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Aligning Business
and IT Strategies

Lowering costs through hosting and managed
services

Brian Lamberger — Outsourcing Strategist
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Introducing OneNeck
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The ERP Outsourcing Experts

Provide a comprehensive, flexible suite of ERP
outsourcing solutions

=  Foundedin 1997

=  Supporting over 150 customers and 30,000 users in 61
countries on six continents

= Focused: 90% of revenue from outsourcing and managed
services

=  Over 225 full time employees
= 98% Contract Renewal Rate over ten years

=  Primary data centers/support center operations in
Arizona and Texas

= 100% US based operations and staff

= 24x7x365 support center handling over 50,000 incidents
annually

» Oracle and Microsoft certified hosting partner

» Ranked #1 ERP Outsourcing Vendor by the Black Book
of Outsourcing survey in 2006, 2007 and 2008
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Industry Recognition

THE
BLACK BOOK
OF
OUTSOURCING

Top 10 ITO: ERP Management

2006 RANK COMPANY i

Rankings published Fall 2006

THE

| Bl /\(fl\;ﬂl‘w()()l'\'

OUTSOURCING
Top 10 ITO: ERP Management

2007
| RANK COMPANY

Rankings published Fall 2007

THE
BLACK BOOK
OF
OUITSOURCING
Top 10 ITO: ERP Management

COMPANY

Rankings published early 2009
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Outline

« Perceptions and realities of IT

* The challenge

« What does aligning business and IT look like?
« Considering Hosting and Managed Services

« Service Models

e Summary

« Questions
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Perceptions and Realities

IT organization = A business within a business.

IT is a cost-center with limited strategic value to the overall
corporation.

. IT departments must embark on a fundamental transformation to
deliver quantified and qualified business results.

MUST Align IT services and projects to meet business needs
and enforce standardized processes to achieve operational
efficiency.
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The challenge

« Many IT initiatives undertaken by organizations today
are not explicitly linked to the organizations Business

Strategy.

« Majority of IT Project initiatives are viewed as
Information systems projects and are often linked to
an IT strategy without being linked to a Business
Strategy.
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What does it look like?

Business Quantified
Goal Measure

Improve Sales
productivity
from $18M+

FVD @ 16% to
30% of sales

force

Process
Changes
Required

Business
Reqt for IT

Sales Opportunity
Mgmt Sys
Sales Management
Process

Opportunity
Management linked
to Marketing and
Operation
dashboards

>

Juest

IT
Solution

CRM Marketing

Opportunity and
Acct Mgmt Tracking

Module — Campaign
Mgmt

Customer and Sales

Inc Sales Face
— timeto 40%
from 14%

Training
IMPACT Reviews
Reduce
Administrative time

Oppty Tracking
Automated
Workflow

Rep. Account
Planning

Quote to Order
Workflow &

Streamlined
Estimating Process

Automated and
Linked Estimating
Solution

Management

Estimating
Solutions

Engineering
Document Mgt

Sales Process
Optimization Program
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Considering Hosting and
Managed Services
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Key Factors to Consider

 Tactical * Other
— Short Term Focus — Leadership frustration
— Cost Reductions — Readily available
— Staff Augmentation services online

. Strategic — Transfer risk of SLA's

to 3rd party
— Long Term Focus

— Internal Focus on
Strategic Initiatives

— Service Level
Measures
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Cost Factors to Consider

« Cost Factors « Delivery Model
— Know current costs/current state — Onshore’ Offshore’ Blend
— Understand service levels
g ey T g "“‘m_”-"jd---"x _,a,ff”-q - _--/ﬁﬁ'"‘_’f_www' Y T e
Buyer organizations should use a structured, strategic approach to calculate the true
costs of outsourcing, taking into account the risks and opportunities. If cost is a concern,

then a clear knowledge of performance baselines before entering an outsourcing

engagement is critical.
LH‘.&"\ "“-._. - N . ﬁ‘-""""w__'-'*.--n—uk._. ' *-x‘xnr“‘-‘,r“"-._\l'-._‘jx_._ ,"_M_.——--_L

« Management, Maintenance &
Support

— Roles and responsibilities
between you and the hosting

— T&RM

« Compliance
— Sarbanes-Oxley
— HIPAA, 21 CFR Part 11

— SAS 70 Type Il organization
« Service Provider Selection — Contracts, Service Levels &
— What criteria matter to you and Measurement

your organization?

— Do those criteria fit within cost
objectives?
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Contractor

- —— _‘..

I
Internal Team

Application
Functional
Support

Applicai Sommer Application || Aggitional
s : Functional 2
Development Transaction Integration Support Services
Administration

Application E-Commerce
Development Transaction
Administration

Additional
Services

System Administration

OneNeck

ork Management - ork Management

cture Management cture Management

perations Management

| - - = T : [ -

Three independent groups involved «  “One Neck” responsible for the environment
No guaranteed overall SLAs «  Guaranteed SLAs (availability, responsiveness, etc.)
NO B v T e P e """« hrsRPO

The best outsourcing contracts ensure thé proverbial win-win relationship, where both
parties arrive at terms and pricing that is fair and promises long-term sustainable value.
No (Contracts that leave the provider with only marginal profit or limited revenue growth will
ultimately result in service quality issues.

No t

NoO ¢ 2 resolution
B i e e DR SV e
(U .
r J I ALWVIITO 111Iviuucu 111 |||U||L|||y wvuUoL
Oracle EBS 11i over database 9i «  Upgrade to database 10gR2 included
Five years old hardware platform «  Infrastructure refresh during transition

Projected TCO Savings of 37% over 3 years
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Service Model Options
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Service Model
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Infrastructure Hosting
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Application Managed Services
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Full Managed Services
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Cost may not be the best criterion for evaluatifigcontracts. Buyers that sign deals based
solely on cost are often dissatisfied with delivery, even though it is exactly what they

signed up for. If cost is the paramount consideration, buyer organizations must prepare

for possible degradation of service levels. Know what you are buying, how it will be
delivered, the provider's reputation and how delivery will impact your business. In a
slumping economy, buyers may be tempted to use cost as the predominant evaluation
criterion when selecting a service provider. Be aware of what you may be giving up.
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OnDemand +
Intemal Staff

OnDemand +
Internal Staff

OnDemand +
OownDC
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Before
|**

Application
Transaction Integration
Administration

o : Additional
Functional Servi
Support ervices

Development

ion Administration

ase Administration

System Administration

ork Management

cture Management

Operations Management

S

OnDemand Oracle hosting + internal hosting and
management of bolt-on applications

Complex dependencies during refreshes, patching,
upgrade projects, etc.

No guaranteed overall SLAs

Spotty Disaster Recovery

No centralized monitoring

No centralized change management

Variable and unpredictable support cost

Neck

Application Application: Additional
Transaction Integration e
Administration Support

Appli
Development

ork Management

cture Management

[

Centralized hosting and management of Oracle and
bolt-on applications

“One Neck” for refreshes, patching, upgrade projects,
etc.

Guaranteed SLAs (availability, responsiveness, etc.)
Disaster Recovery with 4 hrs RTO and 30 min RPO
Centralized monitoring and reporting on all levels
Centralized change management and issue resolution

Fixed and predictable support cost

Projected TCO Savings of 25% over 3 years
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Conclusion

« An alarming rate of IT projects are not focused on business goal
deliverables

« Assess and understand

Reasons your organization would utilize hosting
Multiple cost components that could affect

— The real cost of in-house versus outsourcing

« Look at the management models available

In-house
Infrastructure
Hosted

Fully managed
Blended

« Finally, it doesn’t hurt to look at how hosting/outsourcing/managed
services can help you, come talk to us




