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CIO challenges 

• M anage IT in the context of the 
business to m axim ize IT’s business 
value

• “Flip the ratio” of IT spend from  
m aintenance to innovation

• Establish a sustainable business m odel 
that m inim izes IT’s price/perform ance 

• Turn silos of m anagem ent data into 
actionable business intelligence

• Ensure the availability, perform ance 
and scalability of your critical business 
system s

• Align your IT organization to better 
understand and partner with your 
business
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Inform ation Technology

Business

Business dem and outpacing 
IT capability

Bus iness  
demands  on IT

IT productivity, 
performance, service 
quality, Agility

Gap is  widening
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M any W ant a Shared Environm ent –
Stable and Efficient 

Adaptive

Consolidate and 
rationalize

•Sim plify and 
standardize 
infrastructure

•Stream line and 
unify 
m anagem ent 
tools

Virtualize and
share

•Pool m odular 
infrastructure 
resources

•M anage physical 
and virtual 
resources

Autom ate link between 
supply and dem and

•Dynam ically align IT 
infrastructure with 
business workloads

•M anage IT 
infrastructure as a 
service 

Efficient (IT with a Shared Services M odel)

Stable (IT as a cost center) 
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But there are Barriers to m oving from  
“Stable” to “Efficient”

• Business unit 
ownership of 
servers & 
applications

• Need new m odel 
for how 
infrastructure is 
planned and 
funded (i.e., new IT 
Governance 
m odel)

• Need to be able to 
guarantee SLAs for 
virtualized services
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Enterprises see the need for a 
new IT m odel

. . . a problem

Business 
view of IT

IT as a 
COST center

Techno-centric

. . . a solution

IT as a BUSINESS
using Shared

 SERVICES M odel

Service-centric

. . . a partnership

IT as an
BUSINESS
 innovation
center

Business-
centric

IT organizations are becom ing like a “business” within the 
Enterprise, focused on providing higher Return on IT through the creation,

selling, brokering and delivery of shared services
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Balancing Tactical IT Initiatives
against Strategic IT Transform ation

Business Transformation
Focus on

“Doing things differently”

 Technology & Process Im provem ent
Focus on Im provem ent

“Doing things better and cheaper”

Pure Strategic

Pure Tactical

Finding the right balance
is key
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Shared Service delivery Shared Service delivery
 m anagem ent

Business services 
control

Application services 
control

Infrastructure services 
control

Application services 

Infrastructure services 

Business services 

Application m odel

Infrastructure m odel
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Running IT as a Business using a 
Shared Services M odel
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IT as a cost center IT as a business within the business
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RO I

IT Governance

“Standardized” but…
• Lim ited Service Level options 
• Acquisition based pricing m odel
• Low utilization, Expensive
• Com plex, Distributed, Large Footprint
• Long M TTI (m ean tim e to install)
• M anual, Labor Intensive

Tiered and Rich Service Levels
Pricing m odel, including pay-per-use
Highly utilized, 
Consolidate
Continuously Com pliant
Short M TTI, Service Portal
Autom ated link between Business 
Dem and and IT Supply

• Valued
• Flexible
• Cost 
effective 

• Sim plified
• Secure
• Agile
• Adaptive

“Service Oriented Architecture”
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Transform ation to a shared service 
center. From  “as-is” To “to-be”

Consistent Services Provider & Service Broker
External IT suppliers

Business Unit

Business Unit

Business Units tandardized
IT services

IT 
Processes

IT

W orkplace

IT 
Processes

IT 
Processes

IT Governance
And Policies

IT Shared Service 
Centers

IT 
Service

IT 
Service

IT 
Service

IT Processes IT Processes IT Processes

SLAs undefined best guess

IT

W orkplace

Data center
IT in Each Business Unit:
Unshared and 
Unsynchronized

Business Unit Business Unit Business Unit
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Transformation

Cultural changes required

Service M anagerOperation M anager

Listening skillsSystem  skills

ProactiveReactive

Integrated, end to endFragm ented Silos

Balanced sourcing strategyEntirely in-house

M easured, AccountableBest Efforts

Rationalized, Stream linedAd hoc Process

Process FocusTechnology Focus

Outward-lookingInward-Looking

Custom ersUsers

    To:   From :
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There are six key com ponents of a 
Successful Transform ation

Service Definition (O fferings, Service Levels, Pricing) & Value Added Consulting

The IT Shared Service Reference M odel helps define the appropriate 
level of m aturity for each com ponent

•Business 
Intelligence
•W orkload Analysis
•Service M etrics & 
Reporting
•Integrated Shared
Service M gm t
•O perations
•Lifecycle
•Usage M gm t
•Provisioning
•Help Desk
•Billing

•IT Service M gm t
Processes
• Standardized
• Optim ized
• Personalized

•Process M aturity
•Process 
Autom ation

•M anagem ent Style
•Staff M otivation
•Custom er Service 
O rientation
•Roles:
•Planning
•M arketing
•Selling
•Delivering

•Training & Skill 
Developm ent
•FTE m odels

•SO A (de) 
com position within 
the IT Service 
Center 
Architecture

•Technology 
integration

•Virtualization & 
Sharing

•Custom er Portal
•Autom ation
•Policy & W orkload 
M gm t

•Decision Rights 
Fram ework
•Decision
M aking Process
•Risk M gm t
•Business
M odeling
•Portfolio M gm t
•RO I Disciplines
•Benefit Realization

Technical
Infrastructure 
& Architecture

Integrated
M anagem ent
Inform ation

Dem and,
Supply &

Governance

Culture &
Staff

Best Practice
Processes

IT Service
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Shared Service Centre Transform ation 
- Assessm ent M atrix and Journey

Technical 
Infrastructure 
& Architecture

Integrated 
M anagem ent 
Inform ation

IT Processes
Best Practice 
Processes

Culture & 
M anagem en
t of Change

Dem and, 
Supply & 

Governance

Value Bases 
Pricing

Shared 
Services

Deliver to 
Budget

Shared 
Standards

Structured 
Process

Shared 
Services 

governance

Defined 
Business 
Services

Service 
Support  
Process

Departm ental
Joint Value 
Based Vision

Inform ation is 
integrated by 

report
Consolidation

SLA Based 
Services

Service 
Planning 
Process

Expert 
Team s

Supply 
Constrained

Integrated 
inform ation 
collection

Departm ental 
Plan

Output focus

Process 
Optim ization

Service 
Developm ent 
Processes

Personalized 
Process

Technical 
Services

Individual 
focus

IT is Reactive
Inform ation is 
collected by 
function

Availability

Service 
Differentiation

Service 
Focus

Service 
Driven

Inform ation 
Integration 
analysis

Negotiated 
functionality

Service 
Choices

Custom er 
Centric 

Processes

Dem and 
driver

Process 
analyses

Virtualized 
Infrastructure 

M gt

Service 
Tailored

Relationship 
Centric

Balanced & 
Aligned

Inform ation 
enabled TQM

IT Service on 
dem and
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Automated and optimised 
delivery of a standard service 

that is
used and shared by many
and defined in a catalogue.

Competitively 
billed per unit 

consumed

Collaboratively planned by 
Business and IT together so 
that supply matches demand 

and the service satisfies 
business need

Shared 
Services

Two Com bined Approaches

Top-Down
Transform ati
on Approach

Bottom -Up
Services
Delivery
ApproachIT organizations are becom ing like a “business” within the 

Enterprise, focused on providing higher Return on IT through
the creation, selling, brokering and delivery of shared services
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Bottom -
Up

Services
Delivery
Approach

Proposed Service Catalog of com posable 
IT Shared Service Utilities

Application 
Shared Services

Application 
Infrastructure 
Shared Services

Core Infrastructure 
Shared Services

(contains the physical
resources)

Project or Business ProcessService Consum er

•Shared SAP Application Utility
•Shared Rapid App Dev
•Shared Data W arehouse Utility

•Shared SAP Infrastructure Utility
•Shared Application Server Utility
(for .NET and J2EE)
•Shared Inform ation M anagem ent
•Shared Grid Utility
•Shared Database Utility (for Oracle & 
M S SqlServer)

•Shared M essaging (& Collaboration)
•Shared Directory, Identity &
Access M anagem ent

•S hared Infrastructure Utility
•Shared Client Utility
•Shared Tiered Storage Utility
•Shared Secure Network Utility 

High Value S ervices
Targeted  User Base

Lower Value S ervices
Broad User Base
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Shared Infrastructure Utility

• SIU is a m odular fram ework that autom ates and virtualizes your 
existing, m ulti-vendor data center infrastructure, optim izing flexibility 
and cost effectiveness with quality of service through an integrated 
service m anagem ent solution.

• Virtualization of 
shared pool of 
devices that can be 
allocated dynam ically 
to share free 
resources and lower 
num ber of devices 
needed

• Standardization for 
process and devices
to enforce policies 
and increase 
predictability

• Sharing across 
m ultiple custom ers or 
lines of business

• Usage tracking for 
charge-back

• Provisioning
but also updating and 
decom m issioning: 
the com plete lifecycle

• Re-deploym ent
to increase server 
utilisation, reduce # 
of devices required

• Infrastructure 
standby
to keep best practice 
and known good 
service packages

• Recovery
to restore rapidly 
business services

• Duplication
to re-use best 
practice

Se
rv
ice
 M
an
ag
em
en
t, 

As
su
ra
nc
e 
an
d 
Bi
llin
g

Service Provisioning

& D
eploym

ent

Service O
perations

(M
onitor & U

pgrade )

Se
rv
ic
e 

C
on
fig
ur
at
io
n

(C
on
tro
l &
 C
ha
ng
e)

NetworkServers

Storage

Power SAN

Virtual M achine

OS Application
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Shared Infrastructure Utility
Operational View 

Shared & Virtualized 
Server, Storage & 
Network Utility 
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Infra 
conf? 

NGAI_INFRA NGAI_DHCP 

NGAI_DNS 

ye
s 

ye
s 

ye
s 

ye
s 

ye
s 

ye
s 

ye
s 

ye
s 

NGAI_SW (independant)       Manual operation 

NGAI_MON 

NGAI_PRE_OS 

NGAI_OVO 

Self-service

   Portal Full Service
Contact

Validation

W orkflow
com poser

Service Delivery 
Controller

Real Tim e 
Service DashboardFlexible Service

Level

Real Tim e, 
Policy Based 
Service M onitoring

Dynam ic Service Reconfiguration

Value Added Service

Provisioning
Help Desk

Autom ation

M anagem ent
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Finance 

R&D

SIU Portal

End of m onth exam ple of capacity 
swap from  Dev&Test to Finance

Shared 
Infrastructure

Accounting

Dev&Test

Server Pool

SIU operates a virtualised and 
autom ated m ulti-vendor data-
centre; delivering rapid change 
and flexible billing 

anim ated

S hared Infrastructure Utility
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IT costs distribution 

25%

16%

14%
11%

13%

9%

5% 3% 2% 2% app. development
IT planning
user support
app. management
other
installation
network management
upgrade/changes
asset management
system backup

IT Cost distribution

48%

20%

10%

13%

9%

personnel
hardware
software
communication
other

HP intellectual capital

Source: industry analyst data and custom er data
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Shared Infrastructure Utility for adaptive enterprise 
will result in unique significant econom ic value 

Est. Yearly Benefit (custom er exam ple)

25

10
5

10510

10

5

20

Less hardware for current workload (capex)
Less hardware for future workload (capex)
Software savings (capex)
High availability and business continuity (capex)
Less power and floorspace (opex)
Support savings (opex)
Security related savings (opex)
IT planning/BITA (opex)
operational savings (opex)

Phase 1 :

• Application developm ent & R&D

• Test, Q&A and pre-production

• Infrastructure services

• Front office

• Selected production application

• IT infrastructure consolidation

Phase 2 :

• Business applications rationalization

• Production servers

• Grid com puting
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IT benefits during infrastructure 
provisioning 

Based on Proof of Concept with custom er’s applications 

0 20 40 60 80 100 120 140 160

Days

Typical Server deployment

SIU Framework

Time to deployment saving

Infrastructure
 Requirement & Planning

Bugetary Quote Procurement Equipement delivery

Infrastructure Installation OS & Applications
Deployment

Release to Production

Gain with S IU 
Automation

Gain with S IU 
S ervice Catalog

From  Planning to release to Production of a Business Application

SIU reduced the Infrastructure Deploym ent from  W eeks to M inutes
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Benefits for an Enterprise Architecture

•The com bined approach look at all the  IT 
dim ensions of an Enterprise in a cohesive and 
adaptable way.

•It perm its a better IT delivery alignm ent with the 
Enterprise business strategy.

•It proposes a transform ation journey with clear 
m ilestones along the way while delivering on the 
day to day Enterprise objectives.


