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Remember  When  The  CIO  Was  Master  
Of  Her  Dominion?

There   was  one  provider   to  “rule   them  all”

The  world  of  multiple   providers   in  an  “open”  
environment

Professional   Services  offshoring/near  
shoring

And   then   the  world   changed…
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There  Has  Been  A  Shift  In  The  IT  Value  
Stream

Emerging  Virtual  Service  Providers  are  impacting  delivery,  
control  and  governance  of  business  critical  services  

Are  IT  Services  becoming  commodities  and  how  can  they  
be  managed?  
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Was  Nicholas  Carr Right?

§ IT  has  become  a  commodity  – IT  is  not  
proprietary  but  infrastructure
§ IT  is  a  transport  mechanism
§ IT  is  highly  replicable
§ The  internet  facilitates  delivery  of  
pervasive  generic  applications

§ Cutting  edge  applications  are  available  
to  all

“…the  opportunities  for  gaining  IT-based  
advantages  are  dwindling.  Best  
practices  are  now  quickly  built  into  
software  or  otherwise  replicated.”

§ Are  we  bearing  witness  to  Carr’s  
hypothesis  

§ How  can  it  be  managed?
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One  Other  Key  Driver
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How  Does  The  CIO  Set  &  Manage  
Expectations?

77
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Externalization  Trends

As  commoditization  increases,  the  traditional   IT  role  moves  to  
service  providers

Anything  that  doesn’t  demonstrate  differentiating   value  is  a  
candidate  for  externalization

Suppliers  will  develop  service  solutions,  and  tools  to  support  
them,  that  an  individual   organization  cannot  do  on  its  own

Evolving  nature  of  multi-supplier   will  drive  changes  to  how  IT  
is  organized  and  managed
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Simplified  View  Of  IT

IT  
Foundational  
Projects

Business  
Projects

Changes/
Service  Requests

Fr
on
t  D
oo
r

The  Factory Operations

Sourcing  
Decisions

• Internal  Resources
• External  Service  provider
• External  Supplier  underpinning  internal  service  provider
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Changes  To  The  Traditional  Service  
Lifecycle

10

External  Forces

Business  Strategy

IT  StrategyBusiness  Relationship  
Management

Changes  to  the  
Service  Portfolio

Service  Design  w/  
Service  Levels

Operational  
Management  -
Internal

External  Solution  
Sourcing

Internal  Solution  
Sourcing

Operational  
Management  -
External

Service  Performance

Supplier  
Management

Service  Level  
Management

Shadow  IT  
or  Direct  
Provisioning

CIO  Manages  
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CIO  Brokers  
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CIO  Hopes  To  
Influence  
Solutions
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External
SuppliersExternal
Suppliers

Traditional  Sourcing  Model

Internal
Business
Customers

IT  Function

IT  Services
(Service  Catalog)

External  IT
Suppliers

Products

Services

Customer  Organization

SLAs Contracts

Indirect  Contact/Influence  With/Of  Business

Hardware
Software
Environment

WAN  Services
Telephony
Data  Centre  Services
SaaS/Cloud  Services

IT  Supplier   Mgmt.  Business   Process  
Outsourcing

Warning:  Direct   Business   Relationship   Bypassing   IT  Supplier   Mgmt.  is  a  risk

IT  Manages   and  Directs  All  Sourcing  Relationships
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External
SuppliersExternal
Suppliers

IT  Is  Not  Relevant  – Business  
“Outsourcing”  (Shadow)  IT

Internal
Business
Customers

Prime  
Supplier

IT  Services
(Service  Catalog)

External
Suppliers

Products

Services

Customer

Organization

SLAs/Contracts Contracts

Direct  Contact

Hardware
Software
Environment

Knowledgeable
Customer

Supplier   Mgmt.
Function

Business  
Process/Service  
Support  
XaaS Services

IT  Is  Outsourced
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Mitigating  The  Evolving  Model

13

Broker  - A  Mediator  between  a  buyer  and  
a  seller

Source   - Wikitionary
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External
Suppliers

IT  Brokers  A  Service  Provider  
Relationship  – Blended  Approach

Internal
Business
Customers IT  Governance

IT  Services
(Service  Catalog)

Prime
Service  
Provider

Products

Services

Customer  Organization

SLAs Contracts
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Software
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Business  
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“Tools”  Available  To  CIO  As  A  Broker

Business  Relationship  Management

Service  Ownership

Portfolio  Management

Architecture

Supplier  Management
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Business  Relationship  Management
Establish  and  maintain  a  business  relationship  between  the  

service  provider  and  the  customer

Identify  customer  needs  and  ensure  that  the  service  provider  
understands  and  is  able  to  meet  these  needs

Assist  the  business  in  articulating  the  value  
of  a  service

Ensure  services  deliver  value  and  a  high  level  of  customer  
satisfaction  

Understand  how  services  meet  customer  requirements  from  a  
strategic  and  tactical  level
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Role  Of  Service  Owner

Service  Owner
Accountable  for  the  quality  and  end-result  of  a  
particular  service  (Customer  Outcomes)

Service  Owners  represent  the  Service.  
Evolving  approach  is  alignment  of  IT  
Services  with  Business  Services  

Service  Management  evolution  – BSM  and  ITSM
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Establish  the  Service  or  Service  Line  
Strategy  – Input  To  Service  Strategy

Source  The  Best  Solution
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Service  Portfolio  Management

Maintain   the  definitive  portfolio   of  services

Ensure  the  right  mix  of  services  to  balance  investment

Track  the  investment  in  services

Ensure  clear  definition   of  services  and  linkage  to  
business  outcomes  

Enable  decisions  on  which  services  to  offer  and  when  
to  retire  services
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Architecture  And  The  Tyranny  Of  
Technical  Debt

§ Interest   paid  on  Technical   Debt  =  Unplanned   Work
§ Impacts  key  budget   ratio  eroding  Factory  Capacity

§ Project  Budget/Keep  the  Lights  On

§ 4  Sources
§ Inadequate  risk  management  during  transition
§ Inadequate  preparation  for  post-deployment  in  

Operations
§ Aging  or  unsupportable  infrastructure
§ Complex  or  “one-off”   architectures

§ Reduce   Technical  Debt  
§ Identifying  failure  sources  through  Root  Cause  

Analysis  and  dedicate  projects  to  eliminate  the  source
§ Build  testing  and  deployment  plans  into  the  design  –

DevOps
§ Establish  a  %  of  the  project  budget  focused  on  

infrastructure  improvements
§ Reduce  the   complexity  and  standardize  designs
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Supplier  Management  – A  Viable  Tool

Manage  IT-related  services  provided  by  all  types  of  
suppliers  to  meet  enterprise  requirements,  including  the  
selection  of  suppliers,  management  of  relationships,  

management  of  contracts,  and  reviewing  and  monitoring  
of  supplier  performance  for  effectiveness  and  compliance.

Minimize  the  risk  associated  with  non-performing  
suppliers  and  ensure  competitive  pricing.

It  is  essential  that  Supplier  Management  processes  
and  planning  are  involved  in  all  stages  of  the  Service  
Lifecycle  from  strategy  and  design,  through  transition  

and  operations,  to  improvement.
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Supplier  Management  Roles  Map
Key  To  Integrating  Brokerage  Relationship

Annual  Service  Review

Services   Control  Team
IT  Stakeholders   &  IT  Service  Owners

Business
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Manager

Monthly
Service
Report
to

BU  Mgr.

Monthly  Service  Report
(to  Customer)

Business
Customer

Se
rv
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Ca
ta
log
   External

Services

Internal  
Services

Statement  of
Service

Requirements

• Functional
• Service  Levels  
• Technical
• Process

Supplier
Service
Owner

Account
Manager

Monthly
Service
Report
To

Supplier
Mgr.

Monthly  Service  Report
(to  Customer)

Internal   IT  Provider
Supplier   Managers
Procurement

Supplier
Service  
Delivery
Owner

Supplier   Mgt  Process  Owner

Managed
Services
Contract
&  
SLAs

Supplier
Management
Office  (SMO)
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Demand  Shaping

Service  Ownership

Service  Ownership

Service  Portfolio

Demand  Shaping
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Supplier  Management  Under  Pressure  
Survey Statement: We have established a Supplier Management func tion to ensure suppliers
are successfully integrated into our Service Delivery strategy.

Survey  Year  2012 Survey  Year  2013

Data: The 2013 surv ey shows a 17% decr ease in those organisations which are starting down the path of establ ishing a
Strategic Supplier Management function. Corr espondingly there is a dr amatic increase in those organis ations whic h are “Not
Planning To Start.”

We   Plan   To  
Start,   36%

We   Have  
Started,   27%

It   Is   In   Place  
Today,   19%

In   Place,  
Measured,  

Managed,   14%

Highly  
Successful   &  
Expanding,  

1%

Not   Planning   To  
Start,   3%

We   Plan   To  
Start,   25%

We   Have  
Started,   21%

It   Is   In   Place  
Today,   13%

In   Place,  
Measured,  

Managed,   8%

Highly  
Successful   &  
Expanding,   3%

Not   Planning   To  
Start,   31%
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CIO  Broker  Role

§ CIO  Influence
§ Supplier  categorization  
criteria

§ Service  and  
Architectural  strategy

§ Oversight  and  
feedback  from/to  
Supplier  Lifecycle

§ Assurance  that  
suppliers  support  
strategic,  tactical  and  
operational  goals
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Service   Definition

Service   Catalog

Service   OfferingBusiness/Service  
Requirements

Negotiations Supporting   Services

Service  Level  Agreement  or  
Underpinning  Contract

Operational  
Monitoring/Reporting

Service  Improvement  Plans

Service   Request  
Catalog

Business   Needs

CMDB

Operating   Level  
Agreement

Incident/Problem

Change/RDM

Business   Goals/Processes

Underpinning   Contract

Service   Requests

Defined   Service

Customer   Satisfaction

Request  
Provisioning

Annual  Review

Build   Business   Relationships SLM  Activities BRM  Activities

Availability Capacity

Security Continuity

Design/Build/Test/Implement  
a  Service

Availability Capacity

Security Continuity

SuM Activities

Bringing  The  Broker’s  Processes  
Together  In  A  Service  Lifecycle
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Questions  For  “Monday”

§ Does  the  Business  Relationship  Management  function  provide  bi-
directional  feedback  regarding  business  needs  and  IT  direction?

§ Who  and  how  can  influence  business  decisions?
§ How  well  understood  and  integrated  are  Business  Services  with  IT  
Services?

§ How  are  value  creating  decisions  made  for  the  organization  and  
how  does  risk  management  influence  those  decisions?

§ Who  can  sign  a  contract  for  IT  services?
§ Do  you  have  a  Supplier  Management  function  and  established  
processes?

§ What  criteria  are  used  to  categorize  your  suppliers?
§ Is  your  Supplier  Management  strategy  aligned  with  the  Service  
and  Architectural  Strategy?

§ Does  the  business  understand  and  support  the  Service  strategy?
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Questions?

Jack  Probst
j.probst@pinkelephant.com
www.twitter.com/theitilexperts

www.pinkelephant.com


