Customer todo Customer to blame Customer to pay
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Erfaring - tjenester

Kundesenter

Support

Regnskap

Avregning

Fakturering

Administrasjon, diverse forfallent arbeid
Revenue Management
Produksjonstjenester

IT utvikling
IT forvaltning
IT drift
IT test
IT support

HP Aanby / a-consultinghouse as 2



Outsourcing / Off shoring

Variasjoneriarbeidsmengde Redusere risiko ved vekst

Planlagt vekst

Egne ansatte - Lykkes forretningen?

Ressursbehov

Fessursbehov

Tid

Prosjektperiode
Frosjext for automatisering av 0 oppgave eller funksion

Avslumer
QOutsourcing av en oppgave eller funksion som Skal awomatiseres

HP Aanby / a-consultinghouse as 3



Malsetting

Redusere kostnadene

Redusere risiko ved vekst

Fleksibel bemanning

Ha mer fokus pa forretning og kjernevirksomhet
Mangel pa kompetanse eller arbeidskraft

Innovasjon

HP Aanby / a-consultinghouse as



Risks - Outsourcing

Transition
disrupts
Business

Fallgruver:

- Manglene formaliteter;
(malsetting, business case, forankring, avtale, prismodeller, risiko analyse, ...)
- Flytte ut kaos (kaos ut — kaos inn)
- Manglende eller lav kvalitet pa kurs / trening / oppleering
- Manglende pa forretningsforstaelse
- Manglende lojalitet hos leverandgren
- Manglende oppfelging / Service Management
- Kultur forstaelse




Flight to "Cost savings
and next generation IT”




Konkurskrisen i SAS.
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Main cost savings programs

Banks and financial institutions takes control
New cost reduction programs implemented

New agreements for flying
crew & maintenance personnel

~*=& New pension schemes

Admin centralization &
FTE reduction

Outsourcing

IT restructuring




Saving target — 50 % P&L reduction

- IT costs on P&L - ]
(MSEK) - FTE reduction -

211

62
o
Baseline Target Today New organization
As much variable + shadow FTE

costs as possible



Howto do it ?

Business migration to Stockholm New Business IT organization
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complexit
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New Business IT organization @rﬁmxﬁﬂn;ﬁ:‘rw_ﬁ
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Close down Oslo and Copenhagen From IT operation to IT Business Simplify SAS's business
development by cleaning the
Establishing new and modern IT application and IT spaghetti
organization integrated into the structure

business units
Reducing IT cost and
FTE reduction development cost



How to start?

Implementation
process




Step 1; economic control, just do it, low hanging fruits

Get control over IT cost, “shadow cost” and agreements

Purchasing accounts were blocked, only a
few people had access.

IT vendors did not get paid if they did not
follow the new guidelines for ordering
"Just Do It” - Vendors negotiation
Application decommission

This gave us a direct 7 % cost savings,

equivalent to MSEK 100 annually

... but there was a lot of politics and strife

... No money no purchase!



Step 2, Overview Where are we?

Cut the monster in smaller pieces! ,
Technical

overview

*FTE/staff
overview

Contract
overview

Cost
overview

Risk
overview

.. too big to eat, and it not taste very well

*Full-time equivalent (FTE)



Step 3; business priorities What to do?

Prioritized
business
needs

Get business control!

Not
business
needs

Standardization
SaaS, BPO, ... ?

A Cost Benefit?
XOut \/ Keep ? Need more information ‘ Costs

Benefits

*Full-time equivalent (FTE) / Software as a services (SaaS)



Step 4; business and finance plan

We have a plan!

... and system business control!

TASK 1
TASK 2
TASK 3
TASK Y

——
//////,////

Cost save plan

Financing plan

HR/FTE plan

Risk analysis

Implementation
plan



Business Process
Outsourcing



BPO — Business Process Outsourcing

All processes including IT systems and staff




BPO — due diligence documentation
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Application / ice descripti Anonyms competence profile
1 Application characteristics model
1.1 Purpose
The purpose of this document is to act as the base material upon the design of the
operational environment and operational support shall be perceived. The application in focus
must be observed as a “black box” meaning we are not interessted in how the internal COMPETENCY PROFILE - BPOIT opcmtions
processing is done. The interest lies in the characteristics so an operational environment can
be properly sized, monitored and cared for to fulfill the availability, accessibility and .
performance expected. Name: 29 Date 20130215
Job title Senior [T Project Manager Location ST0
The purpose of the model is not to describe what the application does, how it is built or its .
internal architecture, such information is contained within a Software Architecture Document Functional Area: Commercial Systems Number: (Blled by HR)
(SAD) or equivalent System Documentation should it be an Common Off The Shelf (COTS) Reporting to: e
application. The purpose of the model is to ensure all necessary characteristics are included
and described as well as possible.
. Technical skills:
1.2 Model overview
The application model will describe the application from what service components are o Project ManagementTT Progect Management Apphcation Management. Business
expected to be used, what characteristics the service components must be configured to processes. Requeements Management, Rasonal Unied Process/RUP_ T Archateciure
support and what volumes must an operational environment be sized to process. The model Design, Test, Demand Management. nadent Management, Probiem Management
also contains placeholder for describing service and maintenance related volumes and Change Management_ IT Cost Management. Risk Management, Business analyss. Test
characteristics such as, change, service tickets, incidents volumes and service desk Management SOA CRM Systers

volumes. Allin all with the overall goal 10 achieve the project obyeciives were the pamary
The term application in this context is a system boundary containing one or more systems CONSYRINES are, apan from the scope itsell . sme quality and budget
that SAS perceives as being parts of a single Normally an 1 contains of
* In accoedance with the track recoed (end), an in deph Airine Industry and a thorough
Distnbution System knowledge, In particular related 1o Amadeus/Aléa funchionalbes
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BPO - information process

Providers

due diligence basic document
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2 ORACLERI12 Finance 4
3 | CPHKM Station Support (Non SYS) Station Support 2 ' 4 o
4 sip Ce 1....iSIP (SAS Internet Portal) 1
5 [Amadeus Altea CTS/ETS/TKT ¢ ! 1 w
6 |CC payment hand terminals. CC payment hand terminals (excess. 7
7 [Wizard Wizard - Access to online manuals for 7 i
8 [ip direct HR .
9 |Interface HR
10 PALS HR PALS - Salary system SE
11 [pINCA HR Insurance cost
12| CMISASST Commercial {SAS Sales system is SAS
13 |Webtrends Commercial 1D hos STOPY forvaltnin Name: 2 Oate: 20130245
18 sip Commercial _:SIP (SAS Internet Portal) Job thie: Senior T Project Manager Location: SsT10
15 50 (included in SIP from Q2 2013 Commercial iSingle sign on solution for online Co Lo Number: (Medby HR)
16 |71 Commercial _ Travel Pass and Travel Pass Corporate. Reporiog &
o commercal” Common Eavance Poner saos S .
) 18 Content 1 Commercial_iContent Tool Tochnkcalsk
19 Amadeus Altea CTS/ETS/TKT Commercial COMPETENCY PROFILE - BPO IT operations
20 Amadeus E-Retail < 1 o Propa
21 | Amadeus Altea Inventory. [ |...;Amadeus Altéa Suite is Amadeus PSS D 1 o = o T0T30515
) 22 Amadeus Altea RES, c | B 1 Chary ‘Senior T Project Manager Location s10
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24 Content managementtool [ 1.....Content Tool, Alinsiw
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27 [SAS Crew Guide \ Commercial %0 COMPETENCY PROFILE - BPO IT operations
) 28 [SAS Ideas \ Commercial by Snowfall — — e
29 [Social Media platform \ Commercial Name: 2 Date: 20130215
30 Eurobonus Gift Card \ Commercial Job tite: Seror IT Project Manager Location: ST0
31 Eurobonus Web shop \ Commercial _Web shop where you can use your Functional Area: _ | Commercial Systems Number: (Bledby HR)
32 [points.com \ Commercial _external site where you can buy EB Reporting to: ———
33 [B] Portal/Decision Support D). ¥ Revenue IT B! Portal/Decision Support
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BPO - contract signing

Employees

dl

Partners

Agreements



HOW TO REACH SAS IT-TARGETS: OFFSHORING PARTNERSHIP

Service Deliver ,
! y IT partner Business partner
Supplier

Proven and Proactive
innovative demands on
within Airlines SAS

Prices match
SAS
requirements

Quality
Volume
flexibility

Value added Culture &
Transfer of offered adoption
SAS personnel
Delivery Cost & Risk

Agreement model sharing
compliance

Operational
performance




Experiences

New players in the market!



Outsourcing — price — risk — satisfaction - ....




Outsourcing — low cost




Outsourcing — price — risk — satisfaction

What is your general satisfaction level for these service providers?

Volvo IT
Cognizant
Accenture

Telenor
T-Systems
TeliaSonera

e

Tieto

Fujitsu

HP Enterprise Services
csc

BM

ATEA

CGl (Logica)

Verizon Business

Evry

TDC Dotcom

Atos

———

59

 ————————————E

54%

38%

589
57

Very unsatisfied 0
Unsatisfied 20
‘Somewhat unsatisfied 40
Somewhat satisfied 60
Satisfied 80
Very satisfied 100

Average (2012): 67%

——» Average 2013: 64%

©2012 KPMG LLP, 3 UK imited I3biity partnership, s 3 subziciary of KPMG Europe LLP 3nd 3 member fim of e KPMG networs of Independent

member frms aMiated wih KPMG

Risk

Intemations| Cooperative (KFIG Intemationsi). 3 Swizs entty. Allights rezerved

‘The service provider shoulders reasonable commercial risk and makes

necessary investments to reduce that risk’

Price

‘The prices the service provider charges for its services are (still) in line with
current market price’

Cognizant 23%
HCL 82%
Volvo IT 80%
Telenor |GGG 72%
TCS 7%
72%
Fujitsu 89%
Capgemini — 7%
HP Enterprise Services 5%
CGl (Logica) 1%
ATEA — afe
Evry 62] e
TDC Dotcom 62] =
o — o @
T-Systems 80%| Disagree 2
Accenture 50% Somewhat disagree 40
Tieto 58% ‘Somewhat agree 60
Verizon Business 58% Agree 80
BM 56% Totally agree 100
csc 55%
——» Average 2013: 67%
Average (2012): 68%
©2012 KPMG LLP, 3 UK imited isbiity parinership, iz 3 subsidiary of KPMG Exrope LLP and 3 member firn of Se KPMG neswork of Independent 15

member frmz aMiated wih KPMG

Relationship man

Intemationsl Cooperstie (XPAG Intemationai). a Swizs entty. Al ights rezerve.

agement (Operational)

‘The service provider does a good job actively managing the relationship at the
operational level ...’

HCL 80%
<3 | |
Tes % Volvo IT
o I ————
ognizant 75% Cognizant
Volvo IT 69%
Telenor
Telenor 67%
Accenture
T-Systems 84%
Accenture 62% HP Enterprise Services
TeliaSonera 80% Capgemini
HP Enterprise Services ! 6% T-Systems
ATEA % Tieto
CGl (Logica) —— CGl (Logica)
Tieto % - Fujitsu
Fujitsu £ 3 T o BM S SEOIES
e 29 CojCor= cuy Totally disagree 0
Evry [ 52 Disagree 2 ) Disagree 20
aM 1o Somewhat disagree 40 Verizon Business
TeliaSonera Somewhat disagree 40
Verizon Business 519 Somewhat agree 60 " pos
Somewhat agree
Atos 49% Agree 80 ATEA
csc
CSC | 5% Totally agree 100 Agree 80
TDC Doteom N 35% Atos 54% Totally agree 100
——» Average 2013: 58% TDC Dotcom 40%
Average (2012): 58% ——» Average 2013: 66%
Average (2012): 70%
©2012 KPMG L7, 3 UK it sty parnersn, ' 3 ibiryof KPMG Sircpe LLP 323 3 member o of 2 KPMG neswort of mdepencent 18
member s aMisied Wi KPWG Inemaionsl Cooperaiie (XPAKG Iiemationsl. 3 Sws enty. Al ighs reseme.
©2012 KPMG LLP, 3 UK imitea isbity parnersip, iz 3 ssbzciary of KPMG Swcpe LLP 3nd 3 member m of e KPMG network of independent 17

member Srms aMiated with KPMG Intemational Cooperative (KPMG Intemationai), 3 Swizs entty. Al rights reserved.



Why high score?

...taking large market shares in Scandinavia...

Nye i markedet, ingen lang historie.
Lave priser (OBS! raskt stigende)
Langsiktige
O Losningsorienterte
Ydmyke, viser stor respekt
Informasjonssdkende, setter seg inn i situasjonen
Finansiseringsmodeller, 6konomisk styrke
Internasjonal kompetanse

Internasjonale referanser



Experiences

Migration Out - In



Migration out - Migration in
Customer in the middle

Typical situation;
Contract, business transfer, ARD, cost sharing, lost income, IP, know

how, resistance, missing documentation, cooperation between the
parties,...

28



Migration out - Migration in

~

Business Simulation

Business simulation

Questions ;

How will the old supplier handle the situation?
How will the new supplier handle the situation?
Happy or unhappy divorce?

Simulation;

- contract,

- business transfer,

- Knowledge transfer,

- ARD,

- IP and know how,

- resistance,

- missing documentation,
- cooperation between the parties,
- delay,

- missing revenue,

- cost sharing,

29



Experiences

Business Culture &
Service Management



Service Management: Mange fine ord, Dokumenter, Verktoy og Prosesser

FAST ITSM

4 19024762
ISO20000 g Return On Investment

=

PRINCE2
9, Lean Six Sigma ITIL g 5 (Ey
© Balanced ScoreCard QO mmmm MOF |

IT Service Managemenb

PMBOK CMMI-SVC = COBIT Pragmatic

celerators
perienced

< Value 3‘ MoR SAS70
L

>

in areas of
-Client Setups "//7 \
Cross Sellin

Product Setups [ Marketing Conten() [ Client Setups)
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Real life: many players are involved

Business cooperation, contractors, sub-contractors, sub-sub-contractors, old
contracts, old sub-contractors, partners, .....

HP Aanby / a-consultinghouse as 32



Real life: many players are involved

E.g. Incident or /

Change management K
S

)

/4

Typical challenges;
Vendor Management
Business cooperation

33



Audit, control & reviews

T SV
S {_‘_,,r.\‘\t".'\\

.y
ort Sl

Unannounced audit /(N;-gc.;%-'ramqmm
Incidents using ELTTaNN, evahag,

Change Managements

Technical setup

Formall i 0 mre*n 24
y announced audit by SAS R e

Service Management

Service Desk

Vendor Management

Formally announced audit by third parties IT experts.
Technical setup

Formally announced audit by official auditor.
Service Management
Contracts
Governance structure
Technical setup



Findings

Business culture
Customer Business cooperation
Service Management

Supplier

Sub contractors Sub contractors

Sub/Sub Sub/Sub
contractors contractors




Findings

Veldig mye teknisk “slurv”

Kontakter var ikke riktig satt inn.

PC’er som |3 slengt pa gulvet, gjerne opp ned
Chassis ikke skrudd sammen

Feil nettverkskort (ulike serienummer)

mm.




Take control of the processes and tools

SAS

SAS Group

Guardian Supply




Service Management organization

Service
Management

Vendor Process
Management Management

Support

38



Conclusion



Success factors

Strategy l“ Motvate

“slon & “‘e“tﬁf”'

NQacts report o

S ol
ens ST

Service
Management
Vendor Process Support
Management Management




Missing success factor

T

Service
Management

Vendor Process Support
Management Management

>

IT Supplier




Simple SWOT



Simple SWOT

Styrke Svakheter

Lettere a stille krav til service og leveranser - Manglende naerhet til organisasjonen
Enkelt a bytte ut personer som ikke leverer - Geografiske avstander

Enklere a skaffe ressurser med riktig kompetanse - Kultur og sprakforskjeller

Ikke utsatt for sesongsvingninger

Ikke utsatt ved sykdom, ferie, avspasering

Enkelt a avslutte arbeidsforhold

Mindre risiko ved vekst

Ikke administrasjons og HR ansvar for de ansatte
Mer tid til & ivareta egen kjernekompetanse

Mer tid til & forbedre forretningen

Enklere a digitalisere / implementere IT systemer
Standardisering

Industrialisering

Muligheter Trusler

- Kutte kostnader Politisk uro / geografisk ustabilitet
- Redusere «overhead» Feil leverander med feil kompetanse eller arbeidsforhold
- Redusere risiko ved vekst eller ny forretning Lav kvalitet pa tienestene
For store kulturforskjeller
Manglende arbeidsmoral / arbeidsforstaelse
Stadig bytte av personell, stort gjennomtrekk
Manglende forstaelse av forretning og oppgaver
Inflasjon (som for eksempel. overgang til EUR)
Uventet store krav til leverandgroppfelging og kvalitet
Mister egen ngkkelkompetanse
Blame game




