a sité)

Kompletni outsourcing
administrativy a fizeni HR

Zékaznik si ponechava systémy

Globalni Fizeni procest

Specifické zdroje a schopnosti
podle ukolu

Systémy muzou bud’ zlstat u
zakaznika nebo byt pfevedené na
poskytovatele

Integrace vice procesu a funkci

Individuélni procesni management

Systémy (majetek) jsou
prevedené na poskytovatele

Strategie a mySlenkové vadcovstvi
Rizeni portfolia

Celkové fizeni a zodpovédnost
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IBM Strategic Outsourcing jako ¢ast nabidky IBM

|
Co mame udélat Pomahejte nam Délejte to pro nas

PODNIKANI
Strategic
Outsourcing

Business Consulting Services Services

e e-business Hosting Services

e Application Management Services
¢ NetworkStation Managment

¢ Network QOutsourcing Services

¢ DataCenter Outsourcing




Konsolidace spoleénych
provozné dodavatelskych
funkci ze stovek lokalit do
malého mnoZstvi center

Konsolidace pozic a funkci z
riznych kompetenci

Spole€né nastroje a procesy

Rizeno jako centrum
sdilenych sluzeb,
centralizované systémy

Rizeno jako jedna entita
(napf. spoleéna podpora,
plany, procesy, Groven
sluzeb atd.) s dlirazem na
vysokou kvalitu
managementu

Rizeno pfimo IBM — neni
outsourcovano



IDC integrované funkce

Funkce pro pfimou komunikaci se zakaznikem (napf. PEs, DPESs),
operujici pfimo v lokalitdch zakaznika

Centra
reseni

Techniéti specialisté, architekti, navrhari atd. nejvyssi trovné,
jejichz role nemohou byt standardizovany nebo automatizovany

Kompetenéni pozice konsolidované na zakladé
funkci & znalosti. Maximalizace vyuZiti

standardizace, automatizace & procesu k plnéni
akold.

Obsluha minimalizovana, operovany vzdalené.
Servery zastavaji v jejich pavodni lokalité.



IDC Prehled sluzeb

Global Delivery center

Techncial
Technical
support
mainframe
Technical

.

Command center

Onsite support
first-level support

Customer service center
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Data centers

Network services
End-user services

Security risk and asset management
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. = Within scope of Global Delivery center



IBM Delivery centra

North America sites Europe sites
United States Canada ® Mechelgn/Nossegem
® Atlanta (2) © Newark @ calgary @ Montpelier
@ Ashburn @ Poughkeepsic @@ @ Toronto @ Milan (2) _
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Predstaveni servisniho centra IBM v Brné

= Strategické IBM service delivery centrum

= Jedno ze sedmi IDCs pro Evropu
= Zalozeno v r. 2001
= DalSi IDCs v Madarsku, Indii, Jizni Africe,

= Vice nez 2.400 zaméstnancu,

= Servis pro vice nez 600 zakaznik,
pfednostné z

= Francie

= Svycarska

= Némecka

= |talie

= MnozZstvi svétovych klientl - ABB,
Visteon, Carl Schenk...

= Nova infrastruktura

= Nové budovy jsou v brnénském
Technologickém Parku, v tésném
sousedstvi Vysokého Uc€eni Technického




IDC Brno — rozsah sluzeb

Server Systems Operation:

= Monitoring, administrace a podpora

= Operacni systemy, databaze a
aplikace
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IDC Brno — rozsah sluzeb

Server Systems Operation:

= Monitoring, administrace a podpora

= Operacni systemy, databaze a
aplikace

Network Services Delivery:

= Management korporatnich siti (Lan,
Wan) nasich klient(

I
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2nd Level
Support




IDC Brno — rozsah sluzeb
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Server Systems Operation:

= Monitoring, administrace a podpora

= Operacni systemy, databaze a
aplikace

Network Services Delivery:

= Management korporatnich siti (Lan,
Wan) nasich klient(

Distributed Client Support:

= distribuce softwaru na servery a % ﬁl |

koncové stanice nasich zakazniku

=
Big .=
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IDC Brno — rozsah sluzeb

Server Systems Operation:

= Monitoring, administrace a podpora

= Operacni systemy, databaze a
aplikace

Network Services Delivery:

= Management korporatnich siti (Lan,
Wan) nasich klient(

Distributed Client Support:

= distribuce softwaru na servery a
koncové stanice nasich zakazniku

Client Support Center (Helpdesk):

= Prevzeti hovorl a pozadavku od naSich

zakaznikU a vyreSeni jejich otazek z
oblasti IT v 16 evropskych jazycich
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IDC Brno — rozsah sluzeb

Server Systems Operation:

= Monitoring, administrace a podpora

= Operacni systemy, databaze a
aplikace

Network Services Delivery:

= Management korporatnich siti (Lan,
Wan) nasich klient(

Distributed Client Support:

= distribuce softwaru na servery a
koncové stanice nasich zakazniku

Client Support Center (Helpdesk):

= Prevzeti hovord a poZadavkd od nasSich
zakaznika a vyreseni jejich otazek z
oblasti IT v 16 evropskych jazycich
Outsourcing Infrastructure Services:
= Inventarizace & Asset Management
= management SW licenci

2nd Level
Support
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IDC Brno — rozsah sluzeb

Server Systems Operation: Services Management:
= Monitoring, administrace a podpora = End-to-end service management
= QOperacni systémy, databaze a = Management kvality
aplikace = Zakaznicka podpora

= Change a problem management

Network Services Delivery: = Business continuity management

= Management korporatnich siti (Lan,

Wan) nasich klient( o
Distributed Client Support: Services

Management

= distribuce softwaru na servery a
koncové stanice nasich zakazniku

Client Support Center (Helpdesk): % &)

= Prevzeti hovorl a pozadavku od naSich H‘
O ion

zakaznika a vyreseni jejich otazek z
oblasti IT v 16 evropskych jazycich
Outsourcing Infrastructure Services: 1

= Inventarizace & Asset Management

= management SW licenci %ﬂl
E—

2nd Level
Support




IDC Brno — rozsah sluzeb

Kompetence L Servisni Groven Platformy
SSO Services Mgmt. Helpdesk . Administration Distribuované
NSD 3 Operation Midrange
CSC 2nd Level Mainframes
DCS 3rd Level
oIS
CSO & SM 2nd Level Assets
Support Management
Podporované Podporované jazyky Bl Czech Zakaznici
— German I I Italian ] klientt
Germany — = polish
%E lish e SPANISH A RA
ltaly nats P B Bulgarian Velk_a ?aSt )
B B rFrench M Portuguese _ mezinarodnich
Eales B Russian jako:
e DuUCh B } Romanian - .ABB
CEMAAS mmam Croatian I I Belgian
Benelux Visteon
IDC Brno je nejvétsi IDC Carl Schenk
UKISA V komplexnosti sluzeb V poétu lidi
Canada

"IDC Brno is the Strategic Command Center for managing ABB's Global Infrastructure. By working with IBM we have been
able to transform and globalize our IT infrastructure providing greater consolidation and operational efficiencies®.
Haider Rashid, ABB Group CIO



IDC Business Continuity / Disaster Recovery

Nezavislé
linky a
) operatofi
Hlasova _ .
. Voice Voice
komunikace Provider A Provider B 1
)
Datova

komunikace

Dodavka maicl 1
el. energie o
Nezavislé
BC/DR Level 3
Rizeno dle kompetenci
BUdovy 3 15
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BC/DR plany s organizaci
sluzeb s redukovanymi zdroji.




IDC Brno - vyhody pro klienty:
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» Inovativni a integrované pristupy k dodavatelskym
sluzbam poskytuji klientdm mnohem vic nez jen
pouhou usporu lidskych zdroja

» Inovace

» PIny rozsah IBM znalosti a zkuSenosti ndsobené

. . .
» Zkusenosti celosvétovou plisobnosti IBM

» PIny rozsah IBM servisnich sluzeb s moznosti
vyuZziti celosvétovych IBM laboratofi a
vyzkumnych center

» Servisni portfolio

> Rozsah & Flexibilita » Schopnost pokryt rychle vzristajici poZzadavky a
flexibilita rychle reagovat na jejich zménu

Vysoka vykonnost na bazi SLA, pravidelné

» Operational Excellence ”~ )
vyhodnocovana

» ZkusSenosti s vedenim lidi, schopnost rychle nabrat

N C s ar
~ Znalosti lidi a udrzet si ty nejlepSi, moznost karierniho ristu

» Globalni dodavatelsky model poskytuje

» Global fOOtp”nt nesrovnatelné snizeni rizika


http://www.freefoto.com/preview.jsp?id=04-31-29
http://www.indexstock.com/store/202','585986','980','138','98','Computer graphic','4004','88 223 2406 2408 2410 2591 2785 2843 3411 4594 4758 5834','3','3', false, '', '', '', '34834050', '1
http://www.indexstock.com/store/','193906C','238','92','138','Jigsaw puzzle w/piece missing and globe','61','143 540 774 942 946 1199 2607 2617 2713 3240 3408 5048 5692 5833 5834','1','3', false, '', '', '', '29733426', '1
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IBM a investice do vzdélani

» Ocenéni Investor roku 2006 za nejvétsi ekonomicky

pfinos v oblasti strategickych sluzeb:

vyhlaSen agenturou Czechinvest
pod zastitou MPO

Proinvestovano vice nez 100 Mio K¢ v daném
roce

Vytvoreno 821 novych pracovnich mist (2006)

» Akademicka iniciativa spolecnosti IBM

Masarykova univerzita, Fakulta informatiky,
Brno

Mendelova univerzita, Provozné ekonomicka
fakulta, Brno

Newton College, Brno

Vysoka Skola bariska - Technicka univerzita
Ostrava

Vysoka Skola ekonomicka, Praha

Vysoké uceni technické v Brné, Fakulta
informacnich technologii




Gartner's Magic Quadrant
Data Center Outsourcing Services

Ability to Execute

Challengers

Leaders

CsC
-Sysiems
s

@ IEM

@ HPIEDS

@ ETGS

Niche Players

Completeness of Vision

Visionaries

As Of 1Q09

L J

Gartner credits IBM for :

"most comprehensive presence in
data center services in the European
market,,

"IBM is particularly strong during the
economic downturn on a perspective
of support for business change and to
reduce IT infrastructure cost and risk
through outsourcing"

Clients praised IBM (Gartner):

... for its ability to provide excellent
data center resources and resilient
services underpinned by strong
process and technical expertise. This
is reinforced by a focus on ITIL, SLAs
management and quality assurance."
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LEAN implementace v IBM Service Delivery

Vytvoren na zakladé implementace externi organizaci McKinsey ve vyrobnich
zavodech Toyoty

Nepretrzity proces na zakladé zmény pfistupu a chovani
Pfijaty vyrobnim tymem jako kazdodenni zpusob prace

Cilem je kontinualné zvySovat kvalitu a vykonnost dodavanych IT sluzeb
prostfednictvim permanentniho zlepSovani odpovidajicich procesu

Kombinuje Lean Metody (vyvinuté pro snizeni ztrat spojenych s tokem materialu a
informaci) a Six Sigma ( zaméfené na eliminaci vad redukovanim variability)

Eliminuje vSe, co nepfinasi pfidanou hodnotu v oCich zakaznika (plytvani,
ruznorodost/nestandardnost, nepruznost)

Dodava pfesné to, co zakaznici potfebuji, tehdy a tam, kde to oni potfebuji



LEAN Global Delivery Framework (GDF)
uspésné implmentovan v IDC Brno

Global Delivery Excellence

Processes Organization Tools&
* Services Catalog & Management Techniques
* Pooling - Systems * Incident &
> (Dl pEEITE . » Compliance Problem Mgt.
 Defect Prevention « Performance Mgt global tools
. Fragr_nentann & Metrics « Quality
Analysis * Visual Mgt reporting global
 Quality Teams tools
* Process
Behavior

Learning Culture

* |ean Education & Training

* Problem Solving
* Certification

* Recognition

From 1Q09 Gartner‘'s market survey on the quality of IBM's
delivery engine:

"IBM's early commitment in terms of evolving a common global
delivery model underpinned by standardized services and
homogeneous processes and tools puts them in a strong position in
terms of infrastructure outsourcing.... Its current focus on green IT
has the potential to deliver future improvements in terms of savings
and service delivery optimization."

——— w =

LEAN GDF is the main continuous
driver of changes in competencies
delivering the best-in-class Quality IT
services to our customers via:

Highly standardized delivery processes
and work practices globally

Defect prevention processes
implementation

Restructuring of teams in pools to
maximize the quality and effectiveness

Mindset & Behavior changes of the IDC
community

Setup of Quality teams

Continuous education and certification
program (Six Sigma, Delivery Excellence)



LEAN byl zaveden v mnoha riznych prostredich

» Consulting

A Ll » Store retail

_ » ITO/BPO
» Banking
» Airlines ~ |nsurance » Law Firms
» Upstream » Railroads
E&P » Hospital
» Chemicals ~ Naval operations
and maintenance
mhuildi ~ Pu
» Shipbuildin :
i s Pharm and pape > Services

» Aerospace ~ Food

» High production
» Consumer Tech _ PIOICESS
products » Medical inGUStries
devices

~ Industrial products

» Automotive ALl .
Manufacturing
» Toyota




LEAN activity vyzaduiji stabilni prostredi

»Performance
A

Source: McKinsey

Main driver

Mindsets,
behaviors and
capabilities

Performance
management

Operating
system



Vyhody vyuziti outsourcingu IBM
ve statni spravé a samosprave

» PFfesun jednorazovych investic do provoznich nakladd na delSi obdobi

» Predvidatelné naklady

» PFistup k nejnovéjSim technologiim

» Moznost provozovat nova feSeni bez nutnosti hledat a nabirat dalSi odborniky
» Vyuziti koncentrace Spickovych odbornikd s mezinarodni zkuSenosti

» Snizeni poctu zaméstnancu

» Soustfedéni se na kliCove funkce

» Stabilita a zabezpecéeni provozu 24/7/365

» Zaruceni bezpecénosti
» Prevence problému, proaktivni monitoring
» Zajisténi sluzeb pomoci pravné zavaznéeho kontraktu

» Vyuziti zkuSenosti, stability, kapacity a referenci IBM



Outsourcingové reference: Zdravotni péce
w BD
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http://www.astrazeneca.com/ncm.aspx
http://www.bd.com/support/bdlogo.asp?site=&title=&country=&ctitle=
http://www.baxter.com/baxter_worldwide.html
http://www.dpb.nhs.uk/

Outsourcingové reference: Verejny sektor
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abraxas,

w Das Immer-besser-Prinzip
f COMNFINDUSTRIA
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POSte|tallane INSTITUTO MEXICAND DEL SEGURO SOCIAL

SECURIDAD Y SOLIDARIDAD SOCIAL

_ Ministero delle Politiche Agcﬂle Alimentari e Forestali

Z=EoEnTvonaiepartment of Transportation

' Serious Fraud Office

@YOUR SERVICE


http://www.azdot.gov/index.asp
http://www.dva.gov.au/index.htm
http://egov.cityofchicago.org/city/webportal/home.do?BV_SessionID=@@@@1742055980.1155558615@@@@&BV_EngineID=cccfaddihjfkeefcefecelldffhdfhg.0
http://www.confindustria.it/Conf2004/hp.nsf/hp?ReadForm
http://www.defra.gov.uk/
http://www.uvm.dk/
http://www.gov.ab.ca/
http://www.poste.it/
http://az.gov/webapp/portal/index.jsp
http://www.michigan.gov/som
http://www.posten.se/m/Svenska

Outsourcingoveé reference: Prumysl
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http://www.aalborgwhite.com/default.aspx
http://www.alcatel.com/
http://www.buhlergroup.com/
http://www.burgo.com/burgo/HomePage/HomePage.htm
http://www.feldschloesschen.com/index.htm
http://www.freescale.com/
http://www.manbw.com/
http://www.netstal.com/index.php?id=1&L=0
http://www.outokumpu.com/
http://www.sumitomometals.co.jp/index.html
http://www.techintgroup.com/default.html
http://www.votorantim.com.br/PTB

Outsourcingove reference: Financni sluzby
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http://www.bancoreal.com.br/index.htm
http://www.bankboston.com.ar/cgi-bin/preprd.dll/bkb/home.do?BV_SessionID=@@@@1909478627.1155563588@@@@&BV_EngineID=cccjaddiheeldkfcfjncekmdffhdfgl.0
http://www.dinersclubcanada.com/dce_content/home
http://www.dahsing.com/dsb/rbd/html/index_c.htm
https://www.midfirst.com/index.asp
https://www.montepaschi-banque.fr/index.php
http://www.nordea.com/sitemod/default/portal.aspx?pid=49092
http://www.smbc.co.jp/index.html
http://www.smbc.co.jp/index.html

Outsourcingove reference: Doprava a transport
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http://www.cathaypacific.com/cpa/en_INTL/homepage
http://www.finnair.com/web/finnair/scripts/templateLev2LeisureChannel.jsp?BV_SessionID=@@@@0689664253.1155555207@@@@&BV_EngineID=cccfaddiiiegjgjcfjlcgeedfondgln.0&pageid=-8737
http://www.gw-world.com/index.htm
http://www.geodis.com/geodis/geo001web.nsf/vwAffpages/ukhomehome
http://www.sett.com.co/index.htm
http://www.singaporeair.com/saa/index.jsp?JSESSIONID=Ggv1jqpY12dMJ4NjSgZx63TsjnWyRxl5J1ZtFJ4712L1crv7TTLM!-393690366!NONE
http://www.3570.it/home/main.asp?noload
http://www.valorec.com/index.php

Deklarované prinosy pro zakazniky

[J “John Schmidlin, managing director and chief technology officer at J.P. Morgan
JPMorgan Chase, said today that the company's outsourcing of its IT infrastructure to IBM
was a wise decision that he wished he had made years earlier.”
-- Wall Street & Technology

% "AmEXx pays only for technology it uses every month" -- Business Week
EXPRESS

LI ST "Deutsche Bank expects to save around EUR 1 billion over 10 years...

Deutsche Bank

BDBSBEANK

"The contract (DBS) .... protect the pricing

The contract is an example of IBM’s so-called computing-on-demand strategy, in

M which large institutions pay for computing power like they pay for electricity or
Iovurance for the Uneapected water ... " -- Cnet

brwestrnents for the Opporbeaties '™



IBM IDC Brno — prijdte se podivat

kontakt: radek_sazama@cz.ibm.com




Backup slides



WHAT IS ,LEAN“? (background) IE]

IBM have launched a broad Delivery Excellence program which represents a cultural shift in IBM resulting in a new
way of delivering services to our customers.

Delivery Excellence is an operating philosophy focused on giving our customers what they value. It is not working
harder or doing more, but delivering customers what they want, where they want it, and when they want it within the
boundaries of the signed contract.

Delivery Excellence is about eliminating waste by permanently changing a process, with Lean as the primary tool for
driving quality and productivity improvements. In the early days, Lean methods were applied almost solely within the
manufacturing sphere (e.g. Toyota Production System). More recently, this process improvement methodology has
been much more widely employed across an extensive range of transactional processes. For example, hospitals have
used lean methods to improve patient flow, reduce response times, and increase operating room throughput. Financial
services firms have used lean methods to reduce the time required to approve mortgage loans, improve information

flow, and eliminate process steps that do not add value.

Lean examines the end-to-end delivery flow to eliminate non-value-add activities and reduce incidental activities so
that we can focus on what the customer values and simultaneously improve quality, productivity, and customer service.

Six Sigma and Lean Methods

In simple: Lean Methods were developed to attack the waste associated with the flow of material and information
while Six Sigma focuses on eliminating defects by reducing variability.
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