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Gartner Symposium ITxpo 2010 — Sydney Australia, Nov. 15~18

Agenda Details

Monday  Industry Monday - Government REGISIER
13:00- ) o .

17:00 Speaker: Andrea Di Maio ID: 11

Session Type: Industry Session

Government Clouds Beyond the Hype: Public, Private, Both or None? Andrea
Di Maio The [andscape for cloud computing adoption in government remains
confusing. This session aims at bringing clarity about the relationships
between cloud and more traditional sourcing models, about the rationale for
adopting public rather than private cloud services, and the multiple roles
that government plays as user, provider, broker and regulator of cloud
services. Panel: Government 2.0 Panel: Shared Services

Monday
13:00-
16:30

Industry Menday - Energy & Utilities IREGTEIER

Speakers: Geoff Johnson, Kristian Location: Session Room D
Steenstrup ID: £1D
Session Type: Industry Session

Using Pattern based Strategies for Reliability Kristian Steenstrup The
optimised utilisation of assets needs a constant search for reliability

. technigues. One area of research and application is to seek patterns in wear

rates and failure to pre-empt catastrophic failure. - What strategies are used
to prevent equipment failure? - How can patierns be detected and
manitored? - What technologies can be utilised to support the search for
patterns? Communications: The Secret Ingrediaent to Optimize Operational
with Information Technologies Geoff Johnson The most effective plans for
optimizing OT and IT In any industry will have networking as a core tool in
facilitating the most valuable business management transitions. - Why is the
use and leverage of communications critical to any harmonization of OT and
IT? - What are the best areas of opportunity for reviewing the roles of OT
and IT? - How can Case Studies and Role Models for OT and IT synergy be
applied in key industries? Case Study - TBA )

Monday
13:00-
17:30

Industry Monday - Higher Education

Speakers: Jan-Martin Lowendzhl, Location: Sessian Room E
Peter Nikoletatos, Neil Thelander ID: 11E
Session Type: Industry Session

Higher-Education CIOs' New Controls in the Cloud and Consumerization Era
Jan-Martin Lowendahl The CIOs used to be in control. We used to argue our
existance in terms of economy of scale on campus but cannot compete with
Google. In this session CIOs will learn some actions that are taken by their
peers to focus skills an resources plus a few new controls to use in the new
era of the cloud and consumerization, - Is IT a threat to the CIO? - How are
CIOs responding? - What can CIOs do to stay in control? Case Study:
Thinking Above and Beyond the Campus Peter Nikoletatos In this session
Peter will discuss Curtin's journey towards a life-long connection with its
students. Workshop: Your University of The Future Jan-Martin Lowendahl
and Neil Thelander Lears from the experiences of your peers'and use
scenario stories, strategy maps and the Hype Cycle to teli and sell your uni's
business technology strategy of th5e future.

Monday
13:00-
17:00

Industry Monday - Financial Services

Speakers: Randy Feanel, Alistair Location: Session Raom F
Newton ID: 11F
Session Type: Industry Session



Tuesday
08:00-
09:30

Addressing the Challenges: Leading your Bank beyond 2010 Alistair Newton
In 2010, the economic crisis forced CIOs to examine every aspect of their
operations. Business leaders are still demanding improvements in
productivity and additional capabilities that will reshape a bank’s
competitive position. Learn how to deliver on both fronts and create new
strategies which will define the future of IT and, therefore, the bank. - How
can CIOs position IT as an integral part of the business and demonstrate a
"new" value proposition? - How can CIOs use the resources and capabilities
of IT to make the bank more intelligent to enable better executive
decisions? - How will CI0s use strategic and emerging technology to support
higher productivity and be a catalyst for innovation? Case Study: Randy
Fennel, Engineering & Sustainability General Manager, Technology, Westpac
Panel: Hype or Fact - The Truths about Scciat Media in Banking Social
Media-the biggest thing to hit the Financial Services industry since the
invention of the ATM or an over-hyped and over-exposed fad which wiil fade
and die in very short fashion 7 Here the Gartner team will answer this
question, debating the pros and cons of social media to expose its true
impact on the FS industry. -~ What impact will social media have on the
financial services industry? - What lessons can be learned from outside the
financial services industry? - How to you prepare for investment decisions in
the scocial media space?

CI0 Breakfast: Reuse Is Much More Important and Harder than
We Thought

Speaker: Petar Weill iD: 21CP
Session Type: CI0O Program © Track: CIO

Firms that reuse techneology, systems, business processes, and expertise
have CIOs who better meet business expectations, generate higher business
value from IT, and perform hetter than their competitors. Specifically firms
that grow faster reuse more. Not bad, but all reuse doesn’t pay off equally.
In a study of reuse in over 1000 firms, we have identified what types of
reuse work. Peter will present a framework for reuse, a self-assessment tool
and examples of effective practices from several case studies. He will
conclude with a discussion about how to increase reuse to help improve firm
performance engaging pariicipants to share their effective practices.

Tuesday
08:30-
09:30

Enterprise Architecture Networking Breakfast igmg;f
Speakers: Richard Buchanan, Bard Location: Session Room A T
Papagaai} 1D: 21A

Session Type: Breakfast Track: EA

Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers to
discuss your business and IT challenges, successes and plans.

Tuesday
08:30-
09:30

Business Process Management Networking Breakfast . ﬁgmg
Speaker: Janeile B. Hill Location: Analyst/User Roundtable T
Session Type: Breakfast Session Raam

ID: ZIAUR

Track: BPM

Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers to
discuss your business and IT challenges, successes and plans.

Tuesday
08:30-
09:30

Sourcing & Vendor Relationships Networking Breakfast ADD

t
Speakers: Christopher Ambrose, Linda Location: Session Room B - * '
R. Cohen, Jim Longwood iD: 21B
Session Type: Breakfast Track: SVR

Kick start your Symposium/ITxpo experience by attending the networking




breakfast session. You will meet with Gartner Analysts and your peers to -
discuss your business and IT challenges, successes and plans.

ggeggav Program & Portfolio Management Networking Breakfast AII
09:30_ Speakers: Donna Fitzgerald, Matt Light Location: Session Room ¢ e
' Session Type: Breakfast ID: 21C
Track: PPM
Kick start your Sympostum/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers to
discuss your business and IT challenges, successes and plans.
Tuesday  Business Inteiligence & Information Management Networking i&;}g;i
ggfgg' Breakfast ‘ et
’ Speskers: fan A. Bertram, Kennath Location: Session Hoom D
Chin, Ted Friedmian, Eric Thoo ID: 21D
Sessicn Type: Breakfast Track: BIIM
Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers to
discuss your business and IT challenges, successes and plans,
Tuesday  Applications Networking Breakfast Py
gg:gg' Speakers: Yvonne Genovese, Brian Location: Session Room E e
: Prentice ID: 21E
Sessian Type: Breakfast Track: APP
" Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers Lo
discuss your business and IT challenges, successes and plans.
Tuesday  Infrastructure & Operations Networking Breakfast Carm
gg:gg- Speakers: Cameron Haight, Mark A. Lecation: Session Raom F .
’ Margevicius, Biarne Munch, Erral ID: 23%F
Rasit Tracks: COM, 10
Session Type: Breakfast
Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers t0
discuss your business and IT challenges, successes and plans.
Tuesday  -Security & Risk Management Networking Breakfast ‘ !Ag}g}g
ggjgg' Speakers; Rob McMillan, Andrew Location: Werkshep Room T
: Walls, Roberta 3. Witty ID: 21WS
Session Type: Breakfast
Kick start your Symposium/ITxpo experience by attending the networking
breakfast session. You will meet with Gartner Analysts and your peers to
discuss your business and IT challenges, successes and plans.
Tuesday Welcome Address with Gene Hall
gg:gg' Speaker: Gene Hall Location: Session Room G
: Session Type: Keynote Session ID: 22Ki
Tracks: APP, BIIM, BPM, CI0, EA,
COM, 10, PPM, SRM, SVR
A personal welcome and introduction to Gartner Symposium by Gartner's
Chief Executive
Tuesday  Opening Address with Peter Sondergaard !Agm
i‘_g:?g- Speaker: Peter Sondergaard Location: Session Room G o
' Session Type: Keynote Session ID: 22K2

Tracks: APP, BLIM, BPM, CI0, EA,
COM, 10, PPM, SRM, SVR

Gartner's worldwide Head of Research provides thought leading insights on




the IT industry.

Tuesday Gartner Keynote &M&;
ﬂjigb Session Type: Keynote Session Location: Session Room G R
’ D 22K3
Tracks: APP, BXIM, BPM, CIO, EA,
COM, 10, PPM, SRM, SVR
There is an unprecedented transition in all aspects of IT that is irreversibly
changing the mission and work of IT executives and professionals, and
reshaping technology’s role in the business. Leading Gartner analysts witl
advance your thinking around innovation, how people are using techneclogy,
how it's delivered, its impact on business and society, and more. This
opening keynote will help you anticipate the fuil array of transitions going on
around us, and capitalize on opportunities through achievable actions to
lead your organizations, teams, and yourselves through the transition.
Tuesday  Sell or Hold? Reviewing Major IT Initiatives L;%gmé
Egg Speaker: Matt Light Location: Session Room A
’ Session Type: Gartner Session ID: 23A
Track: PPM
Organizations have all increased their focus on investments and value-for-
money. For many, this means increasing preject reviews and health checks
for performance, and conformance to plan and budget.
Tuesday  The Gartner 2011 Information Security Scenario %ﬁ{gg}%
E:gg' Speaker: Andrew Walls Location: Session Room B
' Session Type: Gartner Session ID: 238
Track: SRM
Cybersecurity threats continue to morph and have severe impact. Trends
like the cloud, consumerization and mobility are changing the way IT is
delivered, enabling new threats and breaking old security processes. We'll
provide a decision framework for optimizing the enterprise security strategy
to deal with these rapid changes.
Tuesday  BX Initiatives and Competencies: Foundations and Trends Q{;{}E
i;:%g- Speaker: Ian A. Bertram Location: Session Room €
) Session Type: Gartner Session 1D: 23¢C
Track: BIIM
The value of Business Intelligence (BI) and Performance Management (PM)
is more than information dissemination. The initiatives must be linked to
achieve business goals. A broader BI and PM framework is needed to define
and maximise the business value and avoid the most common *fatal flaws'
that undermine BI initiatives and their business value.
Tuesday  The Cleud Computing Scenario 553
;;:gg- Speaker: Daryl C. Plummer L.ocation: Session Room D e
) Session Type: Gartner Session ID: 23D
Tracks: 8I, CIO
Cloud computing is moving from a new idea to the next big strategy for
optimizing how IT is used. We'll establish the reality of cloud computing for
enterprises and consumers, and examine the maturity of cloud computing,
its direction and the markets it affects.
Heggav Building the Compeiling Case For Application Overhaul
12:25- Speaker; Andy Kyte Location: Session Room E
' Session Type: Gartner Session ID: 23E
Track: APP

Without decisive action, the blcated application portfolio threatens to stifle
business innovation and strangie business agility. As IT management teams




awake to the sacle of the task of Application QOverhaul, they need to build a
strong 'cealition of the willing' across the whole of IT and with all of the
business stakeholders.

Tussday  Management of Next Generation Virtualization and Cloud Py
Egg' Infrastructures: A Review of Providers and Standards frore
’ Speaker: Cameron Haight Location: Session Roeom F
Session Type: Gartner Session ID: 23F
Track: 10

Virtualization and cloud computing technologies have caused tremendous
disruption in the management marketplace. Infrastructure and cloud
providers now stand ready in many cases to challenge the traditionai
management powerhouses. But the major providers in this space are not
standing still either. In this presentation, we look at the changes taking
place both in terms of management technology (and service) providers as
well as standards designed to facilitate the operations of these emerging
environments.

Tuesday  LEO Concerns 2010 & The IT Implications P
ié:%g_ Speaker: Dave Aron Location: Session Room 6 N
' Session Type: Gartner Session ID: 23G
Track: CIO

We'll present analtysis from Gartner's own CEQ survey and others that
reveals the major concerns of business leaders in 2010, And we'll show how
IT can alieviate each of those concerns.

Tuesday  Contract Negotiation Clinic: Infrastructure Outsourcing HEGISTED
i%:gg_ Session Type: Contract Megetiation ID: 23WS
' CHnic Tracks: SVR, 10

Contract Negotiation Clinics are small, hands-on workshops that deliver a
powerful combination of Gartner insight and peer best practices that will
position you well for you next contract negotiation -~ or renegotiation — with
strategic vendors. This clinic is specifically focused on infrastructure
outsourcing contracts.

Tuesday  Magic Quadrant: Data Integration Tools [ﬁem}:
i%:gg_ Speaker: Ted Friedman Lecation: ITxpo Theatre 1 AR
' Session Type: Magic Quadrant and ID: 1MQ
ITupo Theater Session Track: BIXM

In this session we will review the current state of play and trends in the

markets for data integration tools, using the related MQ as the basis for

discussion. Attendees will learn how to make wise choices of providers in
this market, and which providers are on the rise versus those on the

decline.
Tuesday  Magic Quadrant: Enterprise Architecture Tools E&f_}g‘;‘%
ll_gjgg' Speaker: Bard Papegaai} Location: ¥Txpo Theatre 2
! Session Type: Magic Quadrant and ID: 2MQ
ITxpo Theater Session Track: EA

we'll review the Gartner Magic Quadrant for Enterprise Architecture tools,

Tuesday  Magic Quadrant: x86 Server Virtualization Infrastructure
12:40-

13:00 Speaker: Errol Rasit Location: YTxpo Theatre 3
’ Session Type: Magic Quadrant and iD: 3MQ
ITxpo Theater Session Track: 10

we'll review the Gartner Magic Quadrant for x86 Server Virtualization
Infrastructure.




Tuesday Cutsourcing Revolution: Building Better Qutcomes Emjmj
ii:%g' Speaker: Linda R. Cohen Lecation: Session Rooma 77 -
' Session Type: Gartner Session ID: 24A
Track: SVR
Old fashioned outsourcing simply doesn't work today. Outsourcing now
demands greater flexibility and agility. In turn, providers are responding
with a broader portfolio of services and delivery models. But enterprises
must focus on selecting the right blend of providers and services to enable
growth and drive business value. We'll uncover the best methods for taking
advantage of today's revolution in outsourcing and vendor management,
and examine the new approaches it requires.
Tuesday  The BPM Scenario: From Operatmnai Excellence to Adaptive ﬁ&,g»
iigg Processes !
' Speaker: Janelle B, Hill Location: Sesston Room B
Sesslon Type: Gar{ner Session ID: 24B
Track: BFM
BPM is a like a symphony. It harmonically coordinates the rescurce
interactions that define how your business does what it does and
distinguishes your company from cthers. This is our five year scenario for
how BPM disciplines and technologies will evolve beyond the traditional
focus on operaticnal excellence and towards adaptive processes
Tuesday Introducmg Hybr:d Thinking ‘ Em;
ii:gg_ Speaker: Richard Buchanan " Location: Session Room C T
' Session Type: Gartner Session ID: 24€
Tracks: EA, SI
Hybrid thinking is a new discipline for transformation, innovation and
strategy (TIS}. While many EA initiatives aspire to tackle TIS challenges
with business leadership, few have realized their aspirations, despite
decades of effort. Accordingly, a new discipline is needed — one that
cembines the analytical mastery of architects with the intuitive originality of
design thinkers,
Tuesday €IO Roundtable: Improving and Maintaining Performance
iiigg- Speaker: Scott Stein Location: Reom TBC
) Session Type: CIO Program ID; 24CP
Track: CIO
Getting people to perform and sustain this performance is a constant
challenge in today’s competitive environment. This roundtable provides'you
with specific strategies that can be used to sustain performance, and gives
you the chance to discuss what works and what doesn't with other C-Level
executives.
Tuesday  User Experience: It Takes a Tough Guy to Make a Tender User reey
1325 Interface |
' Speaker: Brian Prentice Location: Session Room D
Session Type: Gariner Session ID: 24D
Track: APP
A high-quality user experience for Web sites and applications, is now within
reach of most organizations. The principles and best practices are weil-
known among high-end consumer-facing Web sites. The challenge is how to
apply this know-how within the enterprise setting, to gain strategic benefits
and competitive advantage. Theve are different approaches, each with its
risks and reguirements. '
Tuesday Unified Communications and Collaboration Scenario: Are We
izgg There Yet?

Speaker: Geoff Johnson Location: $ession Room E




Session Type: Garther Session ID; 24E
Track: COM

The dramatic and rapid convergence of communications, collaboration, and
social media, accompanied by new cloud delivery models, poses a critical
challenge for CIOs and plarners. Significant opportunities and risks exist as
Cisco, Microsoft, IBM, Google, and Avaya all compete and enterprises must
re-think their strategic vendor relations, and business models.

Tracks: 8X, CIO

Strategic technologies are ones that can significantly impact the enterprise

during the next three years. That impact may be disruption to IT or the

Tuesday  The Gartner Sustainability Scenario AL
. - i
iijgg Speaker: Marcus Blasch Location: Session Room F T
’ Session Type: Gariner Session ID: 24F
Track: CIO
The shift to a low-carbon and more sustainable economy will be
transformatory, presenting public and private-sector organizations with
substantial risks and opportunities. We'll look at IT's critical rofe in helping
the organization to manage the transition.
Tuesday  The 2011 CIQ Agenda: Leading in Times of Transitions
iijgg' Speaker: Mark P. McDonald Location: Session Room 6
‘ Session Type: Gartner Session ID: 24G
Track: CIO
As Gartner Symposium/ITxpo turns 20, we'll concentrate this year's CI0
Agenda review on IT's greatest accomplishments and future challenges.
Tuesday  Swolution Provider Session p;gg;
1;:23_ Session Type: Solution Provider Location: Sessipn Heom A I
' Session 1D: 254
Solution Provider Session
Tuesday  Solution Provider Session
12:33' Session Type: Solutian Provider Location: Session Room B
) Session ID: 258
Tuesday  Solution Provider Session P
ig:gg' Session Type: Solution Provider Location: Session Raom C T
' Session 1D: 25¢C
Tuesday  Solution Provider Session
ig:gg" Session Type: Solution Provider Location: $Session Room D .
’ Session ID: 25D
Tuesday  Solution Provider Session ey
ig:gg' Session Type: Selution Provider Location: Session Room E
: Session 1D: 25E
Tuesday  Solution Provider Session ;“:;"5;;“
ig:gg_ Session Type: Solution Provider Location: Session Reom F T
' Session 1D: 25F
Tuesday  Solution Provider Session [;‘%mﬁ:‘i
ig:gg_ Session Type: Solution Provider Location: Session Roorn G T
’ Session ID: 25G
Tuesday  Top 10 Strategic Technolegy Trends for 2011 (st
iggg- Speaker: Nick Jones Location: Session Room b —
’ Session Type: Gartner Session ID: 26D



business, the need for a major investment, or the risk of being late to
adopt. We'll present Gartner's annual list of the Top 10 technology trends
that companies should be factoring into their strategic planning for 2011.

Tuesday  Waorkshop: Get the most cut of the Green IT/Sustainability
12;3' Strategy
) Speaker: David J. Cappuccia Location: Weorkshop Raom
Session Type: Workshop ID: 25WS
Track: IO
Qutcome of the workshop are: 1. Tactical Green IT: How to implement an
energy and carbon policy and determine key performance indicators and
metrics to measure the business impact of the policies? 2. Strategic
Sustainability: How to develop broader sustainability strategies including
sustainable product management, energy management, carbon
management and sustainability reporting? ‘
Tuesday  ‘The Computing and Communications Tools Your Employees P
15:50- Need R—
16:50
‘ Speakers: Bob Hafner, Mark A. Location: Session Room A
! Margevicius ID: 264
y Session Type: Gartner Session Track: COM
Computing and communications toois are changing as a result of mobility,
virtualization and unifed communications and collaboration (UCC). These
new requirements, new devices (e.g., netbook, iPad) and traditional devices
with expanding roles (e.g., PCs as phones, smartphones as PCs) suggests
we need to revisit employee needs. We'll assess computing and
- communications work styles, and recommend the toois each will need.
Tuesday Roundtable: Achieving Services Integration in a Multi-sourced
iggg' World
) Speaker: Yim Longweod Location: Analyst/User Roundtable
Session Type: Roundtable Session Room
ID: 26AUR
Track: S¥R
This roundtable will cover the Muiti Scurcing Integrator role and what its
role is in ensuring seemiess end to end service delivery; how it fits into the
disciplined multi-sourcing; characteristics you should seek when selecting
MST's and what some of the providers capabilities are that results in
effective vendor management .
Tuesday Zen PPM: A New Approach to Driving Resulis in a Complex
12528_ World
’ Speaker: Ponna Fitzgerald Location: Session Room B
Session Type: Gartner Session ID: 268
Track: PPM
The science of complexity is evolving, While IT contributed to this rapid
evolution in complexity knowledge, IT is now being affected by it. Many IT
best practices, rooted in scientific management, are becoming worst
practices. We'll explore the joint evolution of complexity and IT - past,
present, and future.
Tuesday  Data Center Transformation - How to get started é‘ :
ig:gg' Speaker: Michele £. Caminos Location: Session ReomsC T -
' Session Type: Gartner Session ID: 26C
Track: O

Are you struggling to control the spiralling costs of running your data
center? You need 0 modernize your environment but not sure where to
start? Are you unsure how to align your current initiatives such as energy
saving, virtualization and cloud? This sessicn we will take a look at the data




center transformation journey; how it will impact your environment, IT staff
and business effectiveness.

Tuesday £10 Roundtable: Six IT Decisions IT People Shouldn’t Make ...
15:50- Alone
16:50
Speaker: Peter Weill Location: Room TBC
Session Type: CIO Program " ID: 26CP
Track: CXIO
Many companies are disappointed in the weak returns — and some outright
losses - generated by their IT investments. The problems stem mostly from
poor governance. Specifically, IT executives should not be left to make,
often by abdication, the choices that determine the impact of IT on a
company'’s business strategy. Peter will describe the six decisions regarding
business processes, IT spending, and IT strategy that are most crucial to IT
SUCCESS.
Tuesday  The Grand Challenges of Information: Innovating to Make Your | gnnl
iggg Infrastructure and Users Smarter :
' Speakers: Ted Friedman, Eric Thoo Location: $ession Room E
Session Type: Gartner Session ID: 26E
Tracks: BIIM, CIO
With unprecedented grawth in volume, complexity, and pace of the data
landscape, Cl0s and their teams need to identify break-through approaches
te dramatically increase their information management competencies. By
harnessing four key information infrastructure innovation forces, they can
begin to manage information as a strategic asset, identify patterns, and
support diverse information services,
Tuesday Executive Interview
15:50- Session Type: Executive Interview Location: Session Room F ADD
16:50 ID: 26F
Track: CIQ
wwwwww The CIO's Role in Managing the Exp:;;t mg Universe of o
Tuesday Technology
15:50- Speaker: John P. Roberts Location: Session Room & ADD ‘
16:50 Session Type: Gartner Session ID: 266G
Track: CIO
Many technologies are increasingly being used outside traditional IT
organizations, and many new stakeholders and roles are entering the
picture. This presentation will identify best practices in managing the rapidly
changing scope of technologies throughout the enterprise ecosystem.
T4+0 - The Most Critical Time of a Disaster - you Better Get It
Tuesday Riaht
17:00- 9 . ADD
18:00 Speaker: Roberts 3. Witty ID: 27A
Session Type: Gartner Session Track: SRM
The first four hours after a disaster are the most critical timewilﬁwr‘hanaging
the event. We'll detail how organizations - a publishing firm, healthcare
provider and public utiltiy - manage this "midnight hour" during crisis
management.
Roundtable: Getting Started with Application Qverhaul
Tuesday ¢ , P
peaker: Andy Kyte Lecation: Analyst/User Roundiable s e
17:00- Session Type: Analyst/User Session Room REGISTIER
18:00 Roundtable ID: 27AUR
Track: APP

This analyst / user round table offers clients the opportunity to hear the
chalienges faced by peer crganizaytions when considering how to get an
Application Overhaul program up and running.




Tuesday
17:00-
18:00

Infrastructure Utility Services: Understanding the Opportuntties
and Risks
Speaker: ¥im tongwood Location: Session Room B

Session Type: Gartner Session ID: 27B
Track: SVR

ADD

Traditional Data Center outsourcing or dedicated hosting no longer fits the
reguirement of competing organizations. Clients are looking for - and
providers are increasingly delivering - new industrialized services that aim
to couple the positive aspects of both outsourcing and Cloud Computing.
The success of infrastructure utility for SAP offerings and the emerging
offerings for a virtual/utility Data Center are clearing the path for more
choice and better services at a lower price.

Tuesday
17:00-
18:00

Is yvour network the weald link in cloud computing?

Speaker: Bjarne Muoinch Location: Session Room £ ADD
Session Type: Gartner Session ID: 27C
Track: COM

Promises of cleud computing offers rapid application deployment and
dynamic scaling. However, cioud computing rescurces will be accessed via
the public Internet and private networks both of which present challenges;
public internet does not easily support business ¢ritical applications and
typical private networks are rigid and static in nature. This session discuss
existing and emerging options:

Tuesday
17:00-
18:00

How fo use Thought Leadership te Maintain a Competitive Edge

Speaker: Scott Stein Location: Session Room D )
Session Type: Business Breakthrough ID: 27D ADD
Sessions Tracks: APP, BIIM, BPM, CIO, EA,

oM, 10, PPM, SRM, SVR

This session will look at the 9 key competencies of a Thought Leader and
what you can do to position yourself for 8 more competitive edge. Whether
you're a Manager aiming to be the CI0, or a CIO aiming to be CEQ - Scott
will teach you how to position vourseif to become a Thought Leader,

Tﬁesday
17:00-
18:00

Achieving Cloud Cnmpﬁ"’gi“z\i’g at Scale: A review of Architecture
and Methods
Speaker: Cameron Haight Location: Session Room E ADD

Sassion Type: Gartner Session ID: 27E
Track: IO

IT organizations are moving rapidly to ieverage virtualization in order to
become more “cloud-like” in terms of service delivery. But virtualization is
only a small part of the battle. Delivery of the next generation data center .. -
will require enterprises to think and act like the major cloud services
providers, This means potentially challenging the conventional wisdom upon
which 40 years of IT has been built upon.

Tuesday
17:00-
18:00

Google versus Microsoft - The Battle for Future Dominance
{And Apple's Sneak Attack)
Speaker: Tom Austin Location: Session Room F ADD

Session Type: Gartner Session ID: 27F
Tracks: S, APP

Google and Microsoft are investing bitlions of dollars every year, building out
data centers to support their cloud offerings, and hoping to be No. 1 in a
worid where the cloud is central to computing. We'll focus on the differences
between their strategies, and who is likely to succeed most at what.

Tuesday
17:00-
18:00

IT as Business Peers: Building a Businéwss-l':apab!e IT Workforce

Speaker: Diane Berry Location: Session Room G ADRD
Session Type: Gartner Session ID: 276G )
Track: CIQ




As IT becoimes more business-focused, the IT workforce acquires more
business capabilities. We'll exarine learning strategies that are helpfut at
each stage of this evolution,

Tuesday Contract Negotiation Clinic: ECM

17:00- Spea_ker: Kenneth Chin ) Location: Workshop Room REGISTER
18:00 Session Type: Contract Negotiation ID: 27WS

Clinic Tracks: BIIM, SVR

This workshop will focus on combining domain expertise with Gartner

negotiation best practices to lower the TCO of the CIO's ECM Strategy.
Ig'_aég?y Networking Reception ADD
19;30 Sessicn Type: Special Bvent )
Tuesday M ghfc Quaﬂ?ant: Enterprise Content Man gément
18:10- Speaker: Kenneth Chin Location: ITxpo Theatre 1 ADD
18:30 Session Type: Magic Quadrant and ID: 4MQ

ITxpo Theater Session Tracks: APP, BIIM

Enterprises consider enterprise content management (ECM) both a strategy

to deal with all types of content and a set of software products that can

manage the entire content life cycle. They want ECM solutions to help them

run, grow and transferm their businesses. ‘
Tuesday Magic Quadrant: Program & Portfo'ﬁaﬂﬁénégement
18:10- Speaker: Matt Light Location: ITxpo Theatre 2 ADDH
18:30 Session Type: Magic Quadrant and ID: 5MQ

’ ITxpo Theater Session Track: PPM

The PPM software market continues tc evolve and mature, heading

inevitably into what Gartner calls the "Trough of Disillusionment”.
Tuesday Magic Quadrant: Unified Communications
18:10- Speaker: Geoff Jol}nson Location: ITupo Theatre 3 ADD
18:30 Session Type: Magic Quadrant and ID: 6M0Q

ITxpo Theater Session Track: COM

A look at the strengths and weaknesses of the vendors in the Unified
Communications Magic Quadrant.

Wednesday A Mastermind Interview with Shane Robison, Executive Vice ( ;
ggfgg‘ President and Chief Strategy and Technology Officer, HP
' Speaker: Shane Robison Location: Session Roam G
Session Type: Keynote Session ID: 31K4

Tracks: APP, BIIM, BPM, CI0, EA,
COM, IO, PPM, SRM, SVR

Gartner Symposium/ITxpo is known for its Mastermind Keynotes worldwide.
These hard-hitting interviews with technology's leading CEQs reveal
corporate strategy, product direction and other questions our audience want
answered.

Wednesday Workshop: Best Practices in Data Quality Improvement: What
09:40- Works and What Doesn't

11:00
Speakers: Ted Friegman, Evic Thoo ID: 32wWsS
Session Type: Workshop Track: BIIM

l.earn from the experiences of your peers focusing on varicus data quality
challenges in their organizations. The discussion will range from business
case and organizational structures to the role and proper usage of data
guality tools.




Wednesday
10:90-
11:00

The Identity and Access Management Scenario

Speaker: Roberta 3, Witty Location: Session Roeom A
Sesslon Type: Gartner Session ID: 32A
Track: SRM

Enterprises need to ensure the right people can use the right resources at
the right time. Identity and access management (TIAM) optimizes your
efficiency and effectiveness in meeting this need. IAM can improve service
levels and facilitate regulatory compliance, but achieving its full value
requires a governance approach that works from strategic principles to
production operations.
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Wednesday
10:00-
11:00

Roundtable: Sustainability and the Supply Chain
Speaker: Marcus Blosch Location: Analyst/User Roundiable
Session Type: Analyst/User Bession Room

Roundtable ID: 32AUR
Track: BBEM

Sustainability is rocketing to the top of the business agenda. For industries
with a significant supply chain, this adds a new dimension of complexity. A
group of peers will discuss how they're applying technology to drive
sustainability in their supply chains. -

Wednesday
10:00-

Enterprise Architecture and Portfolio Management: Future State
as Risk Evaluation in Practice
Speaker: Bard Papegaaij Location: Session Room B

Session Type: Gartner Session 1D: 32B
Track: EA

Many enterprise architecture {EA) programs are less effective than they
could be because they waste time creating deliverables their target
consumers don't use. Marrying EA to portfolio management is an important
step for making EA actionable, intraducing future state risk as a daily
consideration for all investment decisions.

Wednes.day
10:00-

The Mobile Scenario: A New Age of Mobile Services
Speaker: Mick Jones Location: Session Rgom €

Session Type: Gartner Session 10: 32¢
Track: COM

In 2010 the mobile market will enter a new phase of competition and
evolution. Network technologies such as LTE will start to roll out, operator,
handset vendor and ecosystem hatties will become more intense, and new
types of mobile device and application will emerge. This scenario discusses
the trends that will define mohility through 2015 and their impact on
individuals and corporations.

Wednesday
10:00-
11:00

Enterprise Software Scenario
Speaker: Valentin 7. Sribar Location: Session Room D

Session Type: Gartner Session ID: 32D
Track: APP

Technologies in the enterprise software space are experiencing rapid
innovation. Changes to business requirements, IT investment pressures,
and new delivery models are impacting user decisions and therefore the
enterprise software market. This session will provide a broad view of the
enferprise software space and explain how they are evolving.

| At
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Wednesday
10:00-
11:00

The Impact of Hosted Virtual Dasktops on IT Infrastructure,
Investments, and Implementations
Speaker: Marit A. Margevicius Location: Session Room E
Session Type: Gartner Session ID: 32E
Track: I0




Centralizing the desktop in the data center is perhaps the hottest trend in
client computing. We cut through the hype, discuss the technology, and
share customer implementations and best practices to help identify if it is

right for you.

We%nesday Communicating with the Board i;;“m;:}j
ig:og— Speaker: Tina Nunno Location: Session Room &
' Sesslon Type: Gartner Session 1D: 232G
Wednesday Solution Provider Session f:w@ E
ﬂ;g Session Type: Seolution Provider Location: Session Room A
) Session iD: 33A
Wednesday Solution Provider Session (o)
ﬂj;g" Session Type: Scolution Provider Location: Session Room B -
) Session ID: 338
- " " "
Wednesday Solution Provider Session ig@ag
ﬁ:ég- Session Type: Solution Provider Location: Sessian Room € et
) Session ID: 33C
Wednesday Solution Provider Session {;{gﬁg};
g:;g- Sassion Type: Solution Provider Location: Session Room D R
: Session 1D: 330
Wednesday Solution Provider Session gﬁ&ifs{?f
ii:ég- Session Type: Solution Provider Location: Sessien RoomE 7777 -
: Session 1D: 33E
Wednesday Selution Provider Session
jii:ég- Session Type: Solution Provider Lecation: Session Room F
' Session 1D: 33F
Wednesday Soiution Provider Session
ﬂ:;g- Session Type: Solution Previder Location: Session Hoom &
' Session ID: 33G
Wednesday Magic Quadrant: Web Content Management [ﬁfﬁl
ig:ég_ Speaker: Kenneth Chin Location: ITupo Theatre 1 —

Session Type: Magic Quadrant and ID: 7MG
ITxpo Theater Session Track: BIIM

Organizations see Web content management as a pivotatl solution

component in driving new business value. Use this session reviewing the
WCM Magic Quadrant to understand the fresh vitality in the WCM market
and how Gartner rates the leading vendors and their packaged products,

Wednesday Magic Quadrant: Storage Resource Management and SAN
12:10- Management Software

12:30
Speaker: Phillip R, Sargeant Location: ITxpo Theatre 3
Session Type: Magic Quadrant and 1D: 9MQ
ITxpo Theater Session Track: IO

Wednesday Reoundtable: Put a Stake Through It's Heart - Kiiling Projects
12:55- and Programs

13:55 .
Speaker: Matt Light
Session Type: Analyst/User

Location: Analyst/User Roundtable
Session Room

Roundtable ID: 34AUR

Track: PPM
Wednesday Collaborative Decision-Making Platforms: & New Way to Make AR
12:55- Decisions e



Speaker: ¥an A, Bertram Location: Session Room B
Session Type: Gartner Session: ID: 34B
Tracks: BIEM, CIO

Decision making in any crganizaticn is essential to success, but decisions
routinely fail and lack transparency. CDM platforms are emerging to address
this challenge by bringing together the right information and decision
makers, assisted by relevant decision tools and templates to discuss an
issue, brainstorm and evaluate options, agree on a course of action, and
then capture best practices.

Wednesday Business Rules Are King
igjgg_ Speaker: Janelle B. Hill Location: Segsion Room €
' Session Type: Garkner Session 1D: 34C
Track: BPM
Business scenarios, policies and rules will represent management direction
and governance in managing the agility afforded by patterned based
strategies. Business rules help seek, are the outcome of modeling and direct
the' adpation of key decisions
Wednesday CIO Roundtable: Innovation -~ The Ultimate Survival Tool
i;:gg_ Speaker: Cralg Rispin Location: Raom TBC
‘ Sessien Type: C10 Program ID: 34CP
Track: CI0
You must innovate to survive today. CEOs agree - Craig surveyed 1,200 of
them and 99% believe that innovation is critical to their future survival. But
lass than 19% have a structured innovation program in place! Learn how
easy it is to create your own selffunding innovation program, and discuss
yvour ideas with other C-Level attendees.
Wednesday Cloud Computing: Changing the Vendor Landscape ;gs@m
12:55- . _— . Ll
13:55 Speaker: Daryl C. Plummer Location: Session Raom b
Session Type: Garkner Session ID: 34D
. Track: APP
Cloud computing is part of virtually all IT vendor strategies today. Yet there
is no clear leader in enterprise cloud computing. The result is that
enterprises must balance new vendors with the gradual acceptance of the
new technologies by established vendors.
Wednesday Fahric Computing in the Next Generation Data Center: What,
iggg' How and When
) Speaker: Errol Rasit Location: Session Room E
Session Type: Garktner Session ID: 34E
Track: T4
IT madernization is in full bloom and fabric computing is the new hely grail.
IT decisions will be riskier with more to gain, but more to lose. Learn to pian
and evaluate benefits and returns, assume initiatives, challenge vendors,
manage processes, understand maturity and learn of early customer
experiences.
Wednesday Executive Interview iﬁg}ﬁ;
12255_ Session Type: Executive Interview Location: Session Room F E—
13:55
ID: 34F
Track: CEO
Wednesday New Principles of IT Investment E;&;‘}g_‘;i
12:55- . i . ]
13:55 Speaker: Andy Rowsell-Jones Location: Session Room 6
Session Type: Gartner Session CID: 346G
Track: CEO




changed. Today, organizations must balance the need to keep IT costs in
check, manage risk, and drive innovation for the enterprise. This mandate
will radically alter the way many organizations identify, prioritize and
execute IT-driven initiatives.

Wednesday
12:55-

Wednesday

13:20-
14:20

Contract Negotiation Clinic: Infrastructure Qutseurcing
Speaker: Christopher Ambrose Location: Warkshop Room
Session Type: Contract Megotiation 1D 34Ws

Clinic Tracks: VR, IO

Contract Negotiation Clinics are small, hands-on workshops that deliver a
powerful combination of Gartner insight and peer best practices that will
position you well for you next contract negotiation ~ or renegotiation - with
strategic vendors. This clinic is specifically focused on infrastructure
outsourcing contracts.

€10 Roundtable: A Board of Director’s Perspective on IT
Speaker: Date Kutnick Location: Reom TBC
Sesslon Type: CIQ Program ID: 36CP

Track: CIO

Most CIOs have only a few (at best) opportunities to engage their Boards of
Directors (or the most senior agency/department leaders In government)
annually; and the sessions are usually limited in scope and depth. While
some Board members have a sincere interest in IT, most have only
*headline knowledge,” and more significantly, there are no."standardized”
approaches for evaluating IT performance, strategy, or the capabilities of
the CIO and the IT organization. Indeed, most Boards have difficulty
formulating the right questions to ask their CICs. Given most enterprises’
significant IT investment, and IT's increasing importance to enterprise
innovation and productivity, we believe this situation must change. Armed
with information coliected from interviewing a variety of Board members {as
well as personal experiences), Mr. Kutnick will explore preliminary findings
and best practices, seek input from participants, and propose a simple
framework that Boards ¢an utilize for evaluating IT economics and finance,
risk management and mitigation and business enablement, as well as
governance approaches that should be codified.

Wednesday Solution Provider Session ey
14:05 AR
14:50- Session Type: Solution Provider Location: Session Room A Fo ]
: Session : ID: 354
Wednesday Solution Provider Session iﬁm
Elgg_ Session Type: Solution Provider Location: Session Room B B
: Session ID: 358
Wednesday Solution Provider Session
jl'zigg_ Session Type: Seolution Provider Location: Sessian Room C
’ Session ID: 35¢
Wednesday Solution Provider Session
i:gg_ Session Type: Sotution Provider Location: Session Room D
: Session ID: 35D
Wednesday Solution Provider Session ls‘éﬁ{:ﬁ
ijgg- Session Type: Solution Provider Location: Session Room E o
: Session ID: 35E
- - s SO . e
Wednesday Solution Provider Session %fj o
i:jgg_ Session Type: Solution Provider Location: Sessien Room B e
! Session ID: 35F

Wednesday

Solution Provider Session




14.05-
14:50

Session Type: Sclution Provider Locatlon: Session Room 6
Sassion 1ID: 356G

Wednesday
15:00-
16:20

Communications

Speakers: Bob Hafner, Geoff Johinson  Location: Woerlishop Room
Session Type: Watrkshop ID: 36WS
Track: CGM

REGISTER

This workshop provides attendees with a framework, a high-level roadmap,
and examples for building a strategy and business case

Wednesday
15:20-
16:20

SharePoint 2010 - Is it Enterprise Class?

Speaker: Kenneth Chin Location: Session Room A ADD
Session Type: Gartner Session ID: 36A
Track: BIIM

we'll address the questions about functicnality, governance, deployment
strategies, cost management and strengths and weaknesses that have
accempanied SharePoint 2010's release.

Weadnesday
15:20-
16:20

Roundiable: Key Roles and Responsibilities for BPM Success

Speaker: Janelle B, Hill Location: Analyst/User Roundtable e
Session Type: Analyst/User Session Room REGISTER
fioundtable iD: 36AUR

Track: BPM

Becoming a process-managed enterprise has far-reaching effects on
organization roles, staffing and responsibilities. Here we explore the roles,
responsibilities and alternative organizational structures that accelerate BPM
maturity. :

Wednesday
15:20-

Case Study: Curing EA Autism - How to be Realistic with

Enterprise Architecture

Speaker: Deborah Weiss Location: Session Room B ADBD
Session Type: End-User Case Study 1D: 36B

Session Tracks: EA, CIQ, APP, BYIM, BPM,
COM, 10, PPM, SRM, SVR

Tom Graves States in his article The autism of Enterprise Architecture?

"architecture is: an active expression of 'the human experiences of knowing,

learning, communicating, formufating, recognising, adapting, mis-

communicating, forgetting, noticing, ignoring, chogsing, liking, dislkiking,

remembering and misremembering’. All those myriad technical details are .
important, of course, but it’s the human factors that make it work. Falling <=
back into the *autism’ of conventional IT-centric EA is a guaranteed route to

failure: we forget that fact at our peril”. Scive EA Autism by putting the

theory on the shelf (but not throwing it away), this case study shows that

value is delivered from an EA program that is well integrated and

uniderstood. You need to have a lofty goal but define a pragmatic place to

start and make sure the EA program is properly scoped and focused on real

world execution.

Wednesday
15:20-
16:20

People and Projects: Managing Change, Expectations and
Engagement
Speaker: Donna Fitzgeraid Location: Session Room € ADD
Sesslon Type: Gartner Session ID: 36C

Track: PPM

Are you delivering ontirne and within budget, but still not getting “credit” for
successful execution? Do your business sponsors disappear after the project
kickoff? Does anyone read your status reports? What's going on here? We'll

provide personal tools - frameworks, modeis and approaches for better




expectation management and stakeholder engagement.

Wednesday
15:20-
16:20

Next Generation Data Center - Creating Scalable, Energy
Efficient Environments :
Speaker: David ). Cappuccio Location: Session Room D ADD
Session Type: Gartner Session ID: 36D
Tracks: 10, CI0Q

Is it possible to bulld the 60 year data center? This presentation will look at
emerging trends in retrofitting existing data center space or building
smaller, more energy efficient, and yet highly scalable data centers that can
have lifecycles well beyond 60 years.

Wednesday
15:20-
16:20

Top 10 Collaboration Failure Modes and How To Avoid Them

Speaker: Tom Austin Location: Session Room E ADD
Sesslon Type: Gartner Session ID: 36E
Tracks: BYIM, Sf

Despite (or perhaps because of) vendor-push for infrastructure rollouts,
rogue users finding what they need “out there on the Internet” and user-pull
demanding “better” tools, enterprise colfaboration strategies are often
wanting for coherent, positive results. We will review what we see as the top
10 governance, planning and implementation errors and provide successful
alternative approaches,

Wednesday
15:20-
16:20

CRM and ERP Scenario: Designing Business Processes from the
Outside In
Speaker: Yvonne Genovese Location: Session Room F ADD
Session Type: Gartner Session 1D: 36F

Track: APP

Increasing consumer demands, a chactic economy, and a changing supplier
base are driving enterprises to focus externally on customers and market
dynamics. This presentation will explain how this transition will affect your
business and your ERP, SCM, and CRM strategy, provide concrete action
items, and summarize management strategies for dealing with
megavendors like SAP, Oracle, and Microsoft.

Wednesday
15:20-
16:20

Machiavellian CI0 3‘0:-1;“& and War

Speaker: Tina Nunno Location: Sessien Room G ADD
Session Type: Gartner Session ID: 366G
Track: CIO

We'll draw upon the wisdom of 15th-century political philosopher Niccolo
Machiavelli to help CIOs with two critical challenges: Gaining love and
waging war. Machiavelii felt those who fail at these or avoid them are
ineffective leaders who will fail. In Machaivellian reality, nothing is fair in
love or war.

Wednesday
16:30-

Developing a Strategic Vendor Management Program

Speaker: Christopher Ambrose Lecation: Session Room A ADD
Session Type: Gartner Session ID: 37A
Track: 8VR

Some vendors are more critical than others in your IT and business
environment, The important vendors will be inclined to build a relationship,
while others will seek opportunities for improved collaboration. But which
vendors are which, and how can customers cut through the sales speak of
product or service providers and move these relationships forward? This
presentation helps you to identify those vendors who are truly strategic and
shows how to develop a management program for them and how emerging
Cloud and Saas providers might be positioned in your program.




Wednesday Monoliths, Megaliths and Macadam: A Publie~-Sector Perspectwe

16:30-
17430 on Three TJAM Paradigms

Speaker: Jan-Martin Lowendahi Location: Analyst/User Roundtable REGISTER
Session Type: Analyst/User Session Room
Roundtabie ID: 37AUR

IAM is now considered essential infrastructure. However, C10s are not dene
when a central IAM solution is installed. There is a need to develop an IAM
strategy involving the three essential parts: organization-centric, federated
and user-centric IAM. Organizational agility in terms of scurcing strategy
and organizational outreach, as well as citizen/student and staff intimacy,
depend on it.

Wednesday Build a Key Risk Indicator Catalog to Link Risk and Security fo

16:30-
17:30 Corporate Performance

Speaker: Roberfa 1. Witty Location: Session Room B ADD
Session Type: Gartner Session 1D: 378
Track: SRM

Mapping key risk indicators (KRI) into business-centric key performance
indicators (KPI) is an excellent, but very challenging, way to link risk and
security to corporate performance. We've developed a foundation catalog of
beth KPIs and KRIs to help risk officers develop their own set.

Wednesday Enterprise Architecture for CIOs: Are You Sure You Know What

igfgg' EA Really Means to You and Your Organization? _
’ Speaker: Richard Buchanan Location: Session Room € ADD
Session Type: Gartner Session ID: 37C
Track: EA

The term "enterprise architecture” {(EA) means different things to different
peopie. Marketplace hype has muddied C10s understanding of what EA is
truly about. This sessicon Clears up commaon misperceptions and clarifies
what EA really is, how it works, and what value it delivers to the IT
organization and the business.

Wednesday Achieving the Right Balance Between Internal IT Staff,

igfgg' Temporary Contractors, and Qutsourcing
) Speaker: Steve Bittinger Location: Session Room E ADD
Session Type: Gartner Session 1D: 37E
Track: CIQ

AusAustralia’s Gershon review of federal government IT mandated reduction
of contractor numbers by 50%. Many IT crganizations similarly struggle to
achieve the right resource balance between in-house staff, temporary
contractors, and outsourcing, How can IT Leaders assess whether they are
effectively balancing these alternative types of resources to optimize
cutcomes for their organization?

Wednesday MHow to Think Like a Futurist

iggg_ Spea_ker: Craig Rispin Location: Session Room F
Session Type: Business Breakthrough ID: 37F ABD
Sessions Tracks: APP, BIIM, BPM, CIO, EA,
COM, IO, PPM, SRM, SVR
Futurists think differently from most people. They analyze trends, anticipate
significant changes and heip their clients create preferable futures using
techniques developed over decades. You too can think like a futurist - Craig
will teach you futurist systems and methods tc help you see potential
threats and opportunities that you couldn’t see before.
Wednesday Executive Intarview ADD

16:30-




17:30 Session Type: Executive Interview Location: Session Room G
ID: 37G
Track: CIO
Wednesday Magic Quadrant: BI Pletforms 2010
i;:gg_ Speaker: Ian A, Bertram Location: ITxpo Theatre 1 ADD
' Session Type: Magic Quadrant and ID: LOMQ
ITxpo Theater Session Track: 8I¥M
In 2009, megavendors held almost two-thirds of business intelligence
platform market share. But impatient business users increasingly turned to
pure-play BI platforms, particularly those of small innovative vendars, to fill
usability and time-to-value needs unmet by the larger vendors.
Wednesday Magic Quadrant: Application Performance Monitoring
17:40- . . o
18:00 Speaker: Cameron Haight Lecation: ITxpoe Theatre 2 ADD
Session Type; Magic Quadrant and ID: 11MQ
ITxpo Theater Session Track: IQ
we'ill review the Gartner Magic Quadrant for Application Performance
Monitoring. 7
Wednesday Magic Quadirant: Wireless LAN Infrastructure (Glohal)
g:gg_ Speaker: Biarne Munch Lecation: ITxpo Theatre 3 ADD
' Session Type: Magic Quadrant and ID: 22MQ
¥Txpo Theater Session Track: COM
We'll review the Gartner Magic Quadrant for Wireless LAN Infrastructure
(Global).
Wednesday 20th Anniversary Celebration
18:30- ) . . ADD
Session Type: Spaciat Event

20:30

Thursday

it e i

Global Sourcing: A Market in Continuous Evolution

gggg' Speaker: JYim Longwood Location: Session Room A
: Session Type: Gartner Session ID: 444
Track: SVR
Use of Global Delivery continues to grow, but the maturity of services and
the presence/capabilities of providers across the globe is not uniform. This
presentation analyzes the current landscape of providers and explores how
to optimize their talents to deliver valua to your organization for tradtional
or emerging cloud service offerings.
Thursday  Roundtable: Best Practices in Maturing the EA Program REGIS T
gggg' Speaker: Richard Buchanan Location: Analyst/User Roundtable
! Session Type: Analyst/User Session Room
Roundtable ID: 431AUR
Track: E&
Leveraging our Enterprise Architecture (EA) Maturity Model, we'li discuss the
key componants of EA maturity and how to leveage them for faster results.
Thursday  The Lean Project Management Office: From Prioritization to 1ﬁsm}§
ggfgg' Process Improvement  —
) Speaker: Matt Light Location: Session Room B
Session Type: Gartner Session iD: 41B
Track: PPM

Uncentrolled project and application portfolios result in excessive levels of
unplanned IT “waste.” But when proegram management offices (PMOs)
become too much like "process police" and "paper pushers,” they're




perceived as part of the waste and disbanded.

Thursday
08:30-
09:30

Enterprise Content Management: Best Practices and ;ﬂkg}mj
Benchmarks —
Speaker: Kenneth Chin Location: Session Reom C

Session Type: Garkner Session 10: 41C
Tracks: BIIM, BPM

After years of fragmentation, frustration and consclidation, enterprise
content management {ECM) best practices are emerging that showcase its
potential for ROI. Business buyers want clear business cases for further
investment, and we've gathered some of the best proof points. We'll also
feature a new Magic Quadrant, case studies, and mefrics for success.

Thursday
08:30-
09:30

Get Tribal — Improving Your Workplace Culture

Speaker: Michael Henderson Location: Session Room D

Session Type: Business Breakthrough 1D: 41D

Sessions Tracks: APP, BIIM, BEPM, CIO, EA,
COM, IO, PPM, SRM, SVR

Learn the 10 mistakes organizations and teams typically make with their
workplace culture and how {o avoid them to increase performance in your
organisation. By combining his experience as an anthropologist and
entrepreneur Michael will heip you unlock even the toughest cultures.

Thursday
08:30-
09:30

Top 10 Strategies for Surviving Unconstrained Pata Growth

Speaker: Phillip R. Sargeant Location: Session Room E
Session Type: Gartner Session ID: 41E
Track: 10

Data is growing faster than our ability to manage it. We'll describe a top-
down approach that can be incrementally deployed to manage data growth
that adds business value using an understanding of applications, demand
drivers, service-level agreements, real-world user hehavicrs, management
policies, data classification techniques and storage technologies.

Thursday
08:30-
09:30

Putting Customer Patterns Into Context

Speaker: Yvonne Genovese Location: Session Room F
Session Type: Gartner Session ID: 41F
Track: APPE

Understanding consumer patterns and driving new patterns can be a
powerful way to deliver the right products and services and drive demand.
Context aware computing can be the interface to the consumer for
understanding and driving new patterns. Attend this session to understand
how to gleen consumer patterns from actions and drive demand by being
contextuatly aware through technology!

Thursday
08:30-
09:30

Firestorm! Process and IT Lessons Learnad From Victoria's
Bushfires
Speaker: Denise Ganly Location: Session Room &

Session Type: Gartner Session ID: 416G
Track: CIO

The Black Saturday bushfires in 2009 killed 173 people. The Royat
Commission investigating the causes determined that process and IT
failures contributed to the high death toil. This presentations will look at
these failures, what could have been done to prevent them and how the
outcomes can be applied to any organization.

B
o
A

Thursday
09:40-
10:40

If You Want To Overhaul you'll have to Simplify

Speaker: Brian Prentice Location: Session Roam A
Session Type: Gartner Session ID: 42A
Track: APP




This session will explain why application simplification is central to the
overhaul process and how, specifically, simplification processes can be
implemented in the IT organization

Thursday
09:40-
10:40

Three Styles of Securing Public and Private Cloud Computing ?&m‘;i
Speaker: Andrew Walls Location: Sessien Room B
Session Type: Gartner Session ID; 428

Track; SRM

Security issues have already been a barrier to cloud adoption, and Gartner
foresees enterprises adopting three major “styles” in securing cloud services
for business benefit. Here's a methodology for matching the most effective
and efficient approach to staying secure while taking advantage of
consumer-grade technologies.

Thursday
09:40-
10:40

Enterprise Business Architecture: Uniting Business and IT @g@"j

Speaker: Bard Papegaaij Location: Session Rooem €
Session Type: Gartner Session | ID: 42C
Track: EA

Leading crganizations know “our business is IT and IT is our business.”
Enterprise architects are in a unigue position to enable and lead this
unification of business and IT. One crucial aspect s leveraging an enterprise
business architecture {(EBA) as a conduit for engaging business leaders, and
understanding the ripple effect of business changes on peonle, process,
informaticn and technology.

Thursday
09:40-
19:40

CIC Roundtable: Sustainable Business Systems RECTRTER]
Speaker: Marcus Biosch Location: Reom TBC

Session Type: CI0 Program ID; 42CP
Track: CI0

Software applications and services to support sustainable business action
are a major new issue for end users and a significant growth oppertunity for
vendors. Vendors are scrambling te be market makers and communicate
value propositions and solutions. We'll lead a discussion of peers related to
this important, emergent and rapidly growing new solution market.

Thursday
09:40-
190:40

Case Study: CLP Power Hong Kong iﬁ;gm?

Speaker: Andre Biumberg Location: Session Room D

Session Type: End-User Case Study ID: 420

Session Tracks: APP, BIIM, BPM, CIO, EA,
COM, 10, PPM, 5RM, SVR

Thursday
09:40-
10:40

The External Information Crisis: Will IT Step Up? gg‘g‘},g}%
Speaker: Tom Austin Location: Session Room E

S
Session Type: Gartner Session ID: 42E
Tracks: S, BIIM, APP

The application of IT is about to get turned upside down and inside out.
External information is unstructured, ill-disciplined, imprecise, far more
plentiful and extremely valuable. It is the essence of business, which is
similarly imprecise and fast moving. It impacts all phases of an enterprise’s
business, from intelligence gathering, through innovation, marketing,
distribution and support. ’

Thursday
09:40-
10:40

The Next Frontier of Mobile Application Development: A
Consumer-Oriented, Context-Aware :

Speaker: Mick Jones ID: 42F
Session Type: Gartner Session Track: COM

Fragmentation and consumerization will rule, and megavendors will try to
position their offerings for both enterprise and consumer markets.
Organizations can capitalize on new business opporiunities by not just




viewing mobile applications as a bolt-on capability, but as strategic
platforms to shape CRM, e-commerce and m-commerce initiatives into
context aware experiences.

Thursday  Solution Provider Session
ii:gg' Session Type: Solution Provider Location: Session Room A
) Session iD: 43A
Thursday  Solution Provider Session i;kmjg’
ﬂjgg' Session Type: Solution Provider Location: Session Room B
) Sesgsion ID: 438
Thursday  Solution Provider Session 1%;};3;
ﬂjgg" Session Type: Solution Provider Lecation: Sessian Room € i
’ Session ID: 43C
Thursday  Selution Provider Session g;&;g}
ﬁjgg' Session Type: Solution Provider Location: Session Room D -
! Sassion ID: 43D
Thursday  Solution Provider Session }&m‘}}
E]gg“ Session Type: Saolution Provider Location: $ession Room E
' Session ID: 43E
Thursday  Solution Provider Session
ﬁ:gg_ Session Type: Sclution Provider Location: Session Room F
. Session ID: 43F
Thursday  Solution Provider Session
ﬂ:gg' Session Type: Selution Provider Location: Session Raom G
! Session ID: 436G
Thursday A Mastermind Interview with Matt Goldberg, CECQ, Lonely Planet
gfgg' and Chris Boden, Global Director Emerging Platforms, Lonely
; Planet
Speakers: Chris Boden, Matt Goldberg Location: Session Room G
Session Type: Keynote Session ID: 44K5
Tracks: APP, BIIM, BPM, CI0, EA,
COM, 10, PPM, SRM, SVR
Gartner Symposium/ITxpo is known for its Mastermind Keynotes worldwide.
These hard-hitting interviews with technology’s leading CEQOs reveal
corporate strategy, product direction and other questions our audience want
answered,
Thursday  Magic Quadranit: Data Warehouse Database Management ;33&
iggg Systems
) Speaker: Eric Thoo Location: £¥xpo Theatre 1
Session Type: Magic Quadrant and ID: 13MGQ
ITxpo Theater Session Track: BYIM
We'll review the Gartner Magic Quadrant for Data Warehouse Database
Management Systems.
Iguorssdav Magic Quadrant: The Enterprise Wireless Email ADD
13225' Speaker: Robin Simpson Location: ¥Txpo Theatre 3
‘ Session Type: Magic Quadrant and ID: 15MQ
ITxpo Theater Session . Track: COM
We'll review the Gartner Magic Quadrant for Enterprise Wireless Email.
'{guﬁ)dav Magic Quadrant: Asia Pacific Network Service Provider tann|
10- H i
13:30 Speaker: Bjarne Munch Location: ¥¥Txpe Theatre 2



Session Type: Magic Quadrant and ID: 18MQ
ITxpa Theater Session Track: €OM

In this session we'll review the Gartner Magic Quadrant for Asia Pacific
Network Service Providers.

Tgugfjdav Magic Quadrant: Business Process Management Suites g}mgé
13:55- Speaker: lanelle 8, Hill Location: ITxpo Theatre 2 A
! Session Type: Magic Quadrant and ID: 20MQ
ITxpo Theater Session Track: BPM
Organizaticns launching Business Process Management initiatives encounter
scores of BPMS vendors offering "BPM Solutions”, This session discusses the
current and future vendor landscape and provides vendgr/product selection
guidance for users.
Thursday  Roundtable: Measuring and Managing Application Maintenance
iif:g' Teams
) Speaker: Yvonne Genovesse Location: Analyst/User Roundtable
Session Type: Analyst/User Session Room
Roundtable ID: 45AUR
Track: ARP
This is an Analyst / User Round table that will allow interested clients to
meet others who want to know how te get better vaiue from application
maintenance.
Thursday  Outsourcing & Cloud Services: a whole new competitive [é@@}
izfjg' landscape in Australasia
) Speaker: Rolf Jester Location: Session Roam B
Sessicn Type: Gartner Session ID: 458
Track: SVR
Today's business-as-usual outsourcing is NQOT the model for the future.
Buyers are confronted today with an array of over-hyped alternatives, and
as always, the providers are making the situation more confused. The
potential savings and benefits from effective use of the newer models like
Saas and other cloud services are great; the risks are high too. Buyers need
a secure guide to this new landscape. We'll clearly depict teday's
competitive lanscape, naming names, but aiso show how this is rapidly
changing as new types of services and new types of providers are offering
new types of value
Igu‘:%dav Best Practices for Selecting a Business Process Management gm;;
145~ wi st
14:45 Suite )
Speaker: Janetle B, Hill Location: Session Ream C
Session Type: Garkner Session ID: 45C
' Track: BPM
A business process management suite (BPMS) is the best composition
environment for BPM initiatives. But buyers are finding it impossible to
distinguish among products because they are increasingly based on open
standards {e.g., BPMN). We'll share best practices and decision framewaorks
for evaluating BPMS products.
Thursday CI0 Roundtable: Improving Warkplace Culture
13:45- Speaker: Michael Henderson Location: Roasn TBC REGISTER
. Session Type: CIG Pregram ID: 45CP
14:45
Track: CIO

Discuss your workplace culture with Michael and other C-Level attendees.
Learn how to avoid the common mistakes that leaders make and how to
increase performance in your organization.

Thursday

Reshaping Storage infrastructures for the Next Decade ' ADD




13:45- Speaker; Phillip ®. Sargeant Location: Session Room D
14:45 Session Type: Gartner Session 1D 45D
Track: X0
The design point of storage infrastructures is moving past meeting service-
level agreements and regulatory requirements t¢ supporting an agite
computing envirenment that is increasingly characterized by its use of
server, storage and desktop virtualization.
Transforming the Enterprise: A Day in the Life of the Social
Thursday Media Steering Committee
13:45- Speakers: Famn Austin, Kenneth Chin, Location: Session Room F ADD
14:45 Date Kutnick, Brian Prentice, Robin ID: 45F
Simpson, Andrew Walls Tracks: APP, BIIM, BPM, CIO, EA,
Session Type: Gartner Session COM, 10O, PPM, SRM, SVR
In this panel presentation, Gartner analysts will take on the roles of CIlo,
CFQ, CISO, Business Development Director and more to dissect the drivers
and challenges of business innovation with social media.
Thursday Implementing Lean in IT
13:45- Speaker: Andy Rowsell-Jones Location: Session Reom G ADD
14:45 Session Type: Gartner Session ID: 45G
: Track: CIQ
Lean, management discipline proven to reduce waste in IT is hard to
implement. This presentation shares lessons learned by CIOs now lessons
have leading CIOs now profiting from Lean in their IT crganizations.
Thursday Contract Negotiation Clinic: Infrastructure Quisourcing
13:45- Speaker: Christopher Ambrose Location: Workshop Room REGISTER
14:45 Session Type: Contract Negotiation ID: 45WS
i Clinic . Fracks: VYR, 10
Contract Negotiation Clinics are small, hands-on wérkshops that deliver a
powerful combination of Gartner insight and peer best practices that will
position you well for you next contract negotiation - or renegotiation - with
strategic vendors. This clinic is specifically focused on infrastructure
outsourcing contracts. :
Thursday Managing Social Media Security Risks
14:55- Speaker: Andrew Walls Location: Sessien Room A ADD
15:55 Session Type: Gartner Session ID: 46A
Track: SRM
Your staff are talking to the world on social media. IT organizations are
under pressure to identify, monitor and control security in social media,
Discuss the issues with your peers and discover new, effective management
practices,
Roundtable! Using Service Providers to Make Cloud Happen
Thursday Speaker: Roif Jester Location: Analyst/User Roundtabie s e
14:55- Session Type: Analyst/User Session Room REGISTER
15:55 Roundtable ID: 46AUR
Track: S¥R
Traditional and offshore service providers are building cloud services
capabilities to avoid falling behind. In this roundtable session you'li hear the
differences between providers to help you choose the right partner to make
your Cloud strategy, a reality.
Effective Enterprise Architecture Governance Plays Several
Thursday Rofes in IT Governance
14:55- Speaker: Bard Papegaaij Location: Session Reom B AbD
15:55 Session Type: Gartner Session ID: 468

Track: EA




Enterprise architecture {EA) governance has important roles to play on the
demand and supply sides of IT governance. We'll discuss the key
characteristics of EA governance to improve the business/IT relationship, as
well as important considerations for designing effective EA governance.

Information Governance: What Every CI0 Should Know

Thursday
14:55- Speaker: Ted Friedman Location: Session Room € ADD
15:55 Session Type: Gartner Session ID: 46C

Tracks: BIIM, CIO

Governance is one of the most hyped and misused terms today’s business
lexicon. What does governance mean, how is it done and where should IT
focus its efforts to ensure that information is governed correctly? Succeed
by understanding the role of information governance in the business and
working with business leaders to ensure the proper standards, processes,
staffing and metrics.

Thursday The Real Value of Open Government

14:55- Speaker: Andrea Oi Maio Location: Session Roam D ADD
15:55 Session Type: Gartner Session ID: 46D

As most governments strive for transparency, participation and
collaboration, there is limited understanding of the actuat benefits, costs and
risks of greater openness and engagement, which may lead to many
initiatives not to be sustainable. This session describes how open
government can be turned to an agency's advantage and_become part of its
normal course of business.

Reboofing Open-Source Software — It's Time to Start Again

Thursday - : )
14:55- Speaker: Brian Prentice X Location: Session Roem E ADD
15:55 Session Type: Gartner Session ID: 46E
Track: APP
As a distinct and disruptive trend, open source software is on its deathbed.
In its place wili emerge a set of practices that will become standard
operating procedure wherever software is created. Think just-in-time in
manufacturing: Disruptive in the 1970s, standard practice today.
Thursday Networking and Mobility for the Next Decade
14:55- Spea'ker: Bob Hafner . Location: Session Room F ADD
15:55 Session Type: Gartner Session ID: 46F
' Track: COM
New demands on énterprise communications require new stratgies. Video,
mobility, unified communications, virtualization, and cloud computing will
require us to rethink how networks are designed, how they are built, and
how they are run, Mganwhile, the vendor landscape has transformed
radically. Leading this change requires foresight; merely reacting is not
enough.
Thurécéay How to Develop a Rational and Realistic Social Media Strategy
14:55- Spea~ker: Anthony Bradley . ' Location: Session Roomn G ADD
15:55 Session Type: Gartner Session ID: 456G
! Tracks: APR, CIO
Some people tout social media and social networking as the greatesf
invention since the world wide web; others fear the loss of privacy or simply
don't care what strangers had for lunch. This presentation will examine how
to deveiop a social media strategy and explore how social media can be
used most appropriately for business benefit.
Thursday The Emerging ‘Enterpr:se PMO . -
16:05- Speaker: Denna Fitzgerald Location: Session Room A ADD
17:05 Session Type: Gartner Session ID: 47A

Track: PP




A continuing trend we see for 2010 is the increase in the formation of
Enterprise Program Management Offices. While there are many factors
pushing this trend forward, one of the maost significant is the need to merge
technology and business process projects under the same organization. In
this presentation we’ll explore the EPMO as a management unit.

Preparing For Data In The Cloud: What Matters To CI0s

Thursday ? _ )
16:05- Spea'ker: Eric Thoo ) Location: Session Room B ADD
17:05 Session Type: Gartner Session 1D: 478
Tracks: BIIM, CIO
Evolving data management strategies and alternative ways to deploy tools
are emerging through cloud computing and software-as-g-service {Saas).
CIOs and IT leaders focusing on information management initiatives will
need to address opportunities and challenges with the business and within
IT to fulfill the organization’s information needs — including the
management of enterprise data in the cloud.
Thursday Critical Factors for Effective Multisourcing Management _
16:05- Speaker: Linda R. Cohen Location: Session Room C ADD
17:05 Session Type: Gartner Session ID: 47¢C
Track: SVR
Managing multiple service providers requires new skiils, processes and
metrics. This session will uncover the most effective approaches being
applied today in managing the complexity of muitisourcing. These skills will
become even more important as users engage an increasing numbers of
cloud and Saas service providers.
Thursday The Big Migration - Windows 7 and Office 2010 '
16:05- Speaker: Mark A. Margevicius Location: Session Reom D ADD
17:05 Session Type: Gartner Session . IDr 47D
Track: L0
With mare than 80 percent of organizations skipping Vista, Windows 7 has
become a critical project that will touch every PC in almost every
organization. Deciding what office product to deploy is another multimillion-
dotlar decision. Deploying Windows 7 and Office 2010 correctly (or selecting
an appropriate alternative) means saving money and being ready to support
future business applications.
Thursday Debate
16:05- Session Type: Debate Location: Session Room E ADD
17:05 . ID: 47E
Thursday How to Reduce the Total Cost of Qwnership of Applications
16:05- Speaker: Andy Kyte Location: Session Room F ADD
17:05 Session Type: Gartner Session ID; 47F
Track: APP
The project is finished and the application goes live. BUE the popping of
champagne corks simply celebrates the end of the beginning - the hard
work and the major expense is all yet to come. Applications are expensive
to own ~ but they don't have to be so expensive ~ there are technigues that
any application team can adopt that have a substantial effect on the total
cost of ownership. Come along and find out what they are.
Thursday Combine Strategy and Léadership o Maximize IT's Contribution
16:05- Speaker: Dave Aren Location: Session Room & ADD
17:05 Session Type: Gartner Session ID: 476G :
Track: CIO

Strategy alone isn’t effective as an analytical discipline. Leadership as an
isolated capability is powerful, buf not necessarily focused. Combining the
two results in an effective focused organization, ultimately maximizing IT's




contribution to business results, We'll draw together Gartner’s IT strategy
and recent leadership work, and discuss how to combine them effectively.

Thurédéy Locknote

17:15- Session Type: Keynote Sessien Location: Session Room &
18:00 I10: 48
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The Cloud-Computing Scenario

Concluslon: Benefits perceived are not always benefits reallzed in the cloud.

Potential Cloud Benefits: Why Are People
Doing This?

+ A shitt from “capacity” an demand to "capabiiity™ an demand
- Decreased time to acquiring a capabilty dur 10 "low barriets to enlry”
+ Morfe effeclive agitty and use of resuurces

o ng 5 ing theough
the work beiter)

- Mo eplions through more service providers

{1.e, somaane elee 4005

* Reduced cest of computing resources
- Glear line of sighl lo costs of compug resources
-+ Reduced power, cooling and Space requirements costs

- Increasad flexikility of expandifures through oparating expensas, ralher than
CBpital expenses

- More linaly largeted use of resources by paying only for what is needed
* Ashifi from technofogy use 10 "value™ consumption
+ Consumers pay for what they want o go, rather 1han for pleces of technology

- Reeulls evaluaiad based on outcames
Gartner.

Gartner is seeing an of adoption al cloud puting and cloud scrvices ameng enferprises, and-an
explosion of supply-side agtivity as technology praviders mancuver to exploit the growing commercial
oppertunity (sce "Ceol Vendors in Cloud Management. 2010, G0G175098 and "Coo! Vendors in Web
Technologies, 2010, GOO174929).

After many years af germination (most notably in the $aa% arens), the core ideas at the heart of cloud
<amputing — pay for use, multitenancy, extemal services — appear to be resonating more and mare strongly
for more and more people (see "Predicts 2010: Cloud Camputing Emerges From the Hype, Scope and Issucs
Cemand Clarification,” GOD173044). Ag IT solution that can deliver functicnality less expensively and with
more agility — rcmcmbcring that time is money — is hard to ignore against this background.

More fund: , eloud puting has become more material becawse the challenges inherent in

technology based on the principles of previous eras — complex, custom, expensive solutions m.mabl.d by Idrbc
in-house IT teams — have become greater, and the (zheoretical) benefits of cloud computing, in addressing
these challenges, have matured 10 beeome mors appropriate and atiractive 10 all types of enterprises.
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The Cloud-Computing Scenarie

The Cloud-Computing Scenario

Strateglc Planning Assumption: Before year-end 2013, cloud computing will reach its
highest single-year rate of adoptlon for companies with over 1,000 employaes.

Cloud Risks: 70% of Companies With Over 1,000 Employees
Have Not Yet Started a Cloud Initiative — What Helds Them
Back?

ClawLomping Strategy
and npismentakon

« Security: Can you trust il?

Key isstes

1. How will cloud computing be defined and

= Lack of compliance reporting Frmpe—
and auditing R earistng evolve?
» Ensuring guality and fo—— 2. How will cloud computing affect the strategy
predictability of servica and oty and direction of IT and business?
service remediation . )
. Delivaring and veriing e shmonon 3. What vendors, markets and industries will be
reduced cosl over on- . transformed by the cloud-computing
premises computing PR e phenomenon?
{business case costs
and benefits) Have airsady
anplemented
+ Remsdiation of failures
= Align business need wilh ¢ * Pmcsct t ®
actual cioud reality
T Ge i Gartner Gartner
Cloud computing carries specific risks that are sluwiﬁg corperate adaptien. For example, eloud providers that Claud computing is "a siyle of computing where scaluble and elastic FTereluted cupubllities are provided 'ax

serve a large number af” custemers generally cannot taitor contracts to address the individual needs of a given
customer. As a resull, most public cloud services operate the same way for a1l eustomers, with anly minor
dilferences. This commoditizativn of service delivery introduces risks to service consuimers, whko may have
littk: power iCa provider fails to deliver what is promised.

If cloud services are comnoditized, providers should offer stronper customer guarantees across areas such as
ownership of data, service-kevel agreements (SLAs) and technical requirements, How ever, service praviders

i service’ te external customers using Internet technologivs. " It heralds an evolution of business — no less
influential than the era of e-business — in positive and negative ways. I1's become a hot industry term that's
been used in many contradictory ways, Overall, there are very real trends toward cloud platforms, 2nd also
toward massively scalable processing. Virtuatization, service orientation and the Internet have cenverged to
spensor a phenomenan that enables individuals and businesses 1o chaose how they'll acquire or deliver IT
services, with reduced emphasis on the constraints of traditional software and hardware licensing models.
Services delivered through the cloud will foster an ccanomy based on delivery and consumption of everything

vary greatly in the pro hey ly offer. ify are effered at all. In addition, both providers - N " g ?
g aras e o . 3 - - Trom starage ta computation ta video 1o fimance deduction management. This presentation defines eloud
and ¢ share resp itics far the r p, and cach side must take action to achieve praper " L i ) n N
. computing, expeses potential risks and opportunitics, and cxamines the next evelution of business.
busincss outcomes.
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The Gloud-Computing Scenario

Key Issue: How will cloud computing be defined and evolve?

Definition: Gartner defines cloud computing as “a style of computing whare scalable and
elastie |'T-refatad capabltities are provided 'as a service’ to external customers using Internet
technologles,”

Gartner's Definition of Cloud Computing and
the Crmcal Attnbutes nf Cloud Serwces

Ganner defines cloud computing as "a sly!e ol :nmputing wh:re u:a!ab!e and
oiaatic [T-related capabifties are provided "as a sarvice’ 1o customers using
tnternat tachnotopies”,

Flve attributes that support oitcomes

Censumer concems are abstragted from providar

e Service-Based conceins through service intesfaces,

Senvices scale on-demand to add or remove
Hralable and
. Elastic. . feeouomaas T .
. Servlcos share a pool of resounces to build
o Shared ecanomics of scale.

Serviges are iracked with usags metrics 10 enable
o Matered by Uso muttiple payment models,

Internat T Surwcusam delivered Ihrwgh use of ilemal
e o iers, formats Bnd

Gartner

Dyuring the past L5 yeurs, o continuing trend toward 1T industrializution has grawn in popularity. 17 services delivered vin
hardware, software and people ars bu ran repeatable and usable by o \\|dm r.m;c ofcuslumcrs and service providers,
This is putily bécuuse of the and Satdization of I alization and the rise of service-
oricnted sofiware architectuecs. and (most importantly) the dramatic growth in popularity/use of the Intemel and the Web,
These things. taken together. itute the basis of a di inuity thal amounts (o a new opportunity to shape the
relutionship between those wha wse IT services and these whe seff them. The discominvity implies that the ability 1
deliver specialized services in IT cun now be paired with the ability to deliver those services in an indusirjalized and
pervasive way. The reality of this implicouon is that users of IT-reloted services can focus oniwhar the servioes provide
them, rather than Aew the services are implemented or hosted. Just as utility companics szl power 1o subseribers, and
tclephone companics sell voice and dawn senvices, 1T senvices (such as network seeutity management, data cemter hosting
or even departmental billing) can now be casily delivered as a contractual service. The buying decisian then shifis frnm
buying products that gnable the delivery of some function {like billing) toward ing. wilh clse deli

these functions, This isa't ncw, bul it docs represcrt a different model from the license-based, on-premises mnd.clslh:n
have dominated the IT industey for so long. Names for this 1ype of operation have come into vogue a1 different times.
Wtility computing, SauS, application service providers — all have their places in the pantheon of industrialiged delivery
medels. However. none has garnered widespread accemance as the ventral theme for how any and all IT-related services
can be delivered globally.
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.-.:.e.,.m.,m.m..mv..:.._....w_-mw,. prilenty Daryl Flummer
e iy gt SR s

PS18_52¢, 1110 Page 4

The Cloud-Computing Scenario

Market Forecast: By 2014, the market will be worth $148.8 biltion.

Cloud Services Markef Growth

The worldwide markel for eloud services was worlh $58.6 billion in
2009,

By 2014, 1he markel will be worth §148.8 billicn.

Gariner has revised its five-year forecast grawlh rale from Z6.5% to
20.5%. This downward revision, however, simply reflecis the law of
large numbers — lhat is, as the cverall markel grows, growth rates
naturally diminish.

Qvar the course of the next five years, enterprises will spend $112
billion cumulatively on software as a service. platicrm as a service and
infrastruciure as 2 service combined.

HNorth America is the largest obunlry,’regional market, representing 60%
of the worldwide figure in 2009. During the naxt five years, North
America will continue to be — by some distance — the largest market.

There continues 10 be great diversity of activity, maturity and growth
amang the many different elementls of 1he overall cloud services
markeipiace.

Gartner .

Kay Issua: How will cloud computing be defined and evolve?

Interest in cloud computing and cloud services has continued fo grow since Gartner's initial analysis of the size
and growth of the market was published in March 2009. Cloud computing and cloud services (in combination}
was the No. 1 search term on gartner.com, and the Ne. 1 inquiry topic asked of Gartner in 2009.

The market size and forecast in our research is for ¢loud services for the period 2009 through 2014 and is
segmented as follows {sce "Forecast: Public Cloud Services, Worldwide and Regions. Industry Sectors, 2009-
2014, G00200833): .

* Worldwide level by major clements of Gartner's cloud services taxonomy

» Overall cloud services level by geography

» Overall worldwide eloud serviees lovel by industry sector ~
This forecast follows the taxonomy of cloud services provided in "Cloud Computing Services: A Madel for
Carcporizing and Chareclerizing Capabilities Delivered From the Cloud,” G00163913 | which was the basis for
Gartner's original cloud-services furecast (see “Forceast: Sizing the Cloud: Understanding the Opportunitics in
Cloud Services,” G00166525).
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The Cloud-Computing Scenario

Sirategic Planning Assumptlon: Threugh 2012, IT organizations will spend more money on
private cloud-computing investments than on offerings from public cloud providers.

Cloud Computing: From Public to anate
and Back

Choose public if ... « Build private when ...

! = Pubic cloud fails 1o meet
] needs,

+ There is a cost benefit.
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+ All kgalidala ownership and
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recovery (including provider |
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The Cleud-Computing Scenaric

Key Issue: How wlll cloud computing be defined and evolve?

Private cloud services are not righi for evety enierprise, or every enterprise service. It's a question of retum an
investment.

Understanding your current state is key: What services do you offer? What are the explicit or implicd serviee-
level requirements {and do you overprovision)? What does it cost you to deliver that service? Are you
competitive?

Each service will have a dilferent road map for the [uture — some should be fucused on tighter integration,
intimacy, custemization and difcrentiation for the business. Others sbould be focused on independence, casy
inferfaces, standardization and climinaed customizatian. The latter services are potential cloud scrvice
candidates.

For cach of thosc candidates, offerings i the clowd should be evaluated. IFthey don't exist or aren't ready,
wsers should predict when those services might mect their needs. Based on tiat time window, the enterprise
should buikl and evaluate o business case for investing in private cloud services, or simply wait for the public
cloud service to mature.

Strateglc Planning Assumption: By 2014, more than 50% of all requests for cloud services will
arrive via programmatic service calls, exceeding the number of user interface access calls.

Layers of a Cloud Ecosystem: The Value Is
in Delivery "as a service"

L -

" Providers

Gartner
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Key Issue: How will cloud computing be defined and avolve?

Cloud-based setvices, especially the seftware (applications) as a scrvice (S2aS) arc offered as complete
salutions and, in most cases, arc packaged with user interfaces, However, even in the easc of Sa$, a large
share ol aceess to cloud services is not via the wser interfaces, but is programmatic — meaning that software
built outside of a particular cloud service {on-premises or in another cloud service} is using the cloud service as
a component. This relationship af an application and a scrvice is a service-oriented relationship, and is well-
supported using the principles of service-oriented architecture (SOA). The connectivity inte the clowd may be
accomplished via Web services using SOAP protacol, via REST using, plain HTTP protoco) or via event-
Tosting protecols, typically over an HTTP basc as well. Contrary to some misguided positions, SOA is not
equzl to Web services and SOAP, hut is an architectural model that is well-supporied by multiple
implementation pratocols and pattems. The users wha are best-equipped to use SOA principles in their IT
mrajects are best-prepared for cloud computing. The users invested in advanced SOA principles. including
federated SOA deplaymemts and cvent-driven SOA — will find cleud computing a natural extension of their
established application infrastruciure environment. Application developers, considering offering their
application as a cloud service (immediately or potentially in the fiture) must follow BOA principles Lo assure
Ttouds 3 n
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The Cloud-Computing Scenarlo

The Cloud-Computing Scenario

Conclusion: Falled attempts to shift to a service provider model will be a primary reason for
technology provider decline through 20t4,

Cloud Services Exist in a Value Cham

Un Ihe cham val
{2 delivered.

Thisns\yhen ag happensl

Franhbrn

(12

/
This is the basic cloud equation! Dowe the chain,
vitue {s derives

Provider vs, Enatler Business Models
Gartner

Strategic Planning Assumption: Through 2015, cloud compute services will rapidly replace
dedicated servers for most Web hosting needs.

Cloud Markets Are Growing With Adoption

$bn Baas Paa$ Jon laas
= i AL .

§
JALRE L
e 26 g 3 e wn sou ey o
. nsm.ge pbioy
Saa$ becoming mare Platiorm infraslruch R e
M * Platlorm infrasiruchire . a
mainstream high profile, kw zevenus Fastest growing

+ Slightly slower IT 5pending . Satestorce com, Vhwara 2013 market 38 bilian
ahean and Microsolt adding fup from 56,8 bilfion)

. i il and 2014 markot 1o
e oo e 3re  ctedtiiny be worlk 540 tillen.
+ Integration as a service
{brokerage) growing

Kay 1ssue: How will cloud computing be defined and evolve?

Service delivery is not a new concept. In cloud computing. it requires a provider oot only to deliver
technology, but alse to deliver good serviee. This is the same as always — deep relatiopships with scrvice
nroviders make 2 chain of service possible. Cloud computing allows many capabilities to proliferate. but it also
means you can't just have casual service relationships. Service management costs are 10 times those of
technology management costs, And, when you add in the nuinber and varisty of services available 10 the chain,
it can get very dicey.

In the old world, cach wechnology provider delivered technalagics to its cusiemers. The difference benween eld
and new js that the underlying premise of delivery s that customers must be satisfied with what the service
dogs, instead of what the technology does.

in ing and service b these realities are ¢lear. However, in the ¢loud world, there are more
differences to contend w ith. Cloud services in the public cloud are commoditized i such a way that all
custemers get essentially the same service with little customization. This means that very lintle difTeremiasion

can come from cach contract. As technology praviders discover this truth, they are bard pressed to be able te
T
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Key 1ssue: How will cloud computing be defined and evolve?

SaaS: The basic seenario represented in 2009 forceast remains in place — wpplicaion finctiomity delivered
ax ¢ clopd service is extablishing ivelf ax the new norm for the sufivare industry. The forceast growth rate has
keen reduced marginally from tast year's report to refleet slightly more sluguish spending on alf aspects of IT
during the next few years. The scale of application deployments is growing; muliithousand-seat deals are
increasingly common. One of the largest — il not the langest — Saa$ sales was 2 420,000 seat deal
SucessFactors won with Siemens. I'T managers are beginning to think Uy this was highly unusual a
ycar ago. Paa8: Application infrastructure consists of two typss of ofTering — application platform as a
service (APaa8) and integration as a service (1aaS). Platform infrastructure is an increasingly high-profile arca,
rapidly assuming a central role in the broader conversation about cloud computing. Salesforce.com, VMivare
and Microsoft are adding credibility and clout: however, it is still an early-stage market. 1aa$ is gaining
wraction — witness the 1BM acquisition of Cast Iron. luaS: Gantner has increased its sizing and larecast for
cloud compute services, reflecting preater interest amang our client base than bad been expected. We expeet
the 2013 market to be worth $8 billion {up frem the $6.8 billion forceast last year), and the 2013 marker to be
worth $10 billion. Starting in 2012, enrerprises will see building new applieations on cloud compute
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The Cloud-Computing Scenario

The Cloud-Computing Scenario

Key Issue: How will cloud puting affect the gy and direction of IT and business?

Can Your iT Organization Handle a
Business "Fly-By" to the Cloud'?

. c:mtwan for (T :
Lo0ks @5y . B . 83%

- Anpiz “ime o capabiity” . @ :
+ Transpurency of pricing 'y LOOkil‘lg i
« Vasibility 1o volue at Saa$S,
» Operational badgat
Business )
Unit = Pelential for shetfware as 2
5 serica
.» Possibie govemance issues of
sppiicaticn portslio
"« Release management diclated
by the provider

+ Sucunily conoEns
= Longerdarn TCD uncenaintes

OPGL 1onises 1o
on-dema‘r?%?nleg:a!m

"it? Um o RO Gartner

Strategic Guideline: Aggressively focus valuation initiatives of any technology-related
project on how that project delivers on an outcome that is not solely technology-
related.

Face A New Money Reality to Keep Your
Users

Disconnect Prlce From Cost
* Customers pay for pasls

= Cuslonners trained 16 care s
abuia technoiagy /);«’3

- Bugget recycling

= Cuslomers siop T om makmg

sensible declsions

Reconnect Price To Value

= Customers pay for whal
they peed 1o do

+ Custormers irained fo ¢valuate
prizesin terms of gutccmes

+ Providers are free (o sperd
whatever makes sense

- Providers belance the "mangin™
betwepn price and cost - Gartner ~

San$S has cnerged as an altemative to traditional 11 models, as the dysfunctional nature of much current IT has
beecome moere widely understeod, The bencfits of $aaS, os an allernative, include less perfarmance (because
80% of people don't need 80% of the functionality in sofiware) for less moncy {beeause people like paying
less), paid for as they usc the soitware (beeause peeple realize they're paying for sofiware they don't use; see
above, plus 17% maintenance for what they dan't usc), delivered via the previder's servers {because people
now know they usc only 20% of their servers' capacity), which are managed by the provider's staff {becausc
reople have realized that the biggest component cast of sofiware is peaple).

How ever, 52a8 is not perfect, and has downsides and complications, Among these are that SaaS applications
cannot be caunted as assets on a balance sheet (many enterprise requirements will be teo simplistic and ¢rude),
Furthennere, sourcing I'T [ram a Saa$ provider will never absolve 17 management from its responsibility, but
sunp]y will chnna,c the nature of the responsibility. Finally, I'aclurs such as security and integration will
continue 10 be major ehallenges for all involved.

Action ftem: Users should set their expectations for toduy's SaoS benefits and costy realistically. SaaS is o uew
aption that simply improves chaice,

Key Issue; How will cloud ing affect the strategy and direction of IT and business?

Today’s valuc proposition is dominated by TCO justilications, instead of total valug of oppertunity reviews,
The difference lics in where “value® is assumed to exist. Jn ‘TCO caleul the cost of purchased poods
takes center stage, Those goods (such as servers and software} are billed hack to the users ol the 1echnology
based on the cost of the goods. However, the true value of the use of those goods is often locked away in some
ather larger business funcrion. Cloud computing opens the door to disconnecting the price that users pay for
using techinology, and reconnecting that price to the value of 1he For a busi unit that
pays for (ive servers o run 2 billing application is paving not for billing. but for the scevers and applications
designed 1o help do billing. While this Is okay, it leaves the user at a disadvamage, in that thiey bave no idea off
whether the cost ol those servers and applications is justiffable for the goeal of doing billing, With a cloud-
computing billing service, users (naw the cansuners) begin o pay far how much billing they might do. and
can evaluate he price peid Qireetly apainst the result of doing more or less billing at a given level of qualicy.

Recommendation: Never tie the price businesses pay for business fuactions dircetly 10 ths cost of the
1echnologies used to deliver them.
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The Cloud-Computing Scenario

Tactical Imperative; Ensure that ¢loud computing does not nsgallvaly atfect corporate
accounting.

The Evolution of Infrastructure and Private
Claud Computing Can Affect Your Books

Is there anythig

to capitalize?

Key Issue: How will cloud computing affect the strategy and direction of IT and business?

Infrastructur is an an inevitable shift frorm components that are physically integrated by vendors (for example,

monolithic servers} or manually integrated by users, to logically pased "fabrics™ of computing, 1O and
slorage components. However, vidualization is only an enabler to very important future trends. Virtualization
creates a pool of manageable, flexible capacity. Automation and serviee ceatricity will take that pool of
resourees and do uscful work based on business policics and service-level requi . Also, the d pli
created b) virtualization, combined with deflined service ochrlan and sutamation, is & great enabler of cloud
camputing. Essentially, real-time infrastructute (RTI) is a private cloud-comgputing engine, The infTastruciure
engine in cloud service providers will be RT[s. Yet. more than that, the service-oriented interfaces created
between an RT and its customers enable an IT organization to leverape external eloud services, where
appropriate. Cloud computing is the incvitable result of a service provider evalving to RTI, and the best
custemers of cloud computing will be startups, er 1T organizations that are evalving toward RTI.

One problem with this shift s the EBITDA-based company, As fewer elements are capitalized, the ability to
gain write-offs for depreciation deelines. This has a negative impact on the books if a company wishes to
capitalize on capital,
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The Ctoud-Computing Scenario

Through 2013, 80% of cloud security Incidents will be due to administrative error by cloud
service providers or user management of cloud services.

And ... Three Styles of Security for
Public/Private Cloud Can Affect Your Safety
Security “Pressure” - Serurily asseasmend
- Low Medium High . Adequate
hard 1 abdain.
3 |- Cioud provider | -Brokeredin | «Ouiside . .
g security cloud the cloud Data compromise risk
- Entayplion iz a partis)
2 ivgasTD + Custom of » No trust of solution Lo privery issuos,
B | suficlm? indusiry thodowd | . D lows sk
& assessment . How do you hack up
cloud service?
| +Socufity buill = Third-porty - Segurity is + Vender vizhility and data
El into VM s Secusdty on performed portabiiity concerns,
8 used VM Is used outside the . Open-cioud "
i potab
@ | «Accepl vendor | ~Cenifcation! alandards st immature.
S | securty acorediiabon | + Segunly = Growing potantisd for
£ | chaims of systam producl Sl hasking®
e cocificabon | - Cana higny durured
and vituahz
Trust of the Cloud i
Gartner

Key Issue: How will cloud computing affect the strategy and direction of 1T and business?

Far law-sceurity environments, or for workloads that have simple sceurity requirements, relying on the
security built into the private cloud infrastructune or inta the public cloud service will be good cncugh — just
as it was in more-traditional insourcing and outsourcing, This will represent roughly 20% of the overall
murket. .

At the high end, sccurity will be kept separate from private ot public ¢loud inftastrueture — just as we did
when internal networks were virtualized. The VMsale API is an example ol a mechanism that requires all
security-relevant flows 1o be extemalized so thar existing and separate seeurity processes can examine them
and enforce security palicics. This will represent approximatsly 20% of the inarket,

‘The vast middle will compremise and run secusity workloads in the private cloud and public cloud
environments, as long as sulTicient scparation of dutics and audit/visibility can be provided.

Tra e - Daryl Plummer
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The Cloud-Computing Scenario

Tactical Imperative: All service consumers should have some basic rights to protect their
Interests.

What Are the Rights and Responsibilities of Cloud Service
Consumers? Assess Your Rights and Responsibilities In
the Cloud

The right to relain ownship, use and conliol W"’
of one's own data

»

. The righl t service-level agreaments (hat
addross liabilitles, remediation and
business outcomes

3 The right to nolfication and choics about
changes thal aliecl the serce consumer's
business processes
4. The right to und the imilations or
of the service uptronl
§ The right to the fegal requi of jurisdictions in

which the provider cpetates

o

. The right to know what securily processes the provider follows

The Cloud-Computing Scenario

7. The respensibility io undersland and adhere Lo software license requitemants
Gartner
Key Issue: How will cloud puting affect tha gy and directlon of IT and husiness?

Over four manths during the first hall of 2010, Gariner convened an 1T council comprising C10s of large
enterprises that consume <loud services, The Gartner Global IT Council for Cloud Services defined six rights
and sne responsibility of service that will help both providers and consumers csiablish and maintain
suceesslul business relationships. This slide describes some of the most-pressing rights and r ibilitics.

Cloud computing carrics specific risks that arc slowing corporate adoption. For ¢xample, cloud providers that
serve a large number ol customers generally cannot tailor contracts 1o address the individual needs ol a given
customer. As a result, most public cloud services operate the same way for all customers, withs only miner
Gillerences, This cemmoditization of service delivery introduces risks 1 service consumers, who may have
litile power ifa provider fails to deliver what is promiscd. To minimize thesc risks, service providers and
service consumers must agree on a sct of shared objectives and expectations.

Il eleud services are commoditized, providers should offer stronger customer guarantees acrass arcas such as
ownership of data, SLAs aed technical requirements. However, service providers vary greatly in Tl
protections they currently offer, il protections are offered at all,

Key Issue: What daors, K and Ing ies will be transformed by the cloud-
computing phenomenon?

Concluslon: There is stltl some level of confusion about the actual roles and
responsibilities of governmaent erganizations vis-a-vis the cloud,

Inctustries Are Changing: Government Cloud
Initiatives Can Affect Private-Sector Decisions

—
Agency Governmontwide  Third Pasy
Dwnership

Gartner
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As a consequence of tightening budyuets and increasing uncertaintics, government nizations are looking
with interest at how 1o leverage cloud computing 2s a model to cnsure greater flexibility, lower costs, more-
rapid provisioning and greater focus on arcas that are mere domain-specific. Their anitude often depends on
the orgunizational culturg, the level of maturity in dealing with vendors, and the presenee of one {or more}
govemmment shared-service organization that acts as a preferred supplier of services. Some organizations arc
interested in purely using cloud-based serviees as a ¢omplement or an alicmative te services they currently
source in-house or through other, more-traditional sourcing options, Other organizations. more mature er more
confident about their internal delivery capabilities, look at cloud-based serviees as an opportunity to restruciure
and inodemize the 1T services they already provide. Others look a1 a bybrid approach. where internal and
external cloud-based services coexist to manage different workloads. and to face rapidly changing capacity
requirements.

Theg private scetor has much 1o learn (rom government. in that government is forging abead with cloud
|nlt|amcs and, in some cases, delining the landseape for eloud computing. Community cloud coticepls are

ing in gov while busi enterpriscs are just beginning to take note. For once. government
has as slronb a viewpoint af a technolagy-inspired change as anyone clse.
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The Cloud-Computing Scenarlo

The Cloud-Computing Scenario

It d

Strategle Imperative: CI your v
transition of revenue to the cloud.

to articulate a credible story for thelr

Tactical Imperative: Use a cloud setvices brokerage to make it less expenslve, easier, faster,
or safer to navigate, Integrate, consume or extend services.

The New Vendor Reality: A Risky Cloud Services Brokerages: A Multiplicative
Transmon Growth Effect
- F‘nlen alty eve
+ Manage the shift from product to service sonioe, evety
consymer, and every

. - L ™
- Risky proposition ~ giving away your customers ol - AE
+ Discover new pricing modsls * Enabiing lechnsiogies é%} S

52 s
+ Cannibalizing on-premises products - ?:Tysg;fnﬂ:g%gg:ﬁm ﬁ& e
move 1o £

« New powerhouse vendors services to gel e .

. . - B eyast e Wl U3
= Will the business models work? - Eesnomon of esle . 3 S

" S 8 &
Select vendors that demonstrate a - P belean o
grasp of the new reality. frveraged micle -
Cusidmer eAZagements
Gartner Gartner
Key Issue: What , markets and i les will be.transf: by the cloud iting Key Issue: What vendors, markets and Industries will be transformed by the cloud-computing

phenomenon?

The delivery of service is net something that a company just wakes up 1¢ on Monday moming and rells oul on Tuesday.
1t is hard work and requires skills and management that most 1SV's | have tnet. simply do not have. Sc, ask yoursell this
question: When wis the last time you met a sofiware vendor, that wus alse o proai (or vven goed) scrvice provider? If
your amswer is "yesterday" or "frequently,” then take the day off and po 10 the beach. because you would be one of a rare
breed whe deserves 10 be pampered. But you will be lonely.

“Think aboul some of the things sereice providurs have to de that software vendors often avoid:

Selling subscriptions Instesd of Heenses: This nut is being hammered on every day | but it is still a risky proposition 10
switch from selling software seuts or licenses based on number of users to selling subscriptions based on usage. [n fact,
creating an equivalent measure of usage that will allow an 15V 10 generate the same revenue can be ticky. Do il wrong,
and you will Jeave meney on the Wable, or scare customers over 1o the competilion. Guriner is helping clients every duy W
figure out ow 10 do this in their environments.

Munaging service defivery: You gotta know who your customers are, understand and help set their expectations,
manage dependencies on reluted services, manage multiple service veesions, ., etc. {Imagine Yul Brynner reading that
out Joud.)

Meeling 81,As: Sofiware vendors? Meet SLAs? Even e SLAS? Yeah, right. "ICs nol you, honey. [U's me!®

phenomenen?

Cloud services brokerapes must add value o the services being consumed. That value can take many forms or
be delivered in combinations of services, and for this reason, the market opportunity for CSB is 2
multiplicative ane. In the ease of cloud computing. any loud service has the potential Tor needing a clowd
brokerage o add value to it. Further, any cloud service consumer bias the potential need for a broker to act on
its behall to pain added value. And, any cambination of cloud scrvices or consumption scenurios parentially
needs brokerage 1o ensure a leve] of satisfuctory outcome. Because of these three basic areas of posential need,
a cloud scrvices brokerage acts much like an add-on or aceessory market for cloud computing. As is well
known, many markcts {¢.5., audio cquipment, mobile phones, computers, MP3 players, automobiles, ete.) have
shown that more moncy is to be made selling the accessorics for a given device or service than that which was
made in the original device sale. CSB matkets benefit (rom this same equation of opportunity. As brokerages
deliver their selutions, they create market demand Tor the original cloud services and add demand for the
customized capabilitics, N
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The Cloud-Computing Scenario

The Cloud-Computing Scenarlo

Slralegl;: Planning Assumption: By 2012, 20% of enterprise e-mall seats will be delivered via a
cloud/SaaS-based maodel.

' What Are People Doing in the Cloud?

. COIluhoraliunand .
; X Pmduct[ulty wgbﬁppiicaﬁon i
P < Trglargest Google.: - 5_|
P GG
"Mock up thi-dais
nd meye now

Crowdsaurcing -
Mining whial 1hé -
 Goliective knows.

Gartrer

Conclusion: Most eloud-computing technologles and concepts are more than two years
from malnstream adoption.

Hype Cycle for Cloud Computing, 2010

Bty
Puniast
Praducaiay

Yoare be mains o am adopiten b
Qarwi . dibrns ® 40 0vims & rere e 1D e
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Koy Issue: What vendors, markets and industries will be transformad by the cloud-computing
phenomenon?

‘The migration 1o ¢loud computing will begin with capabilitics that have [ow value to building a company's
competitive edpe. Infrastructure services will be rapidly adopted through the cloud as <loud platform providers
take advantage of the paradigm. At the same time, information services are already prowing on the lnternct,
and they will migrate ta cloud services. Next, entertainment-oriented services such as video on demand, simple
business services such as customer authentication or fdentity management (for example, Windows Live 1D and
emerging standards like OpenlD are efforts to federate identity to service providers), and contextual services
such as location or mapping services are well- 110 became cloud-delivered. Services with higher
competitive value. such as core corporate processes and transactional services, will take Jonger to reach the
cloud and the mainstream. The reason for a langer uptake into the cloud for pointed business-oriented scrvices
is that these will require a high depree of trust between the providers ol these services and their potential
business customers. These services will also require a eertain degree of seeurity and robusiness that is just new
beeotming viable for Internet-hased compuring.

Key lssue: What vendors, markets and industries will be transformed by the cloud-computing
phenomenan?

This 1y e C)clv: for Cloud Cnmpuung identifics which aspects of cloud computing ane still primarily in the by pe stage,
which hing significam udoplion and which ones are reasonably mituse, Theee are an
oV zmhdmmg numbet of lcchmloglcs lh.n are pre- of Inflated Expeciations, and are anempting 1o “pigey back™ onto
1he cloud hype. There are many aspects of cloud {including ¢loud puting itself) <l d arcund the Peak. Cloud
vomputing itse1f has jusi poss:d the Peak. although it 35 nowhere near the Trough us of yet. And while the 1erm "cloud
camputing” is relmively new. it incorporates derivations of ideas that have been in use for some llltu.. I lusllng. S8 and
nnuallzulmn are well-established and ary being used in many ways. The preval of i puling pewcr,
ive idih and comparics that have d extensive cupabilities in manaying large daw centers arc all
relatively new, and are all requized for the cloud 10 come 1o fruition. Newer coneepts. such as private cloud computing,
clasticity. cloudbursting .md APas§, ar 1aking these ideas and innovating the myriad ways (hat cloud can be used. As
of cloud cempiting conti 10 inercuse, 50 docs the subseq tfusion and a gradual und ding of the
mculabllll; of many Oflhl coneepts, As cloud vomputing continugs 1o mave beyond the pure hype stage and inta
adoplion. it is imp 10 dig beyend the main cloud term 10 the seiual ideas and wechnolo, (o dedge the

hype and take ad\am:lgc af the benefils thal cxist, As always. once the hype dies dowa, the true value will amrive.
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The Cloud-Computing Scenarle

The Cloud-Computing Scenarlo

Recommendations

~ Estavlish a set of value propositiens for adopting cloud
compuling.

¥ Ensure that the public cloud can't meet your needs before
building a private cloud.,

¥ Waork with your users o understand their needs for SaaS.

¥ Verify that bookkeeping practices will not be affected
adversely by claud adoplion.

¥ Establish and demand rights as consumers of ¢loud
services.

" ¥ Seek doud brokerages ta enhance performance angd
cloud service capabilities.

Gartner

>

EY

Recommended Reading

Key Issues for Cloud Computing, 2010
Pavid Mitehell Smith, David Ceariey, Daryl Plummer {G00175284)

Key 1ssues for Web and Cloud Application Davelopment,
201

Eric Knipp (GCO174971)

Key lssues for Saoftware as a Service, 2010

Roberl DaSislo, Ben Pring, Brisn Prentice (GD0174548)
Application infrastructure for Cloud Computing: A Growing
Market, 2010

Yafim Natis (5D0175138)

CFQ Advisery: Cloud Computing; Busl Ettabl 1t
David Mitehell Smith (500175813}

Know Your Rights in IT Maintenance and Cloud Computing
David Cappuccia, Daryl Plummer (GO02G1001})

Frmrem i o e B s i 3 Gattner

I pmae = o i +  Daryl Plummer
s T ' e
T Carmer 1 n e ey immrrs

PS18_520, 11410

Page 20

P pre

b 4 e Daryl Plummer

e o G w1 43,

BT Gt it Fhien A g e PS$18_520, 11110

Page 21




ClO's Guide to Successful Sourcing

Gartner Symposiurm/ITxpe 2010 Linda Cohen

November 16-18, 2010
Sydney Convention & Exhibition Centre
Sydney, Australia

Notes. sceamgany this presentabon, Please select Noles Paga view.

These materials can be reproduced only with witten approval from Sadner.
Such -ppmms st e requesied via e-mail; vandor. relabons@yanner.com.
Gariner iz a regisiered Iradamark of Gartnar, Inc. of s affikates

This prezantabon, including any supparting materials. ks ornad by Garmer, inc.,
angior 15 affiates and is for Ine sole use of Ihe intended Gariner audientce or
olher authonized recipienls. This preseniation may coatan nformabion that is.
confidential. proprictary of ofherwisa legally protected. and K May hot be fxther
copiad. disinbuted or publicly displayed without the eupress witien permussion
of Gariner. Inc. ar ks affikates

© 2010 Ganner, Ing. anglor i atbiates. Al rights rasarved.

Gartner.

CiO's Guide to Successful Sourcing

What Is Successful IT Sourcing?

THE RIGHT THE RIGHT
Buy PRICE

| “THE RIGHT

irerensares g ac&p GF crnsarerrnn

Tactical, ad hoc approaches to sourcing and procurement ean seem like a game of chance, Instead, they should
be exceuting strategic decisions 1o aghigve the desired ovtcome by dusipn. Many organizations obtain the right
product, the right price or even the right contract terms, but it is much rarer 10 achieve all three, or any valug
realized happens at a much later date — in most cases, tonp after the "buy,”

The ClO bas a pivotal role 1o play in guiding and coordinating this strategy across the many stakehalders
invalved in successfully exesuting this strategy. It is unlikely to happen by chance without the guidance of the
C10's office.

by e oo el gl etk b e Linda Cohen
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CID's Guide to Successful Sourcing

C10's Guide to Successful Sourcing

Key Issues

internally to make IT sourcing successfia?

2. What techniques and processes effectively
support IT sourcing periormance?

3. How should IT sourcing cperations bé monitored
and measured?

1. What roles and responsibilities must be applied 1
|

Gartner

Key Issue: What roles and responsibliities must be applied internally to make IT sourcing
successful?

IT Sourcing Is a Critical Business
Discipling, and ...

"IT Sourcing" 1s Not Just
Another Name for Procurement ...

and

IT Procurement Is Not Just
a "Sourcing Action™

fleft unchanged, tactlcal IT procuremem as opposed
to T strategic sourcing, will undermine agility, cost
efficiencies, and busingss operations. Strategy must
drive 1T sourcing, and sourcing is:an essendial discipling.

Gartner

We need a new app h for 1T ol ing: the difference between I procurement as an exercise in
acquiring products and serviees vs, 1T sourcing as a bolistic approach 1e developing and goveming sourcing
strategics, actions and vendors 1o achieve business oulvomes.
Companies that master I'l' sourcing as a competency now will be positioned ta lead their industrics and drive
competitive advantage, 10 focus their resources and eapital on the core funetions that differentiate. Those
companies that refuse to change and zdupt IT sourcing as a critical competency will operate at a disadvantage
and fail 10 realize all the benefits ol a haolistie, well-integrated approach to sourcing decisions and
management,
Successful 1T sourcing starts with developing. impl and poveming ing that are directly
linked to the busiess strategy and vpetations steatey. A 1T sourcing strategy is the set ot portlolio of plans,
dircctives. and decisions (what we call sourcing action plans) that define and intcgrate infernally and cxternally
provided services to fulfill an cmcrprlses business strategy. The challenge of an I'T" sourcing strategy is to
continugusly deliver to the org ion the gxagt cembination of internal and exigrnal resources and services
necessury to support business obfectives. One of the primary reasons for sourcing dissatisfaction is the

lij of IT ing decisians with busi and aperations strategies.
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ClO's Gulde to Successful Sourcing

CI0's Guide to Successful Sourcing

Tactical Guideline: An d approach leads to unwanted surprises and unrealized
expectations. A collaboratwe and wall-synchronizad approach delivers the deslred balance
between archltectural and clal objectives.

IT Destinies Are Interwoven

Shared Business Objectives

Shared Purpose Drives Success in Common Goals

Gartner

Many organizations follow a serial process where cach dectsion is made in isolation. Choiees mad: curlicr in the process

ofien result in laler outcomus that were not intendsd, Howsver, these decisions and their < cun never
be ted, so unsutisfactory results stand,

Increusingly common ways 1o break out of his consirained situalion invelve running these key processes in paralicl,
U\hl]c considering and pl.mmng the dupcndgnucs and impucts that can eeeur between them. Gartner has observed an

ing number of ing its procurement analysts Lo get more information aboul cost impacts,
for example,

These vare disciplines interact in ways that require igamwork between them t uchicve the best possible oulcome, one
where shared business objectives can be achicved. Only by ensuting a full consideration of these adjacem disciplines
1hrough collaboration can IT organizations ensure that the overall outeome remains successful. Dtherwise, the vested
interests of separate stukcholders or roles can'skew the results by disorting the emphasis m different stages. Less
serupulous secount Manajers may even be counting on this distortion to drive the procurement theough, 10 retain margin
or 10 peduge vendor accountabilily for the valoe of what is being delivered.

Action fiem: Define a sonrcing, procuivement und vendor nranagement process that represents the interests of afl puriiey
se balunce our any individual self-i | swch as professional, opvratlunal or financial incentives.

Strategic Imperative: IT procurement must evolve from providing acquisition competencles to
developing broader, more strategic IT sourcing competencles.

The ClO's Sourcing Competency
Challenge

{T Sourcing Challenges IT Sowrcing Compatenciss

- Achieving efficlencies In {T = {T demand managemean and
acquisitions SDUIGNg governance

- $mpraving visibility and conlrols - Disciplined spend moanagement
over exiemal IT spending

- Optmizing the rumber of IT = Vandor classification and
vendors categonizalion

« implementing sound performance = Linkage of business KPls o

gosls and measures. lichnology and business measues

- Getling the most out of vendar - Relationship management
relationships

- Supwmm] business demands » Strateic advisory zole vs,
through { transaclion brokering

+ Broadening IT asset = Linking IT asset management te
managemeni’s value lo business investment ang business
financial management. periormance (TGO, ROIT)

Gartner

1T organizations must cvolve from selely providing IT procurement competencics to developing broader. more
strategic IT sourcing IT erpanizations face d ding new chall 1hat can be met only by
this competensy cvuluunu To achieve du:pcr efligiencics and lc\cral,c I'T acquisitions, new dewmand

nent P are , along with discipline in sourcing governance.

q
To gain better control aver [T spending. organizations must invest in disciplined of dii

Reducing the number of vendors and ereiting meaningful measurements will n.qum: \Lndﬂrtdllbﬂ{udllﬂﬂ
and strenger, mere elTective vendor management skills and competencics than exist in today™s [T
organizalions.

To ensure that 1T assets and invesunents meer the demands of busi new relationshi skills
will have to be developed within sourcing management organizations. These new investments require bedget
and time. These skilis will not typically be found within today's procurement teams or 1T organizations. They
will more likely be groomed from the business or from extemnal suppliers. Either way. the time 1o act is now!

Linda Cohen
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Cl's Guide to Successful Sourcing

[T Sgurcing Responsibilities

Contract Performance Relationship

» Conteactlermsand - Operationsoversight  + Business-unit
conditions = Quality, schedule and relationships

+ Task order and bid defiverables * Planning and
management » Service inlegration priorltization

+ Invoice review * Incident i = Account-level liaison

« Payment authorization * Servicedevel + Governance ol

* Nagotiations measurement agreaments

+ Change orders * G k + Issue escalat

« Financial validalion = Relationship

alignment
Gartner

ClQ's Guide to Successful Sourcing

Three key functions are necessary to manage both sourcing and vendors. Although it may seem adequate 1o
simply assign a vendor manager to oversee vendor performance, a pumber of other crucial responsibilities
must alsa be assigned.

Performance management deals with the day-to-day management of recipients of products ar services. Key
focus arcas include service-level monitoring, defiverable and schedule performance and customer satisfaction,
where customers arc defined as the recipicnts of services. Often, these custamers are internal uscrs,

Relationship management js focused on gening vatuy from the relationship with the vendor and. as such, ane
of the most imporant areas is business unit satisfaction, Relationship management also aims to cnsusc that the
buying organization is living up to its side of the relationship,

Conltract mannpement deals with the fonaalized relationship between the buying organization and vendor.,
Key arcas incfudc administration of processes and procedures that enswre that performance requiremunts are
fullilled in accordance with contractual tenns and conditions. Contract management is focused on snsuring
finanee and adminisirtion sitisCaction, sa this view is almost exclusively inwardly focused.

Tactical Guideline: Optimize the role of IT in the business supply chain by developing
as the gic driver for all IT, sourcing and procuremant activity.

Demand Management Competency Drives
Successful T Sourcing

prionllzatig,

Gartner
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T establish the right supply chain that can deliver business requircments, IT and sourciny leaders need reliable
information about haw business requirements translate into demand for I T services. C1O0s and sourging
managers oeed to work with b keholders 1o align busi expeetations and strategies with sourcing
decisions und performance.

When IT departinents are continually reacting (and ofien overreveting) to the dynamie business needs and the
demandds of enterprise uscrs and business units for IT serviges, they cannat cfTeetively gover their sourcing
supply chains, The client izatien can better [T services from the supply chain, and the service
providers in the supply chain can more reliubly deliver services, when CIGs and sourcing managers
proactively cvaluate and forccast the 1T services they need. Effective demand manggement enables service
providers to plan more effeetively for the delivery of serviees. in appropriate volumes and time frames, and
using the apprapriate numbers and type of staff and technalagy resourees in suitable peographics, 18 they can
proactively anticipaie demund, elient organizations can most cllectively use and optimize their supplicrs to
manage cost and perfonnance.
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Cl0's Guide to Successful Sourcing

ClO’s Gulde to Successful Sourcing

Strateglc Impearative: Unless your organization can by t-less, a IT asset
manager is essentlal to ensure that day-to-day corporate asset officlency and effectiveness
are belng maintalned,

The 1T Asset Manager Raole Is More i
Important Than Ever!

IT Asset Manager Responaibiities IT Azsat Manager
« Manages the lifa cycle of assals

+ Recommenss an action pian for asset efitiency and ebiactivenass

= Raatures financial compliance’ with budgetary Larpels

+ Devellops service pricing o charpebach models .
(valus-based, cost-olus] - "
= Financial medeling and technology whal-if analyses et

-

IO and Senlor (T CFO and 1T Product
Management Finance Managers

Gartner

Strategtc Imperative: Define and manage clear roles and responsibilities within your
sourcing, precurement and vendor management teams to avold conflict or duplication of
effort and ensure successful teamwork toward a shared objective,

Who's involved in Negotiation?

Who's Involved? More Than "Good Cop, Bad Cop?”
« CiO + Agres on realistic objectives and

+ Business Sponsors measurable metrics

« IT Stakeholders
+ Budget Holder

+ Finance Team

+ Determine relationship model roles
and responsibilities

= Procuremant Spacialisis
« Confracl/Legal Team
+ Vendor Management

The IT asset manager's roke is not just counting and trucking the location of assets. STAM olten gets short shrift
in IT aperations departments, which are more foeused on technical and infrastrugture issucs, and thus have
limited skills in the asset and financial management category. However, {financial information and analysis are
critical 1o running 1T operatians like a business and arc required to assist in making trade-olT deeisions about
cost, quality and risk. The growing breadth of IT financial management copabilitics is essential to improving
the overall credibility of IT in the onganization. This skill set is used to ensure that the corporate enviranment
Is effectively and clTiciemly using all the hardware and software assels.

Gartner estimates that approximately 40% to 45% of the companies that place inguirics have implemented
ITAM and standardized on a toolset to provide [i ial and contract capabilities, but we belicve
that the market penctration will grow rapidly in the pexst five years. The IT organization must demonstrate that
it has control overits finances and js anticipating the Minancial impact of its decisions, Without an IT asset
tanaget, this is extremely dillicult to maimain.

Action ftevs; Muke cust trade-offs mure visible, reduce hidden costs ond increase financil transparency te
butild trast with businesy unit cussainers.
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The vendor relationship does not end with contract negotiation — it starts for real at this stage. Build
tcamwork hy ensuring that all the key stakeholders are involved 1o the extent that makes financial sense for the
value contribution of the coniract, Invelve thew as carly as possible and continue to involve them throughout
1he contragt life cycle.

* Initiate role-reversal sessions. Periodically and methodically switch roles, and get someone else to play the
"bad gep” by taking the assertive actions described in this presentation. The individual might be an 1T or
business manager who has a vested interest in managing his or her budget, Sourcing, procurement and vender
managers can then start to play the deal broker, the peacemaker and referee. Realize that contracts and vendor
relationships resulting from tough, aggressive negotiation tactics arc likely ta result in later imbalance or
relationship challenges postnegatiation,

* Rutaie stafi, Periodically change the people who desl with each vendor to stap the relationship from
becoming 1aa cozy or stale. S1aff will olten Isarn more from working with different vendors and a change of
roles can weinvigorate the relationship. However, be wary of vendors wha switch account tcams all the time
and if this prevents you from building a relationship, escalate to their management team,

» Sell the "big picture,” Jdentify and communicate [uture potential opportunities while asking potential
SUppIeTs ow They plan 13 TCSS, TRUTATION 107 DCINE & Vs meT:
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ClO's Gulde to Successful Sourcing

Cl0's Guide to Successful Sourcing

Vendor Management Is Not Just
About Metrics

Contract Management Parformancs Managemant

Terms and condilions Servico and oporalicns oversight
Task order and tid managemenl

Service nlegration multiple verdons
Metic monitoring and enfercement
Incident aversight

T

Schedule and debverable mgmt

Negotiations and renegotiations
Financizl managemenl

Relationship Management Rizk Management

Inlemal stakehelder retatlonships . | Financial risk
Ascounl-tavel ligisen with vaedor e sk
Planning and pricntizatian - Compliante risk
Govarnance of agraemants ' | Strategy nisk
issue Y graphy risk

Key Issues

1. What roles and responsibifities must be applied
internally to make [T sourcing successful?

2. What technigues and processes effectively !
support [T sourcing performance?

3. How should IT sourcing operattons be monitored
and measured? -

Gartner

Vendor management is an emerging discipline that is necessary to invest in to ensure that your arpganization is
working ciectively with vendors and that you are indeed generating the busingss and service outcomes you
require fram the deal. The relationship manager builds and governs the partnership and relationship with anc
or more key providers and is the owner of ene or more relationships. The fead relationship manager ensures
that relationships are working ciectively across all service praviders and with the overall erganization with a
facus on achicving the tactical business outcomes required. The performance manager ensures the agreed
services are delivered and service levels are met with cach vendor and fram an end-to-end perspective.

Specilically. the focus here is on ensuring the operational service cutcomes are achieved and that the provider
is also undertaking appropriate tactical activitics to ensure service delivery management beyond the day-to-day
dr.']lvr:l} of services. The contract manager chisures the effective deployment of sourcing initiatives through the
and of practices {people, governance, schedules, and terms and
conditions) BCr0SS all sourcing relationships. This is typically an ad hoc role, being strongly involved during
£ { revicw and when the eontract baseline changes as the business

CONiract ne , contract |
outcemes required ch:mgc aver the life of the deal.
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€10’ Gulde to Successful Snurciﬁg

Key Issures: What technlques and processes effectively support IT sourcing performance?

‘Tactical Guidellne: How IT costs ara structured and funded over time can also be an
Important busi qul; Und d the opfi to improve business allgnment

The CFO's View of IT Spending

The Production Possibllity Frentier

oo o of
Owrership

Totat
Avallable
Funding

;ff Growth

F Justification

it ! Crgsureng tuisgwnadl

Gartner

An organization’s imlemal decfsion making is illustrated with 1his IT production possibiliy frontier. These lines represent
the maximum available spending on services and projects. Whether operating o capital expenditure, enteeprises have a
finite supply af cash 1hat can be spent only once. Each invesiment oppontunit ussocialed cosl 3¢ we nved 10
nssess the 1olal cost of ¢ach opporiunity 10 delerming which projects to pursue, Capital constraints lave meently driven
new projects loward exteenal development and hosted selutions, SuxuS and cloud. Now that capital ceinvestments are
nzeded in Infrastructure and applications, we are starting to ser a re-evaluation of the entire IT porfolio.

idered less expensive or tisky to acquire and own IT but peteeplions ate
acustom “killer app” i more expensive and riskicr than buying one ready-made bul can gencrale greater
competitive udvomage. Conversely, the low of diminishing retums indicates that the greatest long-tezm benefits come
from buse funclionality, whereas additional investments result in shor-term advantage b a more marginal advamage in
the leng term, wilhowt susiained reinvestment. As (his diagram shows, combinations briween inicmal and eaternal are
also possible — it is o fonger an cither/for choiec — but 1p sustain rei ang oF diture (open), we
nced to show grealer revenue conzibution.

Action fiem: Improve [T funding by cumbining nultisourcing with profects that cun better align spending with revenne do
demonsiraie sustainubilin:

C10's Guide to Successful Scurcing

Strataglc Imperative; Develop a more cost-aware architecture by taking a portfolio
management approach to all IT services, freeing up capital to Improve the business allgnment
batween demand and supply.

Cost-Aware IT Architecture

Stop throwing more on
the pile and tidy up ...

Restructure all spanding

+ Unauditable applications
« Underutilized assets
» Unprolected IP

-+ Vendor chaos Gartner
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LT Postfulio X Waste Reduction in Three Dis " (G 16X9 3R ) identilies Whree uppurlnnmca Fur waste reduction:
infrastructure, applicativns and projects. The ROLim wuste reduction is uffen stuted s cost reduetion in business euses, but the
greatest driver i> o reduce commercial risk. As organiaitions stragghe 1o zetorn e growih and pl nwesiive erpligis un financdil
rewrns in llw Torm of Gk receivables, we forgey the lessons of recent histony, The eredit crunch 3 widely weeepued w havie been

o manage imvestment risk, As we st inour repon. 1T projucts have historically had relutively pour records of
schudufing. custs d payoff relative Lo wiher forans of nvestaent. Investnent ik s the st imparian ez

{xee Thaw to Assess Projeet Risk® [GOOE45436]). 50 evaluate lexity. exkernal, ional, schedule
and wehiology faks.
“The CIO's mission is o munage change in suppon o orpanizationat shicetives, not inually create new projects und | services

that risk depriving important new initiutives of funding. C10s must take the initiative to elean up alter thei organization, (o detect
and ¢leur up potentiully teadic asswets in the infrastzeture Ly, fur eample, They may oo lunger be fiy for pupose simply bevause
they were not uequinad for thit puzpose. Pertfuliv optimizition may be te unly appertuaity yuur [E urgunization has (o make change
happen (see "Flying on Instruments: The 11 PMlanning and Contral 'ancl” [Gouie3end];,

Aerion Nem: Organizationd spending or operdtions and sew projecis B limited, se evalaate opporfionily custs ta caniee farmds are
allacatec wisely and opprapriately. Overcome Biuse Nty tivongh purtfolio uprinization,
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ClO's Gulde to Succassful Soutcing

Strateglc Imperative: Expect the value of yuur vandor relationship to change over time and
manage that change to reach a more with strategic vendors.

Manage Strategic Vendor Relationships
Over Time

FPlamae ot
Fraduciny

Gartner

€10"s Gulda to Successful Sourcing

ATe you ready fur a relutionship, and what do you eapret?

When dating. there are behuviors that you se and eome W expect. especiully frem potential partners who are nt always serivus
bt your affeetions. That might be yuur spproach e, bul it cun be diliicult w have o serfes of vasual relationships with 1) vendurs
“hun your organizution has te live with their consequences every Al.-).hwn reladvaly commeoditized I ket are likely w

ience some Tidatun und reduciion in A fitjzed approach w11 procurement i therefore
muppmpn.m. and unlikefy to provee sitfsfactory. 17 this 3s where youse been going wrong all thise years, then perhups now i is time
w rethink your likestyle.

Sucvessful vendut relationships tke work. amd both parties h.m' w b ready G muke that commitment thivugh goud times and bad.
Customers keoking fora lang-term i shuuld by ol d l'n.h.l\]uh such as exovssive discounts, 1730
Tooks foe gt 10 be troe, then it probuhly is. $ n nn. most promising relationships just dun't work oul but you shauld
never expeet things w wn') o a they sturted. Afler e initial sttretion and pussion of the negotistions we u\t.'r.}ml sign the deal
und tie the knol unly w {ind vut tiat reality s in. Vuu muy experience sumething known as "hugyers remorse” where you start ke
Jegret the decision simply becauze you huve hed (o make o commitment. Things may not % gu accurding 1o plan. It muy ot
abways mutch the romantic nation or sules and marketing version. Sut that does not mike ita bad relathmship, as Jung as both panies
are prepared 1 invest in \\urkmg through it The reul work starts alier the negstintion has been completed. A suceessful relativazhip
canapl hecomk o “eash con® for unly ane party; it needs W be in the best Snanciul interest of both partics. Only then cun you be sure
hitt you made the right choices.

Decislon Framewaork: Vary the [evel of management attentlon to ongolny vender relationships
by assessing the strategic value of vendors based on a simple set of criteria.

Classify Your Vendors by Value

Management

Strategis Vendor :

Business Castof
Value Switching
Gartner
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[T organizations must be careful ta distinguish between various vender relationships. The selection process
begins with asking the 1T organization the following questions: Dependence (switchiny cost) — How
dependent on the supplier is the organization? Is the vendor readily replageable? Invesiment (sunk cost) —
How much does the company bave invesied in the vendor's services, such that walking away is not an option?
Totential (future investment) -— 15 there a desire and propensity to spend morg with a vender? Breadih of
service capability — Can the vendor span markets and provide a multitude of services? Relationships very
from tactical to strategic, but management attention should not be equal in all eases. IT organizations must be
carcful to distinguish between various vendor relationships. There are four general supplier categorics that help
separaie responsibilitics: Strategic — High-dependence. high-cast exposure vendors as wel) as vendors that
the I'T organizaticn wishes to increase business with over time. Emerging — Vendors with a small initiat
presenee, but one that is expected to build. Legacy — Vendors that have been in place for a sustained period
but are not considered stratepic. Tactical — Vendors that are small in cest and exposurc, or thatare in a
cammodity envi it. Once suceessfully categorized, most strategic vendor management programs begin
with a handlul of 10p supplicrs and cxpand over time.
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CI0's Gulde to Successful Sourcing

ClO's Guide to Successful Sourcing

IT Vendor Management Framework

Manitor and
Bevaic and Actiulre aad Mitlgate Vendor
i e -

Manage Vandor
-, Yoaewlion” |

Gartner

Key Issue: What techniques and processes effectively support IT sourcing performance?

Sourcing Governance Defined

Sourcing governance is the assignment of rights and
responsibilities jor decisions regarding internally and
externally provided resources and services, with the
objective of ensuring service coordination and
achieving business results, according to the
organization's sourcing principles.

The sourging govamance buizding biocks are:

Gartner

Good vendor managemeat should follow a frermework that <learly identifies the set of activitics, tasks,
functions and Vendar 3t is ible for inp the external spending of an
vrganization and includes negetiating contracts, analyzing and impreving supplicr performance, driving
greater value from supplier relationships, and initigating vendor risks. Vendor risks exist during good and bad
veanomic times and are nat just limited 1o the financial stability end well-being ol a particular supplicr.
Orgenizations should adopt a I'ramework moddel for managing all vendors, with speeifie emphasis on managing
thosc vendors that are critical to overall business performance and success.

Almest cvery contract or vendor relationship has a service component. This requires a serviee management
framework ta manage the relationships b the service provider, T J st organization and end
users, Qur research indicates that these are generally appropriate from an operations perspective, but deficient
in &mpertant arcas involving the effective business relationships berween the two sides.

‘T'he first reason [rmeworks are deficient is simply becausc the parties consider fermal eomrels and the
exchange af farmal documents as suﬂ‘c:cm 10 manage scrvmcs That is Tar from cnough. Thc) musl bc
supplemented by other means of i ion and h erized by collak ve

that thrive on mutual action and mutual success. The second reasen is that the parties fail ta appreciate the
difference between demand and supply perspectives over services, and appropriatcly apply those dilTerent
perspectives to critical governance processes and decisions in the serviee life gy<le, Finally, many key
decisions in service management processes do not have the invelvement of the appropriate players.

The only answer 1o these deficieneics is to implement an appropriate governance framewerk — in addition 10
all service management activities. The objective of'a governanee [ramewerk is to dypamically steer services
toward business vbjeetives. .
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CI0's Gulde to Successfu! Sourcing

ClO's Guide to Successful Sourcing

Key Issues

1. What roles and responsibilities must be applied
internaily to make IT sourcing successful?

2. What fechniques and processes effectively
support IT sourcing performance?

3. How should IT sourcing operations be monitored
and measured?

Gartner

Key Issue: How should IT sourcing operatlons be monitored and measurad?

What Is the Business Contribution?

Accountahility Business Quicomes
. Epedf;sc.adeasurahleg + Payoff
pread, Realistic an .
Timely Results-Driven Net Value ,
« Rasponding to '
. Market Change

Gartner

Sourcing is successful when the IT services and the business processes they support are successful.

Businuss success is not ahways as casy lo measure. Many organizations change because they have to change in response
1o changing market conditfons. IT projects do nol necessarily increase business revenue or profitability; they may only
prevent the loss of revenue and profitubility us o sesult of murkey change. 1T managers are not responsible for the profiv
and loss of the enlerprise. bt they must $1if) operate within this business contest to manage change, [t is all too casy 10
become iled in the detail of ing the praject through ta a suceessful ouleame and to lose sight of this chunging
business comext. Program and ponfolio management disciplines can put back 1his much necded context and feedback
ino I,

Ins the char abeve. 1he duek blue Bne shows how the financial peeformanee of a line of business is abow 10 1ail off and
how it would fall without & new 17 projeet being implemented, The light blue line shows how financiat performance is
increased and susluined by the projeet. It is common for organizations to recognize only the imp shown abeve
1he dotted lize in o benefits assessment. The 1o1a] opportunily cost of not proceeding with this project is 1he entire gap
between the two curves, representing lost revenue, Nothing stands still, neither 20sts nor revenue. Seme lines of business
may cven have 1o "run to stand still™ while keeping up with the paee of chunge, Onganizations that can track and masage
virlue contributions in this way are best placed to validate the success of sourcing. prs 1 wnd vendor

Action Mem: Use refutive measirements to iruck the differences u vendor can make 1o measare opperfunity cost,
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ClO's Guide to Successful Sourcing

Tactical Guldellne: Use fi; lal metrics that reflact the total cost of ownershlp, not only the
Initial cost of acqulisition but the ongolnhg costs of contract and asset life cycles.

Use Opportunity Cost Metrics for
Buy/Lease/Rent/Subscribe Decisions
Lost Risie WVating Fhetris
Access 1o hscols Cost Increase Prediciability Buzget Viariance
Missed Retum on Total Time Value of
Rewm cn Capital Opplcsﬁunny uSpcnt f Monay
. TCO Financial . Predittabliity Cash Flow
{Life Cycle Cost)  Owercommilment . *Fulura Praoling” Variance
Change Inflexibitily Aollity to Execule  Switching Gost
Time Celay Agility Execulion Tame
Gartner

1T spending often represents a Jong-tenn financial commitment, an implied lability in financial 1erms, By
committing the organization to a course of action, the erganization is committing funding that can no longer be
used to pursuc aliemative courses of action. This is true regardless of whether spending commitnents
represent capital or operating expenditure. CIOs have, therefore, found that they cannot limit themselves 1o
new eapital projects and must look beyond capex budpcts te find funding for change,

‘When convmitting to the costs resulting (rom a project, the project management team commits its organization
%o costs that cun be [ar more significant than the startup costs or capex of project initiation, Opportunity cost
lies at the heart of effective program and portfolic 1 . 11is no longer sale 1o assume that all project
costs will be capitalized. There are many non-capital-funding aptions avaitable. 11 is not simply a question of
the toml amount — when costs are due plays an cqually important part in ensuring they are sustainable.
Enterprises do not need a return on thedr investment as much as they need a eetumn an all their spending.
Medels and [rameworks are great to practice with. However, apportunify costs must be scheduled in real time
and hed with business benefits to returns and drive growth,

Activn fie

valiterle ofl project financing ond sourcing upiions to better align benefits with costs for more
aahle and sustainable returs.

Cl0's Guide to Successful Sourcing

Tactlcal Guldaline: Examine the relationship batween cost and value metrles, such as service
levals, to ensure that cost is not tha sole criterion behind all declslon making.

Use Value Metrics to Measure Vendor
?erformance

Results
Rhisbricg wgaxt o

impove ke andor performance
is incilidimensional.
Excessive focus
on ohe area
fdamages othars:
~ Process
= Value
"+ Risk
+ Qalty
= Timeliness
= Alignment ...

ey,

% Singlo muiric direcity
% inkad (o eosl

- Time
i Gartnar,
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The right metrivs can do a lnl o lmpm\‘c EY undurnluuunslnp but they hove to measure value, Many tlk about the need
1o closely link metries Lo 7 ce evaluation o indl vender behavior, Melries can have harmful effects when
linked 1o petformance c\nlunlmn in tog dircet a manser. The chatt illustrutes bow u vendor relalionship progresses
through a number of enterprise change cycles. Overapgressive fnancial metrics and penalties can result in a deteriorting
vendor relationship, where the viability und profitability of the customer is called into question and the vendor does not
fieel that the relationship is recoverable,

Allemat vendors find ways of i ing o limited number of metrics and merely give the impression of
performance., while end usees remuin dissatisfied. Counter metrics are necded to easure thut no-one finds u way of
"gaming the system.” For example, a storage vendor using a price per leribyie metric might vary cenfigurition of systems
to optithize capacily and will perform 100 slowly as a resull. causing application and end-user delays.

The right balunce of metrics is important. ahhough it should be coupled with 1he ability to renepotiale metrics and how
- are measured. Positive sewards are ofien more effective than punitive penalties. although most enterprises will try 10
it them (o conmonctary benefits.

Hction frem: Continntally review and reffne retrics and pur udditionol counter-metrics in place fu connter any fegative
Aehavivrs driven By the primary metrivs.

itk gy e ey 3 e by e = b bt rdnse et Linda Gohen
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CI0's Guide to Successful Sourcing

Tactical Guideline: Work toward a balance of trust and control betwesn parties to manage
telationships effectively in a multisourced ecosystem,

Develop Trust While Maintaining
Appropriate Controls

‘Elements of Trust
Employss

iy

Control Mechamsfn"ﬁ@“

aAtE

Group Organization

ClO's Guide to Successful Sourclng

Recommendations
< Analyze and manage husiness demand as the
first priority, before supply

¥ Understand risk, cost and value sensilivities all
the way along the IT supply chain

¥ Develop the discipline of strategic IT assel life
cycle management

~ Stop micromanaging |T inputs. Devalop market-
driven conlrols focused on business outcomes

v Formalize strategic vendor management
«"Measure 1T and sourcing success in terms of

business success
Gartner

Every day, tt s of small, ingly i failures ol confidence occur in business relationships.
These failures ofien o undetected and uncorrected, Iting in wasted time and missed
apportunities, Although it is ofien seen as critical, corporate policy and codes of conduct do not specilfically
address trust and control, Faced with no reliable means of inspecting er tracking trust and control, emerprises
have na means of managing it

Gantoer research has ideniificd 10 key componcats that enterprises considered essential to measuring and
balancing the kevel of trust and contral between a service pravider and a erVlce recipicat ar hetween vendors

in a multisourced ccosystem. Trust somponcnts a: capabilizy, resp  C S, CONKTHERC).
predictobilin, d fubility. competibilie, ity ¢ 3 and rey jon. Contral I are:
befunivr chuange i improvemens, decivivn pracesses, demand
sanagement, feedback, fi <lear goals and stondards, peer gronp parity, and clearly

extablished roles and responsibilitics.

Periodically assessing the level of trust and control between all parties wil) allow for the opportunity to
proactively moniter and amend imbalance before problems escalate into relationship management issucs.

T prine - Linda Cohen
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Cl0's Guide to Successful Sourcing

Related Gartner Research

> Create a Culture of Financial Accountability to Fund IT
Threugh Chargeback i
Stewart Buchanan, Nigel Rayner (GO0D174732)

=» Cost-Aware Architecture: Teamwork Across
Architects, Project Planners, IT Procurement and
Asset Management Pays Back
Stewart Buchanan, Bruce Robertson (GD0173882)

- Outsourcing Lessons Learned: Establish Demand
Management Discipline to Optimizing Sourcing
Performance
Linda Cohen, Christopher Ambrose (GO0171477)

= Developing the Culture of Multisourcing Collaboration
Cassio Dreyluss, Linda Cohen (G00176331}
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The Cl0's Role in Managing the Expanding Universe of Technology

The Expanding Universe of Digitat
Tec_:hnologies and Information

Other Digilal
Technal

Operationat Enferprise

Teutinulugies Infonnatim
Business Prooas: g Societal and
Qplinizstion i Walue Chain

Information

L
§Y
P

Gartner

The adoption of diverse digital technologies s | ing. tmaking it a pressing issue for ClOs,

1

Many of these diverse technalogies are being imp d as a result of dev that are pecuring,
outside |rndu|unul IT erganizations, w ith many new stakeholders and IT roles catering the picture. This m.ml is

creating serious business risks from d d information and p and from i i 3
for rechnalagy integration.
C10s must prepare Jor the expanding universe of digital technologics and iated inli ion by

identifying the biggest opportunities for inegration and exactly where in the enterprise they lic.

Are the opportunities at the business unit Jevel, are they enterprisewide, or do they €xtend seross the cntire
valuc chain? Should the focus be on further automation and integration of business processes, on managing the
convergence of epeeational or other digital technologies, on securing an integrated vicw of enferprise
infonnation, or on tapping inte external information from customers and suppliers (i.c., societal and value
chain information)? Value chain is the picce outside the enterprisc, from supplices to end consuners.
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The CIO's Role in Managing the Expanding Unlverse of Technology

The C10's Role In Managing the Expanding Universe of Technology

Key issues

1. How will the IT organization evolve o manage
technologies outside traditional IT?

2. How will CIOs benelit from changing the
management and operations of IT and hon-IT
technologies?

3. What are the critical success factors for
changing the IT organization's role?

Gartner

CHOs Must Take Action to Manage the
Convergence of Digital Technologies

By 2015, more than 70% of C10s will oversee connected
performance of all digital technelogies.

Factors against thia pradiction

+ Estimated fewer than 30% of IT
organizations did this in 2010.

+ Poor IT piganization
perfamiance snd excessive

The supporting technologies technology focus mean lack of

must therefure be connected and trust for the C1O to take on

coherent. business-crilicat issues.

+ The charactenstics of digital - Poor govemance and intemal

technologies are converging. politics impede progress toward

" f . integrated ovarsight of

Credible, high-pedoming C10s h "

and IT organizatians are the infarmation and processes.

nalural choice for this role.

Factors driving this prediction

«+ Enterprise performance and
services increasingly demand
agcurale, coherent and timely
information.

Gartner

Many technologivs are increasingly used outside traditional 1T organizations, and many new stakcholders and
ralcs arc entering the picture. This presentation will identify best practices in managing the rapidly changing
seape of technologies throughout the entemrise ceosy stem.

I[n many indusirics, the role of C1Os needs to change in response to the cumhmatmn af [T and ather dlylaI
technologics. These changes allect the relative importance of IT management d inhe IT org;

and how it creates and delivers business value, In particular, the lmpomncc ul'lr.adcrshlp, stratcgy, enterprise
architeeture and govemanee needs additional and refocused attention from the CIQ. The C10% role ean move
from primarily leading the [T delivery erganization to leading the sy ic, coordinated cxploitation af the
business asscts of processes. information and relationships across all technologies in the enterprise -— and
whether owned and managed by the lormal 1T organization ar clsewhere. Key trends include:

« Technologics are converging in several important industries, such as healthcare, transportation, defense,

energy, aviation, manu facturing, engi ing, natural r 3 ions and wtilitics.

« CIOs and other 1T leaders must evaluate and realign their roles and relationships ta maximize the value of
comverging technofogics and te avoid valug-redusing consequences,

» C10s wha fail to act o technology convergence risk damaging the value of IT and downgrading the CI1O's
mlc.
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The CIO's Role in Managing the Expandlng_ Universe of Technology

ClOs Can Bridge the Digital Technology
and Informaticn Divide on Three Levels

In¢reasing IT organization engagement
Gartner

Three approaches for C10s:

« Interface: Stay within the waditional boundarics ol [1° — i.c., applications and inlrastructure — and build
application programming interfaces {(APIs) 1o link to operational and other digital technologies, allowing
varieus coterprise departments 10 centinue designing and gperating these teshnologics with limited
architectural cogagement.

» Intervene; Lead the integration ol business processes and information — cnsuring that al! digitl
technologics and associated information inegrate with these processes from their design phase onward. Other
departments will continuc to operate diverss teshnologics but with increased convergence (e.g., 1T may
provide the servers and network, but the departiments will run the software).

* Innavate: Lead the adoption and usc of all digital teshnologics so that they fit seamlessly into business
processes. To support sritical decisions, an enterprisewide drive for convergence, common standards and
integration of associated information needs to cxist.

-
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The CIC's Rale in Managing the Expanding Unlvetse of Technology

Interface: SWOT Analysis

Provide APls Lo link infermalion from disparate sysiems as required

5 the anesses

+ ET organization as relabie sorvice |- Nola part of tha “real” business
provider + Informatidn ramains. fragmented

= Exigting IT skills + Inconalstont tochnology standards

* ¥endar manzgament - Lack af gnderstanding of business

. Issyes

Fragmshied informatian, - - 5
: processes and digital technologles.
: _progressively damage entarprise
optimize management across all . | - affacilvaness

» baverage existing kills to

«+ Glovd progrisshvely diminfshes If

digluluchnulogin
L organization’s taditione! rofe:

Gartner.

Interface: Provide Al'Ls to Link Information From Disparalc Systems

Stay within the traditional boundarics of 1T — i ¢., applications and infrastructure — and build interfaces for
opcrational and ather digital technologivs, atlowing enterprise departiments to continue operating these
technologics with limited architectural engagement.

This is the stattitg point for most I'T url.amcauons and will be the foundation of the expanding model. For
example, in many r facturing organi iny opezations will continuc to run plant sutomation
systems, with interfaces built to Ilnk with ERP and other ]T systems as required, Hawgver, there may be
epponunities for 1T to provide the networks, data stores and servers; deliver cost savings; and integrate critical
informatien to imprave cross-functional decision making.

Building eredi y 4s an efficiem provider of care 1T services {applications and inlrastructure} is a
prerequisite for greater technology and information intepration,

Haumeees n rve n e ne John Roberts
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The CIO's Rele In Managing the Expanding Universe of Technology

Intervene: SWOT Analysis

Lead the integration of processes and information

Sirongihe Weakoesses

« IT crganization as koy playor in + Inabllity 1o architect integrated
procass improvantent information solutions

+ Emorggnt buginess-1T skifis

portuntias;
mvalop stratagy for
nfarmation integration:

Gartner

The CIO's Role in Managing the Expanding Universe of Technology

Innovate: SWOT Analysis

Lead the adoption and integration of digital technologies

Strengths [ Weaknesses
- ¥ organiznton &5 ladet in + I¥ pkilla sproact 100 thinly
FIOGESE improvemeont {2 Intornal political barrers
v iF ¢rganization as intagraled i
tachnoloyy and information
architect

Creats competitive advaniages '~ Fragmeated Informabion,
Usa ¢xternal Integration and
conneclion links to change the. """ damage enterprise simtegin
hosiness model * . capability and market pasition
. = Inabllity to manage new
. stakehaldars

Gartnet

Intervene: Lend the Integration of Precesses and Infurmation

By scizing the opportunity ta Icad duvulopmcm uf impraved busingss processes, C1Os can ensure that all
digital technologics and grate with these processes ram their design phasc onward.
As reported in the January 2010 Gartner Executive Pragrams repert —"Leading in Times of Transition: The
201010 Agenda," G001 73967 —ismproviisy business processes bas been the No. 1 €10 business priority for
five years. Successful C10s are entrusted with leading business process improvements for the enterprise
beeause they have developed the necessary credibility, competencics, processes and relationships {sce the May
2009 Gartner Exvcutive Programs repert, "Improving Business Processes,” GO0168002).

A coerdinated approach to business precess impravement is dillicult, however. in organizations with
[ragmented, crossssilo process ownetship and discannceted digital technology implementations,

CLOs wha adopt a cross~cnterprise business perspective and impart it to their 1T organizations will find the
toad 19 process and information integration mueh lvss bumpy-

lonovate: Lead (he ndoption and integration of digital technulugies

Cl0s have an opportunity to lead their enterprises in connecting digital technologics and exploiting the rapidly
expanding associated information. Ultimately, this optimizes business processes and delivers better business
outeomes.

An enterprisewide drive 1oward convergence, common stzndards and the imegration of associated information
teeded for eritical decisions must support [eadership in this area, This can alsa lead to integration of
information up and down the value chain from outside the enterprise,
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The C10's Role In Managing the Expanding Universe of Technology

The CI0's Role in Managing the Expanding Unlverse of Technology

Key lssues

1. How will the IT srganization evolva to manags
techneloyies outs side traditional (1%

How will C10s benefit from changing the
management and operations of [T and nan-{T
technologies?

3. What aro lhe critical success factors for
chariging the |7 organizalion’s rale?

2

- Gartner.

Diverse Digital Technologies Lead to
Disconnects in the Vaiue Chain

1 Different technology architeclures, and separate
budgels support structures and data stores can result
in resource dupfication, data quality and security issues,
as well as suboptimal resource allocations

Q... driving major changes in healthcare, transportation,
defense, energy, aviation, manufacturing, engineering,
tatural resources, wtilities, telecommunications and
others

G ... means that ClOs musl act now lo avoid damaging
the value of IT and downgrading the ClO's role

Gartner.

Many technologics are increasingly uscd outside traditional IT orpanizations. and many new stakeholders and
roles are entering the picture. This prescntation will identify best practices in managing the rapidly changing
seope of technologies iroughout the enterprise coosystem,

Digital technologics are converging in several important industrics. such as bealtheare, transportation, defense,
enerpy, aviation. manufacturing. engineering. natural ications und wtilitics,

Increasingly, diverse technalapies are embedded in busi persanal devices, and praducts and
services — penmeating the enterprise and jts ccosysiem, Man} of these technologies result rom developments
vecurring outside traditional IT orgenizations, with many new stakeholders and, hence, new 1T roles entering
the picture. This trend creates serious business risks, as disconnceted information and processes, and
inconsistent stondards fer technology integration, become more Jikely.
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The CIO's Role in Managing the Expanding Unlverse of Technology

Case Example: An Energy Utility
Business

Enpcrara
+ ERP + Geographic information RRCH
* Hymanresocrors i

&"’-.?:;“&?3?""
* Enferptive

Case Example: A Natural Resources
Company

Triorprise
~ Enlerprive resourte. - ¥ ogrammable o
Flannkog ERP} Ganeridies
+ HR
'eador reh
TN

We have seen governanee managed clearly in the "traditional” realms of IT (see "Frequently Asked Questions
About IT Governance," G00136716, and "C10s Reveal Their Issues With 1T Gavernance,” G00131820), but
the OTs have not had & singular autbority in the organization te ensure the use of standards and the adherence
o an archilcciure plan, nor the mechanism to report up o a body or person for authorization of new
developments. During the past 10 ycars, as a result of addressing the need for better resource use and increased
efliciency by integrating disparate applications, integrated enterprise appli (such as BRP) bave emerged
in iT. As a result, C10s bave emerged wha have catalyzed the maturation of IT envirgnments by seizing
cantrol af'the acquisition, deployment and support of IT. The rcqulrcmcnl far mtubmud systems has

ds and architecture plans 10 maintain cc y and interoperability
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The CIO's Role in Managing the Expanding Universe of Technology

Case Example: A Healthcare 0rganiz_ation

Verthet

b ~ Loxlion. ardtiar
m-based
« Pajiert records adminsirabion
+“Hiesy . Sp'dch:llml
- HR machines and cantal
* Netwoew packnone facoray

< frieriaces 3 eteins
upplen. other

agencien
« Rggss o probesslonsl
wricemation nabworks

Gartner

The CIO's Role in Managing the Expanding Unlverse of Technology

In most hospitals in developed economics, there's a large and growing amount of techrology in patient-facing.
diagnosis and rreatment, and even in implanted devices to sustain and improve life. Most of that technelogy
was traditionally selected, developed and managed outside the fornal IT organization, Some of 1t has very
high-performance specifications, whereby it dircctly supports life-critical applications. Most ol the medical
device data that these technologics create ar use has been isclated and discenneeted from shared use, or from
correlation, central monitoring and patient record systems maintained by the formal 17 arganization. There has
often been very limited copperation conceming the systems that create and use the data. Today, particularly
with the advent of computer-based patient record (CPR) and decision support systems, the disconnected sivle
af arganizing 1T and elinical engineering in these situations ereates more organizational problems than it
solves:

« The first preblem cames (ram the need for joim planning and projeet aversight, because nedical devices
require aceess 10 the 11 network and servers, and they inust mcet appropriate compliance with security/privacy
regulations for electronde patient data,

= Neat is the need for medical devices to autamatically feed the CPR for data integration and decision support,
and to itprove clinician productivig.

+ There's a further need for coordinated, end-to-cnd support for clinicians using both sets of technology,

‘Summarizing the Benefits of iT/OT
Integration

Gosts Risks f Spead i

Py
mplemeniation

Reducrdcosts of | Downtime

Sirategle
Advantage
ances business |

Cohecenltlandanis Snbanced
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The CI0's Rola in Managing the Expanding Universe of Technology

Key lssues

1, How will the | organization evolve 10 manage
techinelogios oulside traditional [T?

2. How will ClUs benefit from changing the
management and oparations of IT and non-IT
tachnologies?

3. What are the critical success factors for
changing the IT organization's role?

Gartner

The CIO's Role in Managing the Expanding Universe of Technology

Many technologics arg increasingly used outside traditional 1T arpanizatians, and many new stakebolders and
toles are entering the picture. This presentation will identify best pracrices is managing the rapidly changing
scope of technologics throughout the enterprise ceosystem,

the Digital Technelogy Divide

Five Critical Success Factors to Bridge

2. Build excellent IT foundation perfermance

5. Think big, start smalt: Find quick wins to
demonstrate valus

1. Focus on business outcomes, not technology

3. Establish wide-reaching and rebust governance
4, IT staff have credible business knowledge

Gartner
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The CIO's Role in Managing the Expanding Universe of Technology

The CIO's Role in Managing the Expanding Universe of Technology

Focus on Business Qutcomes: Leading
ClOs Contribute to Business Strategies .

Business strategy Business i Digilal

defines how the Stratagles Tachnologies
business will succeed

through: ’ ‘

Vision and missicn

rCustomers and products  Business Business
>Resources Cparalions Processas
= Assels
* Peaple \ ‘ /
= Processes Enlermprise
= Technologles {nformatien
* Information
Gartner

Build iT Capabilities fo Enabile information,
Process and Digital Technology Integration
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Ecaready My rcmun: Banis Uignad Busiryserrbis. Fat efthusien
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—— Inledace ~——w—r «--— |ANOvale—

—= Interveng —-s

Gartner

Clearly, IT is uniquely positionsd to provide a cross-enterprise view of processes and information. This
capability can be developed through leadership of business process imprevements and ereation of an integrated
information architceture that shows the lationships of data ca; d [rom inside and outside the
enterprise. Far 1T to build credibility in project delivery, a strong program managenent office must support the
linkage ol integration with business strategics.

With almost cvery enterprise interaction involving digital technologics — whether process automation, asset
sentral, elg~— ClOs and their 1T or ions ploy an imy rolein ing and exploiting the
technologies for competitive advantage. Rapidly expanding associated infonmatien enly increases enterprise
dependence on the C10 #nd [T,

C1Gs must build on the core of [T to develap 1he expertise, understanding and trust needed to cultivale strong.
busi lationships and uhi ly carn a place on the business team. An increased level of T maturity
acress a rangc of areas brings these objectives within reach,

Asthe IT organization in:rl:asiﬁeg engages with enterprise informarion, processes and digital technologics, n
C10's personal antributes in cach of the Three approaches Lo an integrated stratepy must develop as folknvs:

+ Interface: The C10 builds business relationships and identifies 1Ts contributions to business outcomes from |
a technology service perspective.

= Intervene: The ClO has strong business relationships and is accepted as a member of e business wam.

« Innovate: Widely recognized as an outstanding leader, the €10 is a key member of the business leadership
1eam. working beyond the traditional ClO role to merge business and technology issucs,
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The CIQ's Role in Managing the Expanding Universe of Technology

‘The CIC's Raole in Managing the Expanding Universe of Technology

Clear and Effective Governance

Goal: Overcome Silos — Build a Connected Enterprise

3 Aliernate chairmanship of key
steering greups betwean {7, OT
and pther stakeholdars to buitd

frust and shared outcomes

Gartner

Critical Success Factors Evolve as the
IT Organization's Engagement increases

e
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and refablity of IT | contribulion of IT  caeriribution of IT
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Gartner

Whatever the positioning of IT in the enterprise, il change is required, then rabust go is key. This
means there must be clear governance processes from the fop down that engape siakebolders and communicate
1he apy ities far integration of inlt ion, J and digital technologi

If strong [T governance already cxists, it is 1he logical starting point Lor an expansian of scope to include
information management enterprisewide. as well as process and operational technology eptimization. In doing
50, avoid excessive focus on technology governance. Better business outcomes emerge from governance
relating to improved efficicncy and clTectivencss of busingss processes, and delivery ol the information needed
1o fucilitate effective decisions.

Enhanced governanee is key to increasing 1T's contributions.

Conelusion

€C10s play a major role in managing the expanding universe ol digital technologics, This role is not merely
about manuging the wehpologies: it is about delivering integrated jnformation and exploiting opportunitics for
process optimization, to drive innovative husiness outcomes. CIOs must spend considerable time with business
heads and their direct reports w develop an understanding af business drivers and asseciated opportunities.
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The CIO's Role in Managlng the Expanding Unlverse of Technology The Cl0's Role in Managing the Expanding Universe of Techhology

Action Plan Related Gartner Research
1. Identify IT's currant level of engagement with all digital - Operational Technelogy Engineers Plus IT
technologies, business processes and information Professionals Equals Big Supply Chain Efficiency
Gains at Kodak
2. Establish the value of greater information, process and Deek Prior (G00200797)

technology integration

3. Select one or more of the three complementary =3 IT Operations Management Enables IT/OT

¥ h - Convergence
approaches to an integralion strategy: interface, - ;
inlarvene and innovale Wil Cappelli (G00174172)
" 2 The Management implications of IT/OT Convergence
4 Er’:;g;i'igz gﬁti?é;’?n’f:ﬁ”g,;ff’"rs la create an [T John P. Roberts, Kristian Steensirup (GC0174016)
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The ldentity and Access Management
Scenario

The [dentity and Access Management Scenarlo

ldentity and Access Are at the Heart of
Every Business

Gartner

The JAM Scenaria; Access and ldentity Refined

Gartner Symposium/ITxpe 2070 Roberta Witty
We have spoken mmany times about identity and access management. but often in the context of IT. What of the
November 16-18, 2610 business? As is the inost case with IT "inventions," without due consideration it is often a selution it search off
Sydney Convention & Exhibition Centre a problem. But identity and access management {1AM) does Lie st the heart of the business, because it
Sydney, Australia represents the "who™ dimension 1o business, Enterprises nced 1o know what is beiny accessed in terms of'
business-¢ritical or private information se it can be protecicd. Enterprises must be sware of the "patiems” of
access 1o verify they are in compli with specific guidelines provided by others, wheiher an outside ageney,
and internal auditor, o another source, JAM alse lics at the heert of the management of dilferent risk types in
the enterprise by providing a means to view that risk in the centexs of thase that can most impact it
Nates iny his jon. Please Page view.
can only wiin wrif Garlner.
Such approwals musl ba raquasiad via a-malk vander.relatans@bgartner.com.
Galtner Is 3 registered Iraciemark of Gariner. Inc. of s aifilates
“This presentabion, inclucing any supporting materials. |s cwned by Garpar, Inc.
andio? s affiliates and is for e sole use of IRe intended Gerner audiehoe of
amer authorized recipients. This presentatio may contain informalon that is
Confianial, praprictry or obrarmsa logall proteried, and f may ol ba et
Copic, SanTiunew or DIy USPAYED WO i CABTESS wers persioa s T - Roberta Witty
arter, Inc. of s afila o e e e e e o T ST
D200 o, no, andier 4 afttes, Alrights eservad Gartner st e u s o e
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The Identity and Access Management Scenarlo The Identity and Access Management Scenario
ey Issues IAM Helps Manage Risk ...
- ) ... through ...
‘ i 1. Where are we going? ! g
2. Are we thera yet?
3. How do we get there?
Accountability and Transparency
A 2oMBIDGESe ks 3t agraement wherety both partles gaf whot
Gartnier Dether of inem wared  Auihcr unkngm Gartner
Key Issue: Where are we golng?
Why does the business carc about IAM anyway — isn't i1 just the "plumbing” for managing access?
Well, yes, that's part of it. But it minimizes LAM’s role 1a that of an [T canstruet rather than unvclhn;, its true
purpoese [or the enterprise,
The managernent of risk {in many of its forms} has been a decidedly busingss-specilic issue singe businesses
existed. We have become more formnal over the years in our ways to measure, 1o structure responses, and to
mitigate risk, but it remains one of the key concerns of business teday.
- 1AM plays a critical rake in risk management. How?
LAM provides a means for an enterprise to establish accauntability for actions by employees, partners,
customers and others when it comes 10 the aceess of critical busingss information and resources. 1talso
cstablishes a means 1o verify and validate that accountability by establishing a system that allows transparency
' into identity-based actions. Accountability and transparency are the hallmatks of why 1AM is important to a
business, because it nat only helps in the management of risk if such intelligence and such contral is available
but is also available to the business itsel o prove accountability via compliance 1o regulation and policy.
T ey sty s ....._a.....‘ Roberta Witty ey oy 2 moedts Gurve < Roberta Witty
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The Identity and Access Management Scenario

Understand the Capabilities of IAM

1AM provides a
prastical, structured i
and eoherent approach ’ w"“‘m“‘y"%
1o the menagement of i
usars' Identities and
thelr access to systems
and data.

1AM ensures the rght
people get access ta
the right resources at
tha right times for the
right reasons

“You can’ Eave evorything .. whore would you pt2 it? *
~- Btaven Yrigh Gartner

Hey Issue: Where are we going?

As 1AM requirements and markets bave evolved, three significant categories have arisen stound capability:
access, administration, and intellipense, Access serves as a foundational platform 1o facilitate authentication,
authorization, and 1he capabilities within them, from single sign-on to the enfercement of cenificates. Access
isthe 'cny,inc of' JAM, that mkes identitics and cheir information and uses them 10 cﬂ‘cct. Adm:mstmlmn is the
consiruction phasc of identity -'md prov iding it with 2 “personality” by assip

lzntials — it is the createh fretire capabilities of 1AM, I\dmlnls(mllon is also focused on providing
the platform fer the intelligence — a means to make sense of 1he idemity and access events. Inelligence
generates the reports for auditors, provides any real-time manitors for operations. and delivers the analytics
necessary for analysts and business stakeholders 1o make intetligent, actionable deeisions in both the business
and in IT.
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The Identity and Access Management Scenarlo

The Value of IAM Changes With Maturity

Security Efficiency

Businoss

Value -
Contribution
Business
Enablomeant
‘Bosiness . Trans.
Valug Nona Loy Modezale High formational
Infrastructure Procedures
Gartner

Key Issue: Where are we gaing?

But why do we cven care about IAM? What is its truc purpose in the enterpriss? How do those drivers evolve
over time? We have noted a consistency to the drivers of LAM. They remain (1) efficiency, which is primarily
an IT advantage, in stecamlining those IT eperations that usually require labar, time, or cast-intensive

proced ding the blish and modilication of aceess for people and systems, There are some
business efficicncics. but not as much as I'T. (2) Where the business does get more invelved is in the
cliectiveness driver, where the enterprise leads in an cffort to leverage LAM in pursuit ol speeilic business
reguizements, commonly arcund compliance and risk. (3) Finally, there is business enablement, where a
transformational experience is possible in situations of mergers, acyuisitions, or langer reorganizations. These
can be more clTectively enabled by specilic LAM clforts. The aim is 10 move fron [T 10 the enterprise — [rom
merely an 17" experience to a business experience using 1AM,

e - Roberta Witty
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The Identity and Access Management Scenario

Key Issues

1. Where are we going?
! 2. Are we there yet? !
3. How do we get there?

The ldentity and Access Management Scenario

Strateglc Planning Assumption: By 2012, at least 25% of the virtual machine installed base in
enterprises will be Microsoft Hyper-V.

Focus of IAM Will Shift to Intelligence

Through "'013 notablelAM project failures will cause 50°
of all companies to shift efforts to intetligence rather than
administration.

Angiysis supparting the SPA:

Analyzing the afternative view:

- Inleligence projects fogus on « Administrallon grojacts — such as
auditing. monitoring and manual user provisioning ~— perform "real
temadiation, and analytics work” (not just analysia)

+ Implementing identily and access = Administration projects are

intelligance (JAl} lools Is (relatively) increasingly well-understood and

quick and sasy ' vendors are suppciting more “out
+ TAI tools defiver businese value of the box” sclutions

mare quickly « implementing IAl lools provide

insight — but they do not remove
thao fong-tarm nood fer efficient and
elfectred identity adminislration

1Al lgals span all users and
systems nore easily

Gartner

Gartner
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Key Issue: Are we thers yat?

Without a more formal and inere effective approach to delivering IAM solutions, enterprises will continue to
expezience challenges in delivery, More importanily, the shill is taking place away from 1T needs for cfficiency
of operations to enfcrprise needs for accountability and reliability. The business is taking a much more active
role in the use of identity for critical busingss process. With that pdrllmp.ltlon comes dcmands
that are decidedly ditferent — identity and access mlclh],r.'nce will be i ingly required by b far
auditing and general pli needs. & i ions, and risk and evaluati
Administration coneerns that require glements of monitoring and control do not go away, but attenticn wil}
now be shared with new analytics results Tor 1he business,
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The ldentity and Access Management Scenario

The Identity and Access Management Scenario

Key Issue: What is the range of 1AM technologies: Which are core and which fringe, which
tactical and which strategic?

Market: IAM tocls

[AM Technologies Grouped by Primary
Functionai Capability

Hype Cycle for IAM, 2010
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Key lssue: Are we thare yet?

Despite our best eilorts, [AM is still looked upon as a loose agyregation of technolepics used ta address access
and jts life ¢yele munagement. [AM docs involve a wide spectnamn of technologies and processes, and
enterprises should be aware of what they are. In previous discussions, we pointed out the three slices of IAM:
access (shown as authentication and authorization above), administration, and imetligence. Each functional
category <onsists of a wide range of technologics, some old and some new, to address them. There are also

s [evels ofmmum) throughout this spectrum. By keeping such categorics in mind when planning,

i, or 4 5ystems, can have focused conversations with vendors, consultants,
integratars, and service providers slike over time, depending upon their need. As a customer, it is important to
teimernber that you don't have to do all of these a1 onee to "do™ or "have" LAM — enterprises evolve need over
time. .

Key Issue: Are we there yet?

The Hype Cycle for IAM 1cchrologics reveals some interesting trends, particufarly in the arcas ol agcess,
administration, intelligence — and services for them. The ubility to have alicmate forms of delivery for IAM is
evelving. although it is still in an carly stape. M olved logies are approaching the commaditization
often secn for simple and repcatable feature scts — Web access management and enterprise single sign-on
represent two common systeins with those characteristics. The important thing to note about Hype Cycles is
that they represent the availability of production best pragtices, a scnsce of an enterprise’s ability to deplay such
technologies effectively. 1 those technalogies have not passed at least the Trough of Disillusionment, there
isn't cnaugh historical experience with them to provide a basis for best practice. This can be an issue for most
enterpriscs, Note alsa, that there are equal numbers af technologics for aecess, sdministrution, and intelligence
25 well — key arcas of privileged uscr management, identity proofing, and various authentication technalogics
daminare many Hype Cyele discussions,
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The Identity and Access Management Scenario

The 1dentity and Access Management Scenatic

Entitlements Life qulg Management
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tdentity and Access Intelligence

Analytics

Access

“Diret fape 15 Bke e Rree. It has 3 light sk, & ook aids.
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Key Issue: Are we there yet?

Some [AM technologi seend all fi al categorics. For example, role management {or role life ey<le
man2gement) is not only an administration 1echnolagy for JAM 10 provide general administration of
calitlements. It is alse an intelligence tecknolegy, providing an initial database of eritical data for analysis, as
well as ongoing logs for entitlement assi ntis] mar provides key access Tunctionality
around resolving the level of access requested by an identity, but it also has a rich set ol logs recording such
events that ¢an then be mined via analyiics to provide important authorizatiens history. One deals with what
people say the access is, the other with what access they really have. Adaptive access control, an carly
architectural frend. will bring together aspeets of entitl with authentication 10 provide a
richer access management expericnce.

Key lssts: Are we thare yet?

Access and administration iens within IAM copious infx about what is happening in
1hose functions. From accuss, for ple, the authentication cvent g information about the wser, the
licaticn arc aceess rey d, date, time, and other information coupled with the existing

infermation about the identity itscll. For avthorization, the entitlements. whether they are resolved or
challenped for Jevel of access, and perhaps role of identity being authorized are alse capiured. From
administrttion, the identity creation event, the assignment events, the retiring of idemtitics or spegilic
entitlements— ali captured, When combined with other infarmation from other sources (e.g., S1EM, DLP) and
imeresting portrait arising around accoumability and transpareney. If properly correlated and analyzed, a
wealth of knowledge becomes available, When knowledge is evaluated, it can became intelligence. With
intelligence, a business user can make an informed and actionable business decision.
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The Identity and Access Managemant Scenario

The Identlty and Access Management Scenario

Assessing the Maturity of Your IAM
Program

Gartner

Key lssues

1. Where are we going?
2. Are we there yet?
- {13, How do we get there? |

In 1AM program maturity, theee is actually a Level 0. In this level, lime or no pracess and capability maturity
cxists. Tasks are performed infonnally and arc net coordinated. Processes arc undelined, and stadl’ changes
causc failures. As the enterprise cvolves, however, Level 1 brinpgs o sensc of the fact that processes at least
exist, though they are ad hoe. Ab effort gets utder way 10 assess requirements and responsibilitics for the Mirst
time. and create some sort of plan that leads to communications and even technofogy selection. Level 3
evolves poals, practices and metrics, allows a lonmal program office 10 1ake aver distinetive initiatives, and
introduces 1T architecture 1o the gffort, At this point, complianes requirements are deing addressed, Ina

| covi ent, arck d 1o overall enterprise architecture, and there is linkage between
thse business and 1T o realize spccuic business-driven targets. In the final phase of 1AM maturity, continuous
cantrels and performance monitoring is possible duc ta mature processes, and the LAM infrastructure and
service has given the enterprise the ability 10 make transfonmationz) decisions {e.g., mergers, acquisitions,
reorpanizations) without ining undwc ¢llort.
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The ldentity and Access Management Scenario

Wh |AM Projects Fail

Planning diractisn fraquantly usetd

Complexity. Time to Debver

Gartner

Key Issue: Are we there yet?

‘The JAM program expericnce has traditionally not been a good onc. Although some things have improved,
major efforts 1o formally implement such sysiems averlook a key lesson — planning for them starts frem the
wrong direction with the wrong people, or at feast not everyone affected. In defense of IT, the JAM expericnce
started out 8s a "Mix the plumbing” concern, But with the advent of compliance concerns, 1his kas changed, and
changed dramatically. Now, the basis of good [AM involves an active role by the enterprisc — only they can
truly say what and how that plumhbing should be used, and w hat aspeet of the “water” delivered by it is rrost
important. In an ¢ra in which acocuntability and transparency are required (and must be formalized), this
meens a more focused and structured approach Eor all partigs affected, not just IT. IAM should not be planned
with operations in mind, rather it should be based an the foundations af the enterprise relutive to policy,
prosess, and people. Products are actually a relatively small part of the decision process in an IAM program.
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The |dentity and Access Management Scenario

Develop an EA_I_V_I____F"rogram B

§ astutnae desgn
£ Crocesses
B Conrse

ey » dachinztare,
< HespowBty  ~ Plaa b Budpet

-, Plan§

Run .
+ Tachnclcgy [r— -
& enttements + Convmunications.
Implomeniaion oroceseat R
“Ojze e is Intterad mway by delad. Simplify, simpity )
— piznry David Thargay Gartner

Key Issue: How do we get there?

Developing an IAM program incans leoking at the complete life of JAM within an enterprise — from
inception, through planning and deployment, to aperations, then overlaying that eyele with a rich set of
technolagles, processes, and organization for the leng tenn, [AM should become, over time. part of the 1T
Eovemance system within an enterprise. We can speak of JAM govemance, but it wuly is but a subser of the
broader issues it 1T 1o deliver husiness-centric solutions. Traditional ways of thinking about an 1AM program
were dominated by 1T — [T planning. IT architecture, and the like. Future implementatiens must
accommodate a breader set of decision-makers 10 be effective. Cusiomers should kok at an JAM program in a
Broader sense, with more inputs than they are accustomned to. This is part of the maturation of 1AM,
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e I B T P

PS18_618, 11410 Page 15




The Identity and Access Management Scenario

The Identity and Access Management Scenario

Estabilish a Governance Model for IAM

I:’tan_ implamaent Manage Monitor

H

“Demang Governance” aummnts nol ncludedin
1he Gartnee Intariiaton Secutity Bovermnance imode} Gartner,

Align |AM Witk Business intelligence
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Peaple Processas Producits. Gartner

Key lssue: How do we get there?

Gavernance tends to be an overused term in I'T, mainly because those involved with SAM to date have
traditionally been eleser to the operational side of things, fecused on the day-to-day activities of creating,
maintaining, aad requiring identitics. However, there is a “plan, build. and run® aspect 10 LAM, and includes
revisiting initjal plans, recurring budpets, and of course evolving and even dynamic policy changes. 1AM

- governance is pan of the Inli Seeurity G model and ineludes aspects of privacy and
compliance, After all. we are ultimately leoking for accountability and transparency,

IT governance oversees such implementation areas as process, erganization, and policy; a life cycle system to
manage and maniter 1AM resources, pracesses, and arpanization is neeessary it a true gavemance model is to
succeed. You won't know if you've succeeded without a metrics bascline and a way to measure progress. It's
the enly way benefits can be documented, budpets can be justified, and project management maintained for the
long ferm.

Key Issue: How do we get there?

Anevolving aspeet of IAM (or business 3s its participation in business inielligence. Afier all. IAM docs have
both a control and reporting, aspccl toit, and it is that rcpomnb aspeet that halds some valeable ioput o
analytic applications first, then business process appli

1AM generates larges volumes ol activity and event information as the creation, maintenance, retirement and
use ol identitics for access ocours. Critical identity and attribute information from dircetery and database
repositories, covering entitlerments. roles, location and other deseriptive HR-style data is creared and changed
over time. Applications use 1he entitlements to allow or disallow access. and that event is also lopged. Almost
everything an enterprise might need 1o provide the "who view" of its business process steps is available — if it
can be mined, analyzed, correlated and delivered to the right viewers, the appropriate decision-makers.

Identity and access intelligence (IAD) enables the fundamental steps of tuming data into information,
information into knowledge, and knowledpe into actionable intclligence for business, That part of busincss
intelligence LAM plays will benefit both the deeision-makers and those in 1T respensible for more-trad itional,
operational activitics using [AM.
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The ldentity and Access Management Scenario

The tdentity and Access Management Scenarla

Invest in {the Right) New Technologies
{Notl Necessarily "IAM" Technologies}

1T Beiviee
Managament _,

Cwrnd O _ivim arzt (it |
et B it e L Gartner

Invest in (the Right) New Delivery
Methods

Sellers

W ™~Usar (Cn\nsumsr}

. Inleliigence
Reqguirements for 1AM Administraticn
R Access

Gartner

Koy 1ssue: How do we get there?

1AM needs help. Te be an effective solution, 1AM aciually draws upon o number of “adjacent” wehnologies
and systems ta make 1AM a richer experience. In some respects, these adjacent technologies play a vital sole in
the neat generation of 1AM — in ethers, they merely contribute 1 the aceess, administation, or intelligenee
expericnce. Many solutions may ultimately evolve wholly or predominantly into the IAM functional calegorics
(as of this writing, July 2010) chey still represent independent security markets. The intelligence-related
technolegics serve as a dircet bridge from [AM i Lnlo the enterprisc, dircetly addressing spcclhc concerns §or the

Koy Issue; How do we get thera?

1AM is evalving, using new methods of delivery to the enterprise. There s actually something 10 all of the
hype associated with cleud computing — 1AM will be needed by the difTerent cloud cnabler and provider
platforms. 1AM will alse be available as a service on those platforms for clicats. Different 1ypes ol clouds (c.y.,
private, public) will serve as garly models for what is possible, Enterprises will be previded first with a2 number
of access options, the first functional catepory of 1AM that has cvolved already to the point at which simple
services ean be provided. This will include Web-cnabled single sign-on, enterprise single sign-on, federated

business itsell rather than IT— cempli to ropl y risk 1 and others. identity management. and specifie clements of authentication. Later offerings will include administration (e.g.,
user provisioning, role management) and 1AM will be of particular interest ta many emerprises because of the
relatively simple structure of such services,
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The ldentity and Access Management Scenario

The Messy Deconstruction of 1AM
and the Birth ofl!AM Services

e
g

Begir_ming of |AM

Aggregation

g
3
:

position

“Change ¥ e oonetand. tha gigna! Yor rebirh, the 855 of the phoenic”
— Ghistina Baldwin Garkner

Hey (ssus: How do we get thare?

en an ert of LAM composition. wherehy vendors huve d Munctional aggrepalk 7 1AM through
on. merger or ergunic growth, The curment eris of “suites® is mainly for offering an JAM "relutinship® more so than LAM
technolugivs — maty of the component wehnologics from different vendors are roughly equivalent in mmbi]il}‘. What suites have
dune, howeser, 3s point out the idea of "awmic® !'ullk'lmn\ \u\hln l:\\l muu: mlnlrmn fund.mns that are foum.l in mu\l. ll
infrustructure — whether itis user o)
becume wvailable us compunenl serv
ol these atomic functions may be donee as well or better by existing | ml‘r.n.\lrunun wystems o services: others bevome spec]
cotnponent offerings. These olferings may go through several iterstions of aggregation tieraselves a5 1AM vendors amd servive
prov Ters seck 10 Tind l.llm most Bkely combination of thuse funcuions that sell well and cm provide profitably. This reulres ime. 10
involves supporting older, legacy applications und systems w well us aewly wehiterted systems. IUneeds improvements in

organi stions w support then, processes ke defing them, and seade to providy the serviees W milliuns of people invesd of just
enterprises. [n any event. 1AM slowly becomes part uf the known 1T infrustructure and senvioes that ure subject o best practices,
stankkards ind program muturity principhes — without requiring specalized forms of those just For o particular disciptine.

TAM wa o servive will play o role in the evolutivi of JAM. but more 15 o cutalyst For needed architevtural chuage. Getting w 1AM us o
serview means genting fint w senvice-architected 1AM,

Inaponrrror ria Wi
B e T et Raberta Witty
inst bt et e T Soris e T
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The Identity and Access Managemsnt Scenarlo

Recommendations

v Review your IAM program strategy in the light of
changes in technaology, process, and delivery.

v’ Assess adjacent security technologies to [AM to
determine contribution to |JAM program,

v Invite more-direct enterprise participation from IT
governance to align IAM life cycle for contribution

toit.
Gartner,
e e e P A e Rabera Wity
T E s S e
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The identity and Access Management Scenarlo

Ac,“‘,”,’, P!an f‘quIAM Leaders

Monday Morning

- Stop thinking of 1AM as {T lechnology to be deployed. Establish a
new planking session 10 reviaw current stale.

- Rethink YAM's rele in the conlext of business infelligence and
business procass.

Next 30 Days

- Revisg 1AM program dasign and operations as partof IT
governance funclon, incorporating lessons learned here

= Defiver 1 yiar plan for teview and app 10
streamline LAM based on revised plan.
Next 12 Months
« Evaiugia oplional forms of JAM delvery based upon your need and
availabilily.
.
Gartner
I an noun oty WistRg ot o2 0 rd by Grnen v e B gt e e e va e v Robarta Witty
vw el =T R

o r et gyt
1L et v o o s AV I

F518_619, 11110 Page 22

The Identity and Access Management Scenario

Related Gartner Research

=» "IT Score for ldentity and Access Management”
Ant Allan, Ray Wagner (GOD201672)

. <> "ldentity and Access Management Defined in 100
Tweels (and Change)”
Ant Allan {GOD205349)

= "Hype Cycle for Identity and Access Management,
010"

Gregg Kreizman (G00231318)

3 "IAM in a World of Servicas"
Earl Perkins (GOX200965)

= Roundup of [dentity and Access Managemeant, 101h:
Topics and Technologies

Ray Wagner (6001?5372)
ok s by Gt i B o e e Gartner
. o weun v wes Roberta Wity ’
T e e v

P318_619, 11410

Page 23




Debate: Unified Communications — The
Biggest Scam Since Ponzi?

Nick Jones
Geoff Johnson
Robin Simpson
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November 18-18, 2010
Sydney Convention & Exhibition Centre
Sydney, Australia
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Debate: Unified Communications — The Blggest Scam Since Ponzl?

How Thigpebate Will Proceed

Craimman
Robi Simpzon

[will kaap time

1 will keep order

+ Affirmative: Nick Jones {10 mins.)

= Negative: Geoff Johnson {10 mins.)

« Right ef Reply: Nick Jones {8 mins.}

* Right of Reply: Geaff Joknzon (8 mins.)

« Finally, | will quiz both skdes — for that |
want your questions and cbasrvatians.

+ Through the debale,
Nole yeur questions
8nd observations:

. Raiseyourhand!opassa

» Then we'li vole egain 1o see who “wing,” and

M sum up. Gartner

Tapmwso -
G e Fori e
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Nick Jones, Geoff Johnson and Robin Simpson
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Is Unified Communications the 1s'Unified Communications the
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Gartner Gartner
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Dehbate: Unified Communications — The Blggest Scam Since Ponzi?

Is Unified Communications the
Greatest Scam Since Ponzi?

3. Undecided

Gartner

Tha e m g 1oy sy v e e i
R spsilaiatip i pid e adalen il imends
P g
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Debate: Unified Communications — The Biggest Scam Since Ponzl?

Unified Communications s Indeed the
Biggest Scam Since Ponzi

+ UL is an ii-delined label for an arbitrary burdle of
technologies Lhat vendors wanl to impose on you,

+ UC is a fragmenled mess, There's no single seurce.

+ UC is missing key pieces. Consumerization rules, and
consumer technologies are already way ahead.

- Consumer products are already betler and niore
affordable than “enterprise” UC: "eriterpiise” vendors
can'i keep up.

+ Thers is no businass case for UC (or any olher
communksations lechnology for thal matter).

* Users wanl choioe — LC s a straitjacket.

+ LT i3 a baitieground — why pay 1o suffer?

+ UC is technically unachigvable. The onfy point where
everything comes together is the mobile bandset.

+ No vendor has {er ever will bave) a complete schilion,

+ There ig already a better solulion than UC ...

Gartnet

Taymmar rony e o e b e Nick Jones, Gecff Johnson and Robin Simpson
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Debate; Unified Communications — The Biggest Scam Since Ponzl?

No: Unified Communications Is a Valuable
and Productive Set of Technologies

+ Real-time collaboration is expanding. There are more
devices, workplaces, networks and costs. A tomumon
UC approach helps manage the budget.

~ Produclivily efficiencies acerue from moving among lhe
modatites: I, voica, videa and deskiop sharing.

+ Users wanl choicas; IT groups want management and
control. Businesses safecl zelkability and security above
aﬂardabtlity

g - The integ 1 enables crganizations 1o ke

advantage of besl-or breed technologies, while
relaining a consisleni user experience.

+ The expanding UC community is focused on deriving
business value from the lechnologies. such as
responding faster 16 markel events and resolving
process disconnects. Gartner

Tapmetion poveryam vy tarm e
Crv i domard i 1 T e e
AR Py 4 %t sty
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Debate: Unified Communications — The Biggest Scam Since Ponzi?

Taser-as-a-Service .

1 +lategrates Wilth Radip Earplece
=Color and Low-LIght 1R
- Mittipio Mounling Options

ComHub:
+Cannscta imager, Radio, ML
+User Conirols
* Push ta Tatk
» StartStop Evenl Record
= Privacy Button
ATC (:u:ou Tactcal campmm- M
« Linux Operating System
- ¥idao Gompressicn and Storage
+#-19 Hour Rechargesbls Batiary
*LCP Sciaen

Gartner
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Debate: Unified. Communications — The Blggest Scam Sinee Ponzl?

Debate: Unifted Communications — The Biggest Scam Since Ponhzi?

The Chairman's Examination Time

Gartner

Is Unified Communications the
Greatest ng_m $Since Ponzi?

Final Vote:

1. Agree

Gartner

D prearraror

L TS iares i bt

PE18_1050, 1110

e e Nick Jones, Geoff Johnseon and Rabin Simpson
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Debate: Unified Communications — The Biggest Scam Since Ponzi?

Debate: Unified Communications — The Biggest Secam Since Ponzl?

is Unified Communications the

Final Vote:

Gartner

Greatest Scam Since Ponziz

is Unified Communications the
q_(g_gggﬂ Scam Since P_qnzi?

Final Vote:

3. Undecided

Gartner

Irmpmrae rmym ey o smeb G . wew o g mertronumsae Nick Jones, Geoff Johnson and Robin Simpsen
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Debate: Unifled Communlcations — The Biggest Scam Since Ponzi? Debate: Unified Communlcations — The Blggest Scam Since Ponzi?

Gartner's Official Position on UC - Related Gartner Research

. ¥ “Magic Quadrant for Unified Communications®
UC represents the convergence of s broad range of technologies. UC Bem Eliol. Steve Blood (G00201349)

raducts deliver syn and value by unifying or inlegrating these into
suites ard puriloliz:rgy Y yina = 9 2 "A Technology Framework for Enterprise Unified
i Communlcations™

Atthough vendor consolidation is likely, enterprises should net give up Bam Elliot {G00173410)
ngeded funciionality simply to reduce the number of vendors,

*Qnie size does not {il all” — crganizalions should dovelop user profiles

3 “Using Roles to Facllitate Uniffed Commaunications Planning™
Bem Elliot, Steve Blood (G00175397)

angd segments,
+ The business case for UC is complex. Some value is tangible with a =3 "Gariner's Four Lovels of Cost Optimization Can Help Support
clear ROI. while other benefits are less tangible. the Business Case for Unifled Communications®

. Steve Blood, Bem Elliot (GO0173145)

Organizations need 1o develop cross-busingss leams {o address
changing requiremenis and technolegies.

Gartner Pt M s bl A e ey Gartnet

UC represents the convezgence of a broad range of technalogies. UC products deliver synergy and value by
unifying or intcprating these into suites and porfalios. The technology arcas include voice, confereneing,
messaging, IM/presence and a range of elicnts, Mobility is part of cach of these arcas,

Although vendor conselidation is likely, enterpriscs should not give up necded functionality simply to reduce
the number of vendors, Best-al-breed is the better approach. Users want functionality over vendor
consolidation.

"One size does not it all” — orgonizations should develop user profiles and scpments. Prafiling will help with
managing cost ef ownership.

The busi case for UC is plex. Soime value is 1angible with a clear RO, while athez benefits are less
tangible. Planners need 1o combine hard and solt justifications in their business cases. This will eften mean
building in the wse of cansumer technotogies.

Organizations need to develop eross-business teams to address changi Qi and technol, Arcas

include collaboratien. mobility and. increasingly, capabilities offered in consumer products.

e bt et P oo e e b i P Nick Janes, Geoff Johnson and Robin Simpson Ineprar euorpin ey e 3 Ty Cove o wun L s u Nick Jones, Gegff Johnson anhd Robin Simpson
et gy oot Ve P e faphtinlicvpiubligl b At Sei g el ihbatats S 4 =L
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Machiavellian CIO 3.0: Love and War
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Gértne:

Machiavellian C10 3.0: Love and War

“Soldiers on the darkest nights in the dead of
winter go through the mud, exposed 19 rain
and wind, fo-carry out some underiaking that
will bring them victory;
lovers attempt in similar ways and with
stmilar and greater sufferings to gain L1y
they love.

qually In war an _
--afid Hdelity and courage.

crecy is neede

The dangers are alike, and most of the time
the results are alike.”

Minchiavell, Clizia, As
v fizia, Act Gartner

Machisvelli on Love and War

Machiavelli drew numcrous parallels between relationships based on love, and the conflict of war, While some
of his best-known works arc his political treatises, his camedic plays and personal letters provide the greatest
insight into his views on love and relationships.

His three recorded comedics include, "The Women of Andeas,™ "The Mandrake” and "Clizia.”

e rAoR 2 MO et 3 treen by L v et on wentrnmmumers  Tina Nuniic
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Machlavelllan CIO 3.0: Love and War

Machiavellian C1Q 3.0; Love and War

Key issues

1. Why must CIOs be able to manage both love
and war, and what are the critical elements?

2. How preparad are you as a ClO to lead and
manage a "campaign"?

3. Which tactics work best in specific love and war
situations? How can ClOs choose amoeng
tactics?

Gartner

Warfare Was a Central Focus of
Machiavelli's Life and Writings

"+ Berved as a diplomat for 14 years
where he studied ferelgn miltaries

- Raised an amy that fought in 1512,

+ Publishad the "Art of War™ In 1521; his
only political work that published in his
lifetime.

» Wrote piays, "The Mandrake™ (1518)
and “Clizia® (1525) reganding lave and
ralationships.

"A Prince must not have any other objective ror any thought, nor tahe up
any art, ather ther the art of war and ifs ordering and discipiing, because itis
the only are that perteing to bim who comnmands.”

— Mackiavalli, The Prince

Garther

Why must CIOs be able to manage both [ove and war?

According to Machiavelli, great leaders must focus not only on running the “state” but on waging “warfare."
He considercd leaders half civie statesimen wha ruled during times of peace, and half gencrals who off

necessity, needed 1o master war,

A crltlczll aspccl of warfare is developing the leadership skills and armay of tagtics necessary 10 ruo an

LAniz ingd and
a lovc.

ful cainpaign to defeat an enemy, arguably similar to the skills required to win

Machiavelli's insights and advice can help CLOs run campaigns critical to the exccution al' large, complex and
controversial 1T initiatives. C10s must be able o cffectively deal with organized resistance, and potential

enemy largets.

A paolitician from the 15th century sifll has much to offer PM leaders and senior executives.

Niccolo di Bernardo dei Machiavelli (3 May 146921 June 1527) was an jtalizn diplomat. political
philosapher, musician, poet and playwright. Machiavelli was a figure of the talian Renaissance, and a centeal
figure of its political scene. In June of 1498, followiny the vuster and exccution of Savonarola, the Great
Couneil elected Machiavelli as the secretary to the second Chancery of the Republic of Flarence.

He is best known for his treatiscs on realist palitical theory ("The Pringe,” which he eonsidered bis magrnum
opus) on the one hand, and republicanism (*Discourses on Livy™) on the other. These two written works, in
addition to his "History of Flarenee™ (which was commissioned by the Medici family), were published
posthumously in 1531, His philosophical vicws on palitics were such that his surname has singe passed ima
common dialzct, referving 1o any political move that is devious or cunning in nature.

When yeu faee political challenges, Machiavelli will nearly ahvays have same gem of wisdom to offer you.
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Machiavellian C10 3.0: Love and War

Machlavetllan CIO 3.0: Love and War

ClOs Regularly Encounter Warfare,
$ut Often Are Not Well Prepared for It

War is based on foreign invasion.

Organizational Territonal Culural

Manay CIOs focus on defending against invasions.

nstead, ClOs should focus on mastering
offensive wars of expansion.

Gartner

Republics Have Adopted Three Methods
of Expansion; S Have ClOs

; -gaverning ¢ities by farce,:
T eg iq:aily_such:aii_haw_ G
‘Been accustomad ta solf

s & e jita n tlmsome
: i business L

i
i

Gartner

C10s regularly encounter warfure, bul ofien are not well-prepared for it

‘Iiere are numerous |'Trelated situations that are the Machiavellian equivalent of warfare. C10s are viten
asked 1o Taunch or initiate centralization {nftiatives, stndardization, cultural change, and business pracess re-
cngincering.

To an organization accustomed 1o a pacicular way of operating. such changes are the Machiavellian cquivalent
al "establishing a new arder ol things.” Niccalo nates, that there is nathing more dilTieult than establishing a
new order, A C10 engaged in such initiatives has afien engoged in the equivalent of declaring war on the
enterprise and its way of life.

Suceessiu} CHOs must be aware of the implications of such actions and develap strategics for implementing a
new order that ensures the success of the initiatives, and the C10. Machiavell can help.

Republies have adopted three methods of expansion, and su have C10s.

CICs oficn initiate or are asked 10 launch cxpansion initiatives by teadership in pursuit of benefits such as cost
savings, operational improvements, growth opportunitics and other bengfits. While the benefits of such
initiatives may be obvious 10 the C10, they are siifl almost always guaranteed to encounter resistance from a
wide varicty of stakcholders.

To deal with resisance and the possible aggression they may face in retarn, ClOs must bave a variety of
strategies available 10 suit the situation. No single expansian strategy werks in all situations. If Machiavelli
were a C1O, he would encourage ClOs to explore all three expansion strategies and apply 1hem as apprapriate.

ra prmertac e by G Tina Nunng
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Machiavellian €10 3.0: Love and War

Machiavallian CID 3,0: Love and War

Machiavetlian Generals Display
Contradictory Qualities Essential to CiOs

These Qualities Inspire L.ove and Fear.

Which Do
You
Possess?

Virty
Discplingd
Decisive

Ruthlens
Opponunistic
Adaptable

Gartner

Machiuvellian Generals display contradictory qualities essential 1o C1Os,

One of the questions that mest lascinated Machiavelli was what the quatitics of a leader were. He devoted
significant time in his writings te cxploring the gualities and personality of the ideal Icader and general. He
noted the importance of having o broad array of qualitics and skills, cach for a dilTerent pumose.

The qualities most critical in warfare incjuded:

* Viru — while virtu shares clements of virtue, the word it most closely translates to, schalars centend that the
word is more cxpansive. Machiavellian virtu summarizes some of the traits most likely to inspire others 1o
follow, and inspire love and loyalty, Thesc traits include charisma, honesty, caring, and the ability 10
communicate cllectively.

= Adaptable — one of the traits mast highly valued in his writings, Machiavelli observed that "fortuna,” often
translated as fortune, luck, and opportunity, played a tremendous role in the gencral's abitity to suceged,
Therefore, gencrals must be able 1o take advantage of ortuna when it falls in their favor, and adapt 1o obstacles
when lortuna places them in the way, Great CIOs do the same,

Can You Run a Campaign?
Key Indicator: Selecting Direct Reports

“The first opinion one forms of a Prince, end of his understanding, fs

by observing the men he hag areund him.”
— The Discourses

How many direct reports do you have as part of your team?
a) Dnelatwo, | don't have time to manage people.

b) Threa to four, ] trz to keep my reports to a minimum and focus on
my peers and C-Level team.

Five 1o seven. | wanl to know what is going on and be able to
direclly inlluence it when | need [o.

d) The more the beter. | want as many peaple working for me as
possible and acccuntable directly 10 me.

4

 harve exactly as. many reports.as | noed to lead the organization, buf. -
- .notenough to form coalltio o o
it Machizvelizn CI0.

Gartner

Ireparys i Tina Nunno

. PS18_679, 1110 Page§

Citn you ruo a campaign? Key indicator: Selecting dircel reparts,

Just as a general cannet lead an army without goed ofTicers, neither ean 2 C10 Jead an [T organization without
a great leadership tsam, How many is cnough?

Thaismee o mnory e t Tina Nunno
ittt gt il vl kY
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Machlavelllan CIQ 3.0: Love and War

Machiavellian CIO 3.0: Love and War

* Can You Run a Campaign?
Key indicator: Establishing Your Position

it is semeatimes of great service in battle to circulate a report that the
enemy's genoral is kitled, or that one part of the army is giving way.™

- Tho Art of War

As a ClO hired to centralize IT in an ization, you expect
to be resistant; how do you establish your position?

a) 1iderntify potential guick wins and daliver them immediately.
by 1consult with al} Iha key stakeholdars, then socialize a plan.

c} | take 100 days to assess tha siluation, in an exiemal sludy,
then creale a plan.

d) | make it clear that I'm nat sure the centralization is a good idea
ang will study {he situation for 8 while.

Gartner

Can You Run a Campaign?
Key Indicator: Inspiring Followership

TAfter yau have consuited with many about wiat you ought to do,
canfer with very few regarding what you are actually resolved 1o gdo.”
— ThoArt of War

How do you introduce a major architecture and
standardization inltiative to a decentralized organization?

a} We engage everyone in creating the plan and constantly
communicate as things evolve,

b} We work oul the business case, then announce. The data will win
everyone over,

<} We engage executive Ieadnrshlp f rat antf then announce to the
enterpnse so everyane will comply.

d) We only announce the plan when each and every stakeholder has
agreed to the details ofri’l individually,

Gariner

Can you run a campaigo? Key indicator: Esiablishing your positien.

What is the best way to introduce yoursel{ to an eaterprise? Cl0s in transformational ar warlike situstions may

be surprised at the counterintuitive advice that Machiavelli provides,

Can you run  campaign? Key indicator; Inspiring followership.
The more stakeholders a C1O has. the more likely that there will be controversy and resistance o enterprise

initiatives. The €10 bas many options to gain cooperation — none of them simple or casy, Which method do
you use most ofien? How effestive is it?

et ren - Tina Nunha
et e e e

e o v e Ty
et el i by s

P518_679, 1110 Page B

Byt ey oy e 3 s G o wow'w e pestetomwtte Ting Nuning

e i s - % Erm
R Garres s w2 s A remmered

PS18_679, 11110 Paga

Machiavellian C10 3.0: Love and War

Machlavelllan CIO 3.0: Love and War

Can You Run a Campaign?
Key indicator: Leveraging Resources

"War will nat maintain mercenaries in times of peace, 50 they must

endeavar (o prevent peace or provide for themselves in war.®

— The Prince
Which belaw bestd ibes how you use
consuitants and outsid, e5 Vs, i 1T resources?

&g}y We aveid using consuflants and prefer to do things in-house.

by We use consullants only on a shori-lerm basis for spetilic
{ransactional work.

€) Wi have Jong-lenm consultanis engaged In highly complex
sirategic inliativas.

) Our consultanis have been hore 0 long, Ino langer remenmbar
who on the staff is a consultant and who s nol

ow ! am the CIO,
- Machinvailian CIO-

Gartner

Can You Run a Campaign?

How did you answer the indicator questions?
Were your respanses primarily;

B

The Machiavelian General can inspire people to love
and follow them, and has mastered diverse methods.

Gartner

Can you rui a campaign? Key indicator: Le@erﬂging resourees,

A general must be able to amass and Jeverage resources 1o provision an anmy and succeed against a strong
enemy. Should & general or a C10 make use of" any and all resources available? Machiavelli thaught not.
Machiavelli argucd caution in the use of those who make "war their only profession.” He advised that, while

extemnal relationships may become so clase that they cannot be distinguished from inicral resources, this
“"intimacey” is not always a good thing.

Cun you run 4 campaign?

How did you answer the indicator questions? Machiavelli said that leaders need to think like animals, Which

animal are you?

A. Leopard. These [earsome creaturcs are clfective hunters. Hawever, they tend ta be solitary and hunt alane,
rather than in groups,

B. Dwlphin. These social ereatures gain ceeperation predominantly through relationships, Such tactics lcnd to
ensure 2 healthy peace. but may be limiting in the face of morc-agpressive encmics.

C. Faleon. Exceptionally effective and deadly birds, thesc creatures target their prey carefully and kil
quickly. These dangerous ereaturss can work in growps, but cannat muster significantly Jarge followings,

D. Wolll. These ereatures ean lead a pack, operate stealthily, and organize attacks in a disciplined nasner. In
titnes of peace, rather than bunting, wolves live in larpe social groups with clear roles.

€105 should assess if their leadership styles iend 10 be salitary, inclusive ar aggressive. To what degree can
you inspire followership and cooperation arid achigve your mission?
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Machiavellian CIO 3.0: Love and War

Machiavellian L.ove and War Campaigns
Require Multidimensional Strategies

Gartner

Machisvellian Love and War eampaigns require mullidimensional strategies.

There i5 nathing sirple about love of war. Few strategies work every time. and a leader must consider a wide
varicty of variables before sclecting their strategies. Rigidly sticking to a small number of strategies despite the
situation is a recipe for failure. CIOs must be able ta think multidimensionally and adapt to rapidly changing
dynamics to manage the complexitics of Jove and war.

Machiavelli advised tha discipling was onc of the most-critical qualitics for leaders and their troops.
Dissiplin required knowledge, skills, training and experience. With these, he felt that virtually any target was
attainable. The sume is true in 17, where knowledge, skills, training and expetience can inake the dilference
betw cen success and failure.
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Machiavellian CIO 3.0: Love and War

Warfare Situation 1:
Choosing Your Battles Wisely

*If @ Prince’s ceunsafars aré too fomd of sither peace or war, they will

lead im into errors and inconveniences.”
— The Artof War

Example 1: A new enferprise ClO is advised by business unit
ClQs te focus his fime and energy into creating a shared
service canter to lower costs and adrinistration.

Example 2: A CIO discovers that no ang in the enterprise is really
In charge of business process improvement, and no one is
assigned ownership of specific business processes.

Gartner

Warlare Silustion 13 Choosing your hatiles wiscly
ClOs have many options and choices to make regarding which responsibilitics and prejects to 1ake on. In

" essenee, they have a great deal of chotec over the battles they fight.

ClOs afien have many counsclors who will edvise them In one direction or another. They must pay close
attention to this advice, but ensure the advice does not inadvertently send them astray,
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Machlavelllan €10 3.¢; Love and War

Warfare Situation 2:

it is a greaf acquisition — provided thoy provo faithiul,™
— The Ant of War

Example 1: The enterprise CIC has control aver ¢hly half the IT
staff and budget. Budgets are high and processes are
sometimes inefficiant due {6 the decentralization.

Example 2: The business case for a dala center integration is
clear, but stakeholders are tesisting it for palitical reasons and
insisting on a study as a delay tactic.

Gartner

Machiavellian CIO 3.0: Love and War

Warlfare Siluation 2: Siaging a coup
Sometimes the quickest way to wage 4 war is to stage a coup. A coup is quick, tazgeted and often with minimel
callateral damape. CIOs whe stage coups often avoid long-term open warlare,

C10s have a varicty of toals at their disposal 10 ensure a speedy coup, Ong of these is the auditor. The auditor
is often the C10s best friend in a war of expansion,

Warfare Situation 3:
Gaining Cooperation From Qutliers

“When parsuasion and exhortation have no effect, it is besi fo iet

some part of thom be roughly hondied by the caemy.”
— The Artof War

Example 1: The enfire enlerprise is following centralized
practices, excep! ¢ne siakeholder who has launched a large
IT-related initialive the stakeholder cieary does not have the
skills to handle.

Example 2: A government paliticat leader announces a massive

|T-related integration project wil be completed in 12 months,

The CIO finds out about the project at the press conference.
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Warfare Sitpation 3: Gaining cooperation from outliers

One of the most complex challenges for any leader is gaining eooperation [rom a wide varicty of stakeholders.
Stakeholders have their own apsndas, and their own legitimate priorities. When the €10's priorities or
initiatives interfire with the stakeholder's, resistance is highly likely w oceur.

Machiavelli counsels teaders to bide their time and wait for the sppropriate opportunitics to bring outlicrs into
latger initiztives, While positive incentives arc cfTective for the majority of stakeholders, some stakeholders
are more responsive 10 pegative incentives. C1Os must pay attention to the style of stakehelders and specific
situaticn, and consider experimenting with a varicty of tactics to gain cooperation.
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Machlavelllan CIO 3.0: Love and War

Warfare Situation 4;
Winning the War, and Planning for Peace

“¥o frustrate your enemy's designs, it is best 1o d6 of your ownt

volitdon what he endeavars to force you 1o do.”
— The Arrof War

Example 1: The CEOQ is insisling on cest reductions through IT
centralization, but in the enterprise, it is cufturally
unacceplable 1o gain cooperation through a mandate.

Example 2: The board has recommended that the enterprise
consider additional outsourcing, even though the CIO does not
consider losing Jocal staff a good idea for the business.

Gartner

Love and War:
The Machiaveilian Cube
Krlaw Your En\rimnmsnt
*Fortuna™ Terzzin  Timin
d
2
Know Your{: 5
Assets -
§ Know
3 Your
§ Target
2
Z
2
Wi Power  Secroty Subierlugn%
Know Yourself Gaftnar

Warfare Siluztion 4 Winning the war and planning for peace

War and peace arc paris of an enduring cycle. When ClOs wage war. they must ahvays plan ahead for the
peace. In situations when the CIO is 1ikely to {ose & battle ar be disadvantaged, sometimes the best sirtegy is
To retreat now 1 ereate a better outcome later.

Cl0s must use caution in not sustaining so much callateral damage during battles, that there is no reasonable
way fa recaver. Aliernately, they must ensure that, even when they have succeeded in progressing controversial
[T initiatives, standardization, ar cultural changes, they have done so in a manner which cosures a long-term
peace.

Winning battles at all costs usually results in destroying that which we were fighting for te begin with; so,
Cl0s must pay close attention te setting up the conditions for a successiul peace.

Love and War: The Machiavellion Cube

Love and war are multidimensional. CIOs must first assess a wide variety of variables 1o pain an understanding
of the situation at hand, before deciding the most-appropriate strategics and 1actics.

The dimensions C1Os must seck to understand are their assets, enviranment. the target and themselves. Each of
thuse dimensions is complex in and ol themscelves, but warrant careful study, Without this knowledge, any
battle or pursult is eertainly Jost,

Then ClOs can seleet their tactics, At times, the C1Q will want to be the Leopard, Dolphin. Falcan or Woll' as
the situation requires it. The greater the agility a CIO can muster, the greater their chanees at susgess,

And finally, the final clement in running a successlul campaign is Machiavellian discipline. With training,
experience and careful planning. a C1Q can attain virtually any wrger.

Like the muhidimensional eube illustrated, cir will twist, and reconfipure in inyriad ways,
Successful C10s respond 1o the turning of the cube and influcnce its direction to help attain their goals.
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Machiavellian CIO 3.0; Love and War

Machiavellian CIQ 3.0; Love and War

Recommendations .
¥" ClOs can lead wars of expansion by developing
a multidimensional array of strategies and tectics

¥ Remember that Virlu inspires love, loyally and
followership

¥’ Pay attention to Fortuna and adapt your
approaches to your environment and opponents.

¥ Be the Leopard, Dolphin, Falcon and Wolf, based
on the situation at hand.

Related Gartner Research

= “Decisive Leadership: Making and Surviving Tough
CIO Decisions” Tina Nunno, Dave Aron {G03168757)

~» "CIO Political Land Mines and How to Avoid Them*®
Tizna Nunno {G03164043)

2 "Toolkil: Make an impact at Board Meefings With
Persuasive CI0 Messages™ Tina Nunno (GD0169345)

= "The CI0 Challenge: Transforming Adversily Into
Advantage” Heather Colella, Diane Berry (G00169511)

Gartner Simt e by B e et Pt s Gartner
Recommendations:
+ C10s can Iead wars of expansion by developing a broad army of stmitcgies and factics,
*Remember that Virtu inspires love, loyalty and followership.
«Pay anicntion to Fortuna and adapt your approaches to your environment and opponents.
«Be the Leopard, Dolphin, Falcon and Wolf, based on the situation at band.
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Strategles for Surviving Unconstralned Data Growth
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Strategies for Surviving Unconstrained Data Growth

Data Wil Not Stop Growing

In 9 of 1he past 10 years
the slorage induslry has
sold more than 60
more disk capacity then
the previous year

Data grows
You CANT siop it
You shouldn't stop it

1 . : o The best strategy:
o ... <elete whatyou
THOZ: oves TA0B text don.t I"leed

FrRssngey spnl over carmer
Manage the rest

netwniks in the US /4.9 billion

SME oTEayes boing senf

iy}

January 2010 Twitsat i
processing 36 ruiition Twiots

i tay {150 Twee's per

manih)

Gartner

o an

Data Growth

100%;

2005 1008 Jo01 008 EL)

The compound AnnuB! grawan ek for Bioraga CRPACAY in Ausiralls:
bermeen 2004 and zuog was % — o nm?lﬂwm: gigm Ih Gapatdy
i five years.

In five yaare, at 3 growth rate of just 0%, will have five times.
lhe.umunlnlmlaagcyuu hawuju o

Gartner

Dala is gremuig ety quickly., Fucled By €xersthing from retentian af business data “forcver” for compliance ol edegrcry pupaeses (n unpresedentod inczuases
indats mrocrawd with now sl mm\m;mcs oTpeesiions orv Frgghng with nunsous qucstions m pasallel for oample, lion to tuhags corai data i pey

1 pobiics Sor the his d (1 hcen deflned or
Vusronn beparts have been ruhlnhn]nnng wotbdwide duta vubuines F mare than -un.m V10 s 12 cermnly ot only passtble. b prubabic. Fer cxampc.
“F et reponts What Ik of punbss of twexvis coeed pr day fus grown (rom 5060 per day 1n 2007 W 300000 per s tn 20010 30 yallies 1< day in oy 2010
The prowth in Tucete hit 14K Jast scar - ko s crge af 000 fagcls per sovend lmh-img spun) Al af this dala peeds tomenhen: I¢ Ine

While socral nessorhing content repuirent an wntereting wte case for duta growth, tmsre 1rudii ool 4 &t wre zeeing.
gowihtanes of upto 080 yeos avey yrae Now entarpiss ||Lf|.ull|q;luc canfigurutians gssocaled wath siraal sersors wre adeiing o e data s gethent chalkeege
s well

eneipriscE ate
evenmorn: difficull
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1 2ll thar data gromih had news? Absalutely noi? Data pras ke organizatme s infornalivn thes ocd b ke 1he 1ight decisrans, 19 bl the pght products. 1o
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Strategles for Surviving Unconstrained Data Growth

Key Issues

E 1. What is driving IT to update Hs data management
i policies?

2. What are the appropriaile methods and
fechnologies for managing data growth?

3. What are innovative companies doing today to

Strategies for Surviving Unconstrained Data Growth

manage growth?
Gartner
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Data Growth Factors Are Numerous

+  Gampliange
. industry and g % 3
~  Avaliability
« Testing, performanca, backupracovery disasler
readingss, gic.

Hislarical preservalion
~ Digiization of the world's informabion
Knowledge Managemenl

~ Analytics, data warehouse, extended unstiuclured data
archives

Unified Communications
- E-mail. sodlsl collaboration, wed 2.0, SharePolnt, #tc.
Comingling of personal and corporate data

- Prolecling #nd retaining parsonal data as part of the
corparalions charisr

“FRCE (rtisrenss Satrrwes ey, PR, Gusevic varivilary. ) Gartner

PETRREG 12004 #45AE SERT, 31 GFR Fan 131, thasirzeed srien

This sfide lists the tup fuctors contribuling W duta growth,

“umpli; to indusiry. government and internal regulativns i perhaps oae of the mast significant leciors causing organizsdons 1o
eaperivnee double-digit dau growth, Muny regulakns specily ta information must be readned for a pardcutur period of time -
samelimes as Bitl a -5 ycars. sametimes uy long a the (ifetime ula human being "plus”. Regolatory reguinements anent olwiy s
cleur - mure freguently they are left open to interpretation. This is pasticutuely true for the Fodersd Rules of Civil Proevdure ~
Govetnmi fube tat applics ke civ! litgstion and goverins how clectronicatly stored informution Is mahaged i s
retertion reles aro't hard-und:fast, many uvrganlzations tend to emen the side uf soving more than they peed w - "just in cise”.

wf ks for all puepuses often reyuinss that mubiple. redundant ciics uf data exist (vfien in separate kcations).
Dreservation <un bk mamy Jors, In some s, historica] proservation meurs preserving o revond of a corporations
— via socurds managemiat sysiems. of via historical urchives, We are ulvo seving numeRILS govemment uiganizaliuns.
libraries. und other bodies with lusge umaunts of paper data digitizing thelr collections,

Onher growth fuctors enist as well. as detailed in the stide, As arganizuions my 1 ges their ms around te management of dag
growth. they are Jooking o reduce cost and eomplesity, s well s Improve serviee Tevels for their users. This ufen transltes v
hetterink i und puod infi i
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Strategles for Surviving Unconstrained Data Growth

How Much Data?

= In 2013, Gariner furecasts that 51
exabytes of storaga will be sold
* Mearly nine imes ir amount 3old fn 2008

= From 2008 through 2013, 122 exabyles
of storaga capacily will be sold
- g:ﬁﬁf“:; pumasedmmemzn Jmes the
o
purd')a £ g unng perio an was

« By 2012, users will install 6.5 ttmes the
ané%l.arg of terabytes that they instalied
in

Gartner

Sonne Cotiteg e Garbae

How much data are we talking about? According to Gartoer research ("Contralling the Cost of Storage Growth
Requires Storage Modernization™), nearly 32 exabytes of storage will b sold in 2013 to accommodate the
worldwide prowth of data. Much of this storage, up to 80%, will be utilized for emergent data types including
unstructured comtent suh os file system data, e-mail and communications data. 1o addition, the increased use
of rich media in all industries (video, audio) means growths in the deployment of storage systems tuned
specifically for these content types,

In 2008, the total storage capacity purchased with enterprisc storage arrays was 5,829 exabyies. Note that users
den' purchase, install and then yet rid of storage afier a year or so, which means that purchases compound
capacity inereascs over three to five years. The total capacity forccast for the Tivesycar period 2009 through
2013 is 121,669 exabytes, which means that, on average, users will purchase more than 20 times the additional
capacity during that period than was purchased in 2008.
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Strategies for Survlving Unconstralned Data Growth

Applications Present Different Data
: Management Challenges

Makeup of data growth varies by application and Industry

Unstructuesd Dy e Ondincl Yeruesis
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Gartner

Determining which applications are grow ing the fastest requires careful measurement. While mosz IT
departments have a handle on how many tcrabytes their Oracle database is for ple, fewer ean
describe why the application is experiencing the level of growth it is, bow mush dala is redundant. and how
much data is being retained that is not <or to the business. Patiems do emenge that indicate that various
industrics have a higher concentration of unstructured versus structured data, and this information can be used
1a develop best practices for pracurement of certain inftastructure components (hardware and software). But
1rue data management requires a partnership with the business lzaders in these respective industries, 10
prieritize data management activirics, understand characteristics of data and ultimately to apply data
manzgement practices 1o ¢onlinue to encovrage managed data prowth.
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Strategies for Suiviving Unconstrained Data Growth

Key [ssues

1. What is driving IT to update its data management
policies?

2. What are the appropriate methods and
technologies for managing data growth?

3. What are innovalive companies doing today to
manage growth?

Gartner

Flrst - It's all About The Data

« An organization's single most critical asset in the
data center is the data

- Supporied by the infrastructure
- Accessed via users and applications

« Storage infrastructure (the containers for the
data) and applications must be available
according to the requirements for data access

Gartner,

As noted carlier, begause il's somewhat easier to procure, deploy and manage storage than it is to buifd polices
associated with managing the data residing on that storape, storage tend ta be in the forefront of 2 duta
managetent strategy. However, it is the date that drives capacity, Data is an erganizations single most critical
asset. peshaps afier the people it empleys and in fact some might argue the other way. Data ~ ERP applicatians,
intellectual property, collaboration applications, engineering drawings. paticnt healtheare records, rescarch —
needs 1a be haused in an infrastructure that can support it. The infrastructure must provide apprepriate
availability, performance and access, In addition to the storsge infrastructure, servers, networks and
applications must deliver data tu the users as required,

So while cost optimization and date center modemization products and technologies are critically important to
ensuring 2 well run data center, consideration must always be given to cnsuring integriry and availability of
data. Looking at infrastruciure characteristics anly makes sense as they apply 16 data access,
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Strategies to Managg_ Data 9[9?““

Mademizing your data center:
- Data deletion
- Infarmation life cyele managemenl
- Tiered storage
- Atchivitg and application ietitement
~ lmprove data protection
~ Data reduttion

- Inteligence in the platiorrm: increasing uliizalion 1ates; ! g
unified starsge. thin provisioning

« Alternative dalivery methads: Cloud and Saas

Gartner

Data Deletion‘ Works

+ The best way to reduce the amount of data —
delete it!

Gartner

Significant improvements in cost reduction/containment associated with managing data growth are requited —
and possible,
In a perfect world, there would be no seoreity. How ever, the reality is thar cven before the current

ic downturn, 1T ¢ zations have had to make trade-ofTs regarding what was funded, which
requests for service would be honored and what the implementation for an accepted request would be.
Althaugh recent Gartner rescarch supyests that starage budgets are holding relatively sicady in light al recent
ceonomic challenges, many §1 departments are still being challenged o reduce or defer casts where possible.

Nearly all organizations are protecting their data with backup, business continuity and disaster recovery
technalogy and plans. In many cases, these plans and selutions have been in place for years, and they arc ne
longer adequate or cast-clTective. According ta the challenges stated previously, new approaches may he
neeessary — essentiatly, modemizatian.

Lach ene of these technologics wiil be discussed on the following pages.

Uncquivocally, deletion of data is the best way to reduce 1he amount of data being mansged and consequently slew the
growth of storage cupacity. In most organizations, the amount of duta thut has "ne value™ is significant. "No value™ duts
dows not bring value to the business, or did a1 onc point but has outfived il's usefulness.

Husiness value data may or may ot be current {it's age s irrclevant), but it 35 ertical 10 the success of the orgunization,
Data required for i enables an i to meet regulatory requirements. and should be stored accordingly,
One of the more interesting data sets to identify and munage is thal which is required for legal discevery. This data may
have business value, it may be required for compliance, of it may fall into neither cotepory. Data requiced for legal
discovery can consist of e-muil mossages, customer records, gven web chats. One of the characteristics ossociated with
this data set is that it should be kept as small &5 possible {while $131) ensuting e-discovery readiness) via policy, including
deletion policies.

“No value" dala can ronsist of transiem communications dula. personal data that's unrcluted o the business, or hisiorical
Zata that 1o Janger provides any value. The wrick of course is in idemtifying this data, Yurious classification technologics
have evolved over the years o help arganizations identify and categorize data in an automated way ~ These type of 100ls
have met with marginal success duc ta The comglexity of erganizational elassifieation schemes and the need for human
interaction {policy development, ceview of resulis).
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Strategl Planning ption: By 2012, at Jeast 25% of the virtual machine installed base In
ememrlsas will ke Microsoft Hyper-V.

Managing Data Growth By Deletion

Beletion Policies are Dala is Not Managed Vis
Commonplace: Deletion Palicles:

+ Top-down informalion govamance - Infurm:bqn management does nol
inihalives edlablsh paramaters for non- -~ hecome an impartanl inmative
exilical data ) = Pglicies are 10 hord 1o dofine

- E-discovory cos's and ponatiios + Data reduclion and other lechnologies
asecialed wilh bad e-discovery <o an adequate job of amesling dals
Pragtes drive now dekiion policies . arowth

v Ciasaificalion and calegorization © + Eediacovery software becomes more

products emeige Lhial enable trusted
antomated deletion of non-business data

Dala reduction technalogies de ned go far
enough

sophisticated — aulomahcally dertitying
and diearding inelevant date

Gartner

Information Lifecycle Managementis a
Best Practice

« Evolved as way to align data wilh infrastructure
- Manage information according to its value over time:
creation 1o disposition
- Implies an understanding of the data: data with context
- Tightly tied to cost
» Cost to access, slore, secure (all interrelated)

» Objectives: lowar costs {infrastruclure, stalf) while enhancing
and improving information management

- Often tied 10 storage tiering. but broader than this.

!LM s the bﬂdga batwoin busiioss v&lue of dala and !T‘s
- management ot date

T The ke

Gartner

You cannot and should not 53p wsers from crealing new data, especially data that drives business growth.
Deletion policies are the bust defense against cast and risk associated with unmanaged growth,

T T S T s e e e e Phil Sargeant
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Inik fon Lifecycte M is not & pew term. not a new concept. it has been "defined” many times
aver, but cormes down 1o the basic premise of managing data according to it's value from the time it's created to
the time it's deleted. And note that an intepral part of this delinition is "delete™. [LM is diflicult, if not
impassible ro implement without at least a rudimentary understanding of the data in question and haw it's used,
In order to gain this understanding, IT must work with legal and compliance officers, and the line of business
in order 10 develap processes, sclect technalogics and map data to infrastructure companents.

Benefits that can be realized when 1LM principles are adhered to include: fewer s1aiT 1o manage a storape
infrastruciure, lower risk of exposurs from data misbandling. whether from loss or paor service delivery,
improved storage infrastructure elfectiveness, which avoids unnecessary capacity ar performance expansian,
and the ability 1o delay or climinaie new storage infrastructure purchases that would be wasied on storing
unnecessary data, .

Busingss units create and operate on information: 17 stores data, In 1LM terms, data is information "with
context”.

. e ol o Fhil Sargeant
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Example: ILM Tles to Ser\nce Levels

ARGRALAN  ACECAiGME S Perforance  Daly GORPRRNGD MR [bioron)
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gty
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Oeicte non fusiness cortor ater 80 days
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Tiered Storage Optimizes %
Infrastructure Costs g

TIME Gartner

The storage industry has looscly standardized on the definition of a “tier.” Tier 1 or primary fiers are typically
high perfonnance disks. Higher tiers (tier 2) are reserved for applications that can tolcrate slower performing
storage. And ultimately archive or baskup cquipment is identified as a third, fourth, or “tertiary” ticr.

By levernying a ticred sterage infrastructure based on requirements for data aver its life (LM}, the capacity
associated with cach tier can be cost efTectively mansged. How data s distributed across tiered storage has an
effeet on the suceess ol a ticred storage implementation. Business can reside on primary storage, secondary or
tertiary storage. All business data can reside on archival storage, snd all business data should participate in a
recovery plan.

Data stored for compliance and c-discovery should not reside on primary storage {ticr 1 or tier 2), Data
required for e-discovery and compliance should also not be stored as part of 2 backup scheme. Archiving is the
most apprepriatc technoloyy for this data. Having said that, an archivat ticr of storape is not always required —
Gartner sees many clients wha kevezage their tisr 2 storage to store this data.

"No valuc" data should be deleted when possible.
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Archiving Operates On An Understanding
of the Data

Arehiving
+ For all content typas:
- E~mail, filo, SharcPoinl CUp TR e dmem
- Applicaton and database dota ol ag haunt
- Video, aydio, IMs. ValP, sociat o 3
netwetking
. Awmidnpoms
+ Various methods: #rchrang straredy

- Enferprise Information
archiving

- « HEM
- Batkup-as-tichive
» Founaational echnology for

e-discovery, records
managemenl, compliance

Application Retirement Delivers Excellent
ROI

Histoneal,

Comphanse . ication Portialio

y Manggumernt
Sxract 1o XML 5V, ¢te. artner

Significant imprevements in cost reductionfcontainment are required — and possible.

Archiving solutions provide the inechanisins to enable cnd users to preseeve the way they ereate and store data.
They align with the coneept ol infk jon life cycle i . Archiving solutions cnable better risk
management and e-discavery preparedness. And all of this is accomplished while significantly lowering costs
associaled with 1T infrastructure. As noted on the slide, up 1o 70% of data {more or less) is duplicate and/or
hasn't been aceessed in more than 90 days, By deduplivating and archiving data, ticr 1 storage can be
reglaimed for more-active data. And a well-implemented archiving strategy can dramatically reduce backup
times and costs associated with media and administeation.

Arhiving products ict administrators move data out &f the production database based on business policics,
saving the dota and metadata on lower-cost storage whik providing 2 way for users to access this archived dat
on demand. Relerential integrity of the data is maintained, regardless of where the data is stored. Data can be
brought back into the operational database in bulk or selectively if required. Database archiving preducts are
used to extract data from varicus database ¢clumng, rows and tables, poteatially across multiple table spaces
on multiple physical disks. The extraction must be done at the application level so that associated busingss
logic can be referenced to perform the extraction. This extraction levernyes the purge fcility provided by the
database monagement system (DBMS) or application, or uses the vender's awn optimized routines that
Leverage the same business rules a5 used by the GBMS vendor. Extracted data is often stored in archive
databasc tables but can also be stored into a file-based structure, cither the vendor's vwn proprictary format or
XML. The benefits of implementing databese archiving for application retirement include:

* Retirement of IT infrastructure associated with tegacy applicarions, including not only hardware but saftware
licenses as well,

+ Oppenunity to move historical dats, or data {rem retired applications, to anather fenmat for longer-term
retention and aecess (Tor compliance, discovery, etc)
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ILM — There is Good and There is Bad

ILM is great

- Reduce costs by afigning value of information with
- supperting infrastructure

- Reduce risk by reducing data mishandling
" - Improve infrastructure effectiveness (avoid

improvements to Data Protection Can
Help

.

Unified Rocovery Management
- One pana of glass for contrel

- Inchouse and cioid

Tioted Recovery

Disaster Recovary

- Tape — repleabon for off-sde

unnecessary sterage capacity or performance) vaulting
A . - Gloud, Saas
+ ILM is challenging «  Backup Bayond the Dala Center
- No ILM-in-a-box solutions - Lapiop-amd desklop backup
. . - Remote office and branch office

- Understanding and classifying data backup
- Time consuming, "cleanup” prajecis that may not be =« Encryption Comes of Age

perceived as providing vakie to the business + Key management batier

Gartﬂeﬂ mtegralad
In summary, LM presents significant benefits along with some challenges. First and foremost, ILM requires Significant imy in cast reduction/s i arc required — and possibl

enterprise-wide stakeholder participation. The business process owners—not IT—identily and classify
information. 1T departments Cunction in a pannership role with business units and give advice on a variery of’

hnological subjeets, Impl ing an ILM methodology requires agreement and alignment across
organizations, business processes, data identificatian, tools, and storape infrastructure. C-level exccutives must
buy into the process as a means to improve business efTeetivencss and add the suceesslul implementation of an
ILM methodology into their performance and bonus plans.

ILM is a gaod chaice for maximizing the efTectivencss ol a storage inlrastructure espeeially when dealing witk
rapid data growth, ensring IT service levels by rationally mapping information assets to storape infrastructure,
fostering business process definition and cross-organizational coopetation and mecting compliance diciates
and e-discovery demands

ILM is a poor choice for 1T environments and organizations for which the cfTort and cost of implomenting ILM
arc not justificd by the starage-infrastructure cost suvings or data-mishandling risk mitigation, or organizations
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By 2014, new technigues will Jead to an expanded menu of choices, One current or emerging recavery
rechnolagy will not witi out over another. Rather, administrators will have more fiexibility, including
differentiated levels of service, when it comes to providing recovery solutiens. Just as there is ticred storape
that provides a varicty of cost and performance levels for storage capacity, there will be ticred recovery 1o
provide dillezentiated levels of backup and recovery services, Unlike ticred storage, this ticred recovery model
may be additive, with an organization using many ef these techniques together to achieve the overall level af
data protection and recovery characteristies needed, and 1o ensure that businiess risk and ¢ontinuity
requirements are alse met,

Expect traditional backup products to transfarm into recovery management solutions that may not necessarily
own all the data capture and data transfer techniques used. This means that, in addition to imditional backup
and recovery (applicaticn, [ile and image), there will be strongzer support for server-based replication, storage
airay-based replication, and intelligent switch- and tetwork-based replication solutions. We will have unified
recovery management solutions, a sord of ™ of sers,” a and established concept in the
network management world, whereby a hicrarchy ef federated management toals feed into each other,

PRTCHAling up T OvCrall Managcr.

“"""..":.':‘.,.".“:'.,:.":':'.: v 'T.T.'ﬂ.m..,'f.:—':’.’-‘.::::’““"“" Phil Sargeant
Sl e 2 T e
TR s T oty Fiien X g et PS1B_695, 1110 Page 19




Strategies for Surviving Unconstrained Data Growth

Employ Data Reduction Without Deleting
Data

Data reduction: Deduplication, How Thay Work

compression and single instance storage
- Availability G bt

» Technology embedded into slorage devices Comamesion:
The preceas of anizding

= Olten included with backup and archiving Py 9
« Sonietmes atferad swand-alone & itz
- Expected results I tntsnce Slatags:

Croulates
« Anywhere from 2:7 to 5:1 data reduction
(515, compression) to 10:1 ro 1007
(creduplication)

? ts in cost ¢ sequied — and possible.

hwlugxs can provide sl sa nphy by reducing tie amount of slorage 1o manzge and tli: mincunt of datz 1o hachup,
ics Je instaice storage {5441, compression and deduplication. Generally speaking. all Moee of wse
are availuble 2s features wathin mamy backup, archis ing. replication and other data management preducts. wnd ofien v gilable as pant nf'a storage

plattonm as well.

Smngle mstanee storuge 15 churaclarized by its Toevs un thie *filc* o the mannged ehicct: o lile vn a file share. pn sitsclunent in an <anail, & blob
within Sharcl'oml, Solutions calculate a *digital Gngerprinl® for cach obyect (nsing hash algurithms such if S10A«] or MDS1 ind compare these
vatues againsl these for other objects, 150 match is fownd. 1he ehject 1$ stored only unce and all ot instances paint K Ot siygle ohjecr

1213 comnpression s the process of' encoding infunsation using fewer bits (ot viher infonmation-tearing wdt) than gl wtieaicodad repirgseniation
wopuld use. theough use of speeific encoding schemes,

a1 deduplica

el 1 e elimination of tedundant data, sinsila 1o single ins1ance s1orage, but o1 3 much ek granlar Jesel.

Masi »emdors of dat; pronducts ofler wilthin their preduct. and many eller smgle instance storage where appropnazic. Some
ufer dulup]lmllnnm an wdd-oni Lo their suite of backup and archiving products antee. ConnzVaull]. Other vendurs ofler deduplication aca
! Te their d; porifutie (EMU Avainar, EM . inaddrtion. many slorage s endors el

platiorns for huckup and archisaf data inelude deduplication as a feature (haleonstor. Permabit. NEC).

You can eapeel sipnifica reduction in sterage with these teclmalogics, Garner 121k 10 organizations wlo have been ablé 1o se¢ wp o 2itcor fmpher
rvetnctron in storage capacily Tor teir bockup and archie data,
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Intelligence in the Platform —- Data
Management Without Context

» Unified storage
* ARILM apprtach
= High perfomance disk ard high capacity disk
willin un array
= Thin provisioning
+ inprovas uSTZEton A RESpOnse S8
= Varying price points
- $12/GH far tier 1
- B5GB for lier 2
. S0.63/GA for archival storage

T2K rpm HODa

MNondisruptive Bidirecticna) Teansfers

&
&I

Gartner

Significant improvements in cost reduction/containment are reyuired — and possible.

Most vendars el external controller-based storape support multiple drive technalogics within their disk arrays
today. The process of evaluating the data svailability requirsments for cach type of data in order to ensure
proper placement on the cotrect tier of storage is sometimes 100 big a task 10 deal with and. thus, leaving itall
on ticr | storage until decisiens can be made js sometimes easiest, though castly. Compellent, Pillar and 3PAR
have led the way in delivering quality of storage service (QaS) features that ure [owering storage costs by
automating the migration of dara from high-performance disk to high-capacity disk within an array, These
features take virtualization to the next level by allowing a virtual velume to move between different storage
poals. A mare-flexible implementation of this feature allows a virtval vekune to span dilferent storage pools
and nondistuptively move chunks of the virual volume as performanee, protection and cost needs dictate. This
approach decs not rely on host-based tools to monitor [ile accesses across complex [/0 paths; and it does not
rely on toals that analyze database aceesses to identily stale records. Instead it relies en metadata that the
storage system maintains to identily candidate volumes or chunks of volumes 10 be migrated, which mekes it
catirely server- and application-neutral: conceptually, it is optimization at the stomge sysiem lgvel,
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Cloud/SaaS Changes the Data Growth

Game
Why Cloud? Cloud Immaturity
- Well-suited fer management - Security concemns?
of aging dala - Lack of meaninglul SLAs

Ty e = data oo - Performance and throughpul

- Enterprises don'l wanl 1o deat - Unprediclable costs ‘
‘::""WW Galia - give thu problem - Lock-ing and missing

) services

= E-ciscovery as a ssrvice Is

familiar model — tetaining data

- Data locstion

for comipliance is not a stretch
- Cosl affeclive mode!
+ Inezpensive ard getting cheaper |
+ Rapid provisioning
= Efaslic. - withoul §inanciat
panatifes
- Repuiable venders and
growing ecosystem

Gartner

Data management can be handled as part of a SaaS or cloud deployment. Cloud computing is a paradigm shift
that will redefine the refatienship between buyers and sellers of 1T-related products and services. It is an
aliernative delivery and acquisition model for I T-related services. A definitian of the cloud is an abstract
statement of the fact that IT services (or capabilitics) are being made accessible thraugh the Internet to anyone
that has the wherewithal 10 buy and wsc them.

IT services delivered through hardware, software and peaple are becoming repeatable and usable by a wide
range of customers and seevice providers. Backup has been afTered by service previders for years, and
archiving as a service has grawn rapidly during the past two years. Some corporations may choose to build out
their awn private cloud infrastruciurcs 1o gnable preater sealing and access to dta, but they shoud allow far

all resourzes to be owned and managed internally.
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ey Issues

1. What is driving [T to update its data management
policies?

2. What are the approprlate methods and
technologies for managing data growth?

3. What are innovalive companies doing today to
manage growth?

Gartner
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Example Prioritizations

» Complianca and suppori for ¢-
discovery are a probiem

- Consder E-mail wchiving

» Newed to curtail storage spending

- Foliowed by ottar conlent archiving - - Dewskop an 1L custegy
- Soarch, collestion, reporing Jeadieront - Lipgrade exisung storape Lo bako
et advantage of new fealures
R < Comgliance - Dayloy liwred sloragn andior
o inleligent storage pltirma.
- Conader claid staage
+ Need 10 re-architect backug and

recavery
- Grploy dats reduchon
+ Doploy now baclap mathodelogias
+ Dploy aithiving (Hrtwhar the painls) A0 L Imprave servive Jevels:
» Considar SRM., reporting lools
« Do cosl modeting: bele servoe
. warsus cost varsus outeourcing
- Apphcalion archiving for Exchange,

R ShaiePeint Gartner

Action Plan for Storaqge and Data
Management Professionals -~ Year 1 .

Menday Morning

* Reaclt ouf 10 business leaders, legal and compliance - managing
corporate dala needs 10 be smpdawn initisfive

Next 90 Days
¥ Define and pricntize requiremants
~ Augit cutrent dala management state
¥ Define informalion retenilon ard deletion poticy \%‘

« Plon for ahgﬂmem of storage liashiughure with gala managr:n&n
requiremants

~ Revuw backupitecovery, BC and DR plans

Next 12 Menths -
~ Toke controf of vohime creation and guata managoamon
¥ Consifer ¢-mait archiving
v Upgrade curreni storage Infrastructure: deploy SSD and thin provisioning
¥ Impiement dedugTication for backup

Gartner

There are several swarting poinis for prioritizing data managemen aclivities within your organization. Gartner
recommends that you start with a containable pilot project. This initial praject ideally will align with a data
issue that is ol'a high priority in your organization.

Gartner identificd data lifecyele pilot candidates include (but are not Jimited 10):
» Compliznce and support for e-discovery 7

» The need te re-architect backop and recovery

+ The need te curtail storage spending

~ The desire to improve scrvice levels

Meaday morning;
Recognize that now is a good time 10 start, Managing corporate dula and cosis needs to be a company ive. Try lo
detcrmine what your organizution's motivater is, ¥ou shoufd make sure to reach out 1o your organization's business
headers, legal and complianee people — managing corporaie data for cost and cemplisnce necds ta be a company
initiative.

During the next 9% dsys:

“V'ry 1o gain excculive support for an LLM projeet if requinid, and assemble the team. At a minimum, 1he team should
vonsist of 1T, records managers. legal/campliange and business unils as necessary. Stan by gaining an undesstanding of
your current dula management state. Focus on how the business uses data, and begin te decument how information needs
10 be retaingd for compliancy snd povemance purposes. As you gain perspective on the requirements for duta retention,
look al sepvies Jevels you've established with the users, and look for ali of the storage i {where 1he
duta resides) 10 these scevice Jevels.

LDuring the next 12 to 18 months:

During this 1ime there should be a number of appory
policy for data management or reduce costs assogiated

ics for "quick wins": focus on one area where you ¢an implement
data management. Don't forget 10 ineasure zesulls, The goul

should be (o 1argal bener data better comp and e-di y, as well as enal vlficivncies.
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Action Plan for Storage and Data
Management Professionals — Years 2- 5

Years2-5
+ implement delelign (and retenlion) policies
" Begin retinng ofder applications PL AN %
+ Raplacn storage infoastracturm &
< Re-archzect backup and recovery
« Hood Ib the tidud

Strategic Wins:

7 Infonmation govemance through belier data managemenl (retention and
detation)

- i Storage inf 16 suppor dala
requirements

«" Uinified racovery
~ Cost and SLA optirdization via the cloud

Gartner

Related Gariner Research

<> Best Practices; Uso Pain Points to Start Yaur Data Life Cycle
Management Modernization Plan
Sheila Childs, Dave Russell {G0D174415}

2 New St lons Can M ize Data Life Cycle
Managemem
Sheila Childs, Dave Russell {G0D174390)
Modarnize Your Storage Strategy: Plan Now or Sutfer Later
Roben E. Passmare (G00174586)

Controlling the Cost of Storage Growth Requires Storage
Modemlzation
Rober E. Passmore (GDD173027)

> Reposiinry S!ralegles for Archlvad Data: The Blurred Line

Shella Chllds Stan Zaﬂus (G00201453)

Farm i s G enem St el s Gartner

Beyond year one, there are a number of direetions organizations can take. These should again be focused on
undetstanding vour data, looking for efliciencies with respeet to how the data is mabaged, and meeting the
requirciments of the business. Information Govenance is an additional step that can should be considered
beyond simple data managemens - information gavemnance employs multiple processes associated with the use
of infermation well beyond management of its growth, Modemization projects such as the replacement of the
storage inft or the hil 2 af backup and recovery are muhi-phase, and should evolve from a
base plan as morg options become available, Managing data growth isn't stagnant! It requires constant
vigilance to monitor new and evolving trends and technologies (such as a move o the cloud) as well as
changing regulatory requirements.

¥

Best Practices: Use Pain Points 1o Start Your Data Life Cycle Management Modernization Plan
Sheila Childs, Dave Russell (G00174416)

New Storage Solutions Can Medernize Data Life Cycle Munagement
Sheila Childs. Dave Russell (GO0174350)

Modernize Your Storage Strategy: Plan Now or Suffer Later

Robert E, Passmore (GOOL74586)

Conlrolting the Cost of Storage Growth Requires Storage Mudernization
Robert E. Passmore (GO0173027)

= Repasitary Strategies for Archived Dain; The Blurred Line Between Hardware and Software
Sheila Childs, Stan Zallos (G00201453)
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" Enterprise Business Architecture: Uniting
Business and IT

Enterprisé Business Architecture: Uniting Business and IT

Don't Confuse and Combine Vision and
Orperrations

rchitecture

Enterprise Buslnes;

Business Context: Business Vision (EBA): Buginess Operations

Business conlext is the articulalien 5! the business strateg is |mp|\calinns,
of external "environmental” trends. and of a high-level future-state vision.
Business context informs afi EA wewpoints (including E8A). Gatiner

Gartner Symposium!iTxpo 2010 Bard Papegaaij

November 16-18, 2010
Sydney Convention & Exhibition Centre
Sydney, Australia

Motes accompany this presantalion, Please select Notes Page view.
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Gartner defines the process of articulating the business straicgy and requircments and ensuring that the
enterprise architecture (EA) efort is busi driven as the "busis context.” The busi context of the
enterprise architecture is the anticulation of the business strateey and its implications. af external
“envirenmental” trends, and of a high-Jeve] futurc-state vision. The business context overlays and informs all
ol the EA work ang viewpoints — that is, ETA, enterprise infonnation architeeture {ELA), enterprise solution
architecture (ESA) and EBA — 10 ensurc an effective strategic alignment with the business and a focused
direction of effort. To support this elfort, EA trams should collaborate with diverse business leaders, 17, suhjccl
matter cxperts and cad uscrs.

Mg v - Bard Papegaai]
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Enterprise Business Ar are: Uniting | and IT Enterprise Business Archi Uniting Busi and IT
Key Issues Business Context Informs Al EA work

1. Business context: How can crganizations
leverage business capabilities te engage the
business?

2. EBA: What is the value of supporting
enterprise business architecture?

3. EBA: How should organizations approach
supporting EBA?

Gartner

Enterpnse Architectize

Enterprise Sohibon Althilecture
(Gombined Businnus Technolagy
and |riommalion Soluticas)

Gartner

Leading organizations know "our business is IT, and 1T is our business.” Enterprise architects are in a unique
position to enable and lead this unification of business and 1T, One crucial aspect is leveraging an enterprise
business architectore as a conduit for engaging business leaders, and understanding the ripple effeet off
business changes on people, process, information and technology.

Key lssue: Busitess context: How can leverage capabllitles to
engage the business?

Business capability models should become a toalkit for representing your organization's root ancher madel,
This means it should be part of your business context and uscd 10 communicate and collsborate with business
and [T, It also sheuld be used 1o inform the rest of EA. Deeper detailed business capability models may be

used to illustrate specific decisions within inlc ion, b solution and technology architeeture
viewpoints.
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Enterprise Busihess Archl ure: Unlting Busl and IT

What Is a Business Capahbility?

A businese capabilily is simiar to the notion of a value discipline, which Treacy and
Wiersema {¥reacy and Wiarsema, 19895} defing as the way in which comy
LCNTEING Systsns, Erosassuy aed il anvirocment fo deliver vidua §

CUBIGERENL" P Balalamecien, N, Kuatisla, . Blorsh, Schoufcf Kanagersert, oo ety

A buginess capability model:

+ Is a represcntatian of an organizafion’s business made! and the capablBties that
make up that model

~ Consists of a collection of peaple, inlk and assets {lor example,
service cusiamers, franspar gnuds ang devek;p products}

+ s ive; any single cap ly is not.
. F_xamph representalions:
- Value chaln and network value modal
« Hierarchy
! - Supplyidemand govemnance modst
= Mind map
+ Uses busingss Ianguage to illusirate husiness context, as well as EA viewpaints

Gartner

Key 1ssue: Business context: How can organizations leverage business capabllitles to engage

the business?
We found scveral dillerent definitions ol business capabilitics. including:
= “Anability or capacity for a company te deliver value, either 1o cu or sharcholders.” "B

Capability Maodeling™ by Leonard Greski, Architecture and Governanee Magazing, 2009 (Volume 5, Issue
7

*  “A capability models witu a business function does — its externally visible behavior (versus Jiew it does

it, its internal behevior) — and the expected level of performance.” bup/msdn.microsoft.comfen-.
us/library/aad 79368 aspx

executes its capabilities.” Wikipedia,org

Regardless of the specific definition, cach spcaks to & common trait or purpose, to ilfustrate what a busmcs docs

to deliver value, The benefit of this model is that it enables business and [T people to cvaluaic and explore
business impacts and scenarios without slipping into arganizational, functianal awnership or domain issues.

“The business cnpz;hilir) is "what' 1he greanization does; the busincss processes are 'how’ the erganization

T s e bkt ij
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Enterprise Buslness Archltecture: Uniting Business and IT

Why Do Business Capabilities Matter?

For business leaders, business capabilities: |

B Represent “the husiness” in the language of business
people

. Shlh  strategy discussions away from organizational
[;)II'ES ownership, domains, systems or applications,
palitical land mines -

ForIT and EA, business capabilities:

+ Help EA ang IT people focus on the busingss value and
. impact of EA

= Uncover and illustrale relationships, friction points,
overaps and inlersections between EA viewpoints

Focus cn "what we do® aad *value wa provide customers.”
Save "frow we do it” for detailed analysis and EA mudels.

Gartnet

Key 1ssue: Business context: How can organlzatlons teverage business capabilities to
engage the business?

The key benefit of starting with zhis higher-level approach and view is that |t prD\'ldLS 4 layer of abstraction
Tron specific details of services (that is. people, business process, ongani L in and reporting
structure) and allows EA ellosts to focus on evolving toward suppuning & future state without getting bogged
down in the potentially political and detailed issucs. Once business capabilitics and the future state are defined
and agreed to, firther analysis within the scope of LA viewpeints ¢an lead 10 gap analysis and a migration road
map.
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Enterprise Business Archltecture: Unlting Buslness and IT

High-Leve! Business Capability Modet

Acme Systems M ing: Midsize I ial C Manudaet

Design

Oparaie

Service Partner

Gartner

Key Issue: Business context: How can organizatlons leverage business capabllitles to
aenhgage the business?

Here, we illustrate o husingss capability model as a very high level view of the business. These capabilities do
not map dircetly fo any organizational model or business arca. To further help business and [T leaders view

business capabilities dilerently, we illustrat them by using verbs rather than nouns. The ey is to illustrare
what the business js doing,

In the next slide, we will drill dewn inte the market, eperate, sell and service paris of this model.

Enterprise Business Architecture: Uniting Busingss and IT

Busmess Capaballty Mode Detalls
Acme Sysiems Manufaciuring' Midtize Inﬂunlnal Cnmponnm F-!sn\ﬂ'a:nnel

Opernala)

Market

Sell | |Bervice

Servar
Pamasy |

Customer mlat.vonshnp managemenr Gartnar
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Key Issue: Business context: How can organizations lsverage business capabilities to
engage the business?

bene(it of this medel is that it stars to show some of the more detajled business capabilitics, The way that this
could be used is 1o illusirate the impast of business and 1T change on different capabilitics.

Here. we illusirate the next Jevel of detail for Acme C [ ing's business capabilitics. The

Say Acme Manufacturing is going to embaik on a new CRM program. Seime might wrongly think this is a
aner of deploying a CRM application. By illusirating the diverse capabilitics of the business at this level, the
EA team can work with the business and 1T to explore, uncover and discuss haw a CRM program (not just
applicaticn) might impact and aflect current business capabilities.
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Enterprise Business Architectura: Uniting Business and IT

Enterprise Business Architecture: Uniting Business and |T

Business Capability Model: Details

Gartner

Tito Retail Businass

There Is a distribution
sirategy that extends out
ta 2027 with Application X
replacing DCCS and
legacy warehouse
managetsent

For ilustralive purpases oply

SUpgY Chln Management
Exncution

" Gartnet

: How can

Key Issue: B
engage the busingss?

1s leverage business capabliities to

Here. we fake the scll. operate and service business capabilities and drill down a level deeper. A1 this level,
managers (business and 1T) can start to see the detniled capabilities. This nvpe of model could be used 10
explore and understand the impact of a new busingss strategy (new appertunity in Southeast Asia) on Aeme
Manufacturing.

Key Issue: Busingss context: How can erganlzatlons levarage business capabllities to
engage the business?

Here, Canadian Tire uses business capability madels 1o illustrate the link between s business vision and view,
and applications.

'This exploration can be used as part of the busi CONTCXE to and coltaborate with the business N
and IT. Other EA viewpoints alsg can use it 10 understand what EA artifacts might be created {requirements,

principles and medels) to belp the busi achicve its operational and gic poals.
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Enterptise Busi Archi Uniting Busi and IT

Enterprise Business Archltecturs: Unlting Business and IT

Business Value of Developing an EBA

*That part of the enlemrise architecture process thal describes — through a
set ol reguirements, principles and medels — the futare stale, curtent slale
and guidance necessary to flexibly evolve and oplimize business
dimensions {peopfe. process, financial resources and organizalion) 1o
achiave sffectiva enterprise change.”

Gartnar

Tactical Pl Ing Guideline: To effectively manage business change and transformation,
organizations must consider expanding thelr enterprise archltecture to include enterprise
busIness architectura.

Muitinational Financial Institution Uses
EBA {o Optimize Costs

EU $ EU 3
'fele:nm -

- - -Processes

Penplu
;T ~Infrastnicturg i
T -
1] -
Facilities-~
\\
S [y
b3 LI Informaticn
I’ . i
AN i e

-~
& Adminlstration

Applcations gy S,/ ," EV
.

Key Issue: EBA: What is the value of supporting enterprise business architecture?

EBA deseribes the aspeets of the business ("how"} and haw these aspects must change or evalve to reach the
overall EA future state, EBA process empowers the business and 1T people with a toolkit end infermation 1o
cvolve their business in the context of interrelationships taward a future statc, The business value and jmpact
of supperting EBA are to ensure that changes and enhancements to business process and organization are
oplimized with the information and technology direetion o support the busincss strategy. Increasingly,
organizations will focus on the organization and people aspects and on their impact o EBA, When advancing
the EBA, the EA team must articulate the value preposition in business terms aligned with the sirategic
direction. Evolving EBA requires developing the value propasition, as well as building demonstrable praaf that
value is being created h} the EBA and yaur Ea clTort EBA must be an lntc(,ml part of EA: otherwise,
organizations risk i g in afil innovation witheur a link 10 and
irom technology. information and solution architecture. This can result in highly inclTective investment in
business change and wransformation, fragrmented and discannected information, wasted investments in
technology and solutions without a clear business driver or focus,

Key Issue: EBA: What is the value of supp
Due w eounomte and budget issuws, o large muldnaienal finuneial insdution was asked W out mure shun 10% of Bis workforee jobs.
The big challenge I fuced was my e business d s und understunding hasw these deelsions would affeet the entire
organization. Traditionally. withoul EA and EBA. the manugement would o to each department and. based on perevived or actual
business impact, ask cach depuriment to Padues bead count by a eettadn amount. These wugh deelsi
= Anunderstunding of what their Impact is onthe b bility to neuch a future-state ¥
= Anunderstanding el what Bnpact these decisions will have on being atle 10 support business Tunetions imnd prxsses
+ Anundertanding of e ripple efficts un information access. creation of Tow
= Anundersnding of bow these cots alTect corment iechnologien and serios
18y leveruging E1A artifsets. such us concupiual process patiems, conceptua) models of the niles und competencies. and investment
option medels, in conjunctiva with overall EA effarts (uch ws CRY. viewpoints, nrganiztion und govermunee). the business und 117
cun make theve business dechbions in o much mose informed w o really achicve cost optiimiation. ergunizations must drive: hese
decisions ws an integrul purt of EA Based vn their future-state vision. s well as understanding the people. processes and Investmenls
that e pvded mu.uh this qum: Stute, wnd n,'\polld w lh-. ripple effects ul these business decisions on the nest ol the ur;anmuun
{fur example, inki h ay and
Action: When moking cost optimization millcu.w-clm'um business decisions. urganizations sheald fake suhanioge of the mocdels,
gwddedines and priticiples i EA. I additian. ey stiowld leverage on megrored view of £, Irctndimg LA, ELA. LS ond Eid. 0
understand and manape the ripple offects of twese decisions,
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Enterprise Business Ar ire: Unlting Busl and IT

Guideline: EBA business models and assumptions, people and their
work, the organizatlonal structure and governance, and the way business processes and
finances are applled — all In the scope of the business context.

internaticnal Construction Company Uses EBA
to Optimize Cross-Organization Activities

The organization needs lo make swe that it is communicaling acress business
lines and across gecgraphic mundarles and mal it ls execiting s senvices ns
ang uniled pany. but keeping I ization where and when
neadad.

Farmat and
informal
Comsutiication

Fomnal end Informal (.ocat Procasses s
Gooat Netwaiks an Inforalion Gartner

Key I

: EBA: Whal Iz the value of supporting enlerprise business architecture?

We reccntly spole wilh a Futape-based construction campany wil ofMices in multiple reions that was operating in diflarent markels and scetors (such
as buildings and in? “The Wceds ta moke sure tha it is communicaling across busiticss lincs and acTuss geopruphic
boundagics md Hiat it 38 EnCeuting its services as anc united campans, but hecping Socalircgional specialization whre and when necded, 1 b company
was SuppuItinng 3¢y Jarge cubstruetion projects that inclukd muliiple po crunans. regulators requirameats. culies. languages amd regional
preferences. he jnr business chaflenges hal it faced were: 1) deteomining what provesscs niceded fa b and uptimized. (2) &

where there were ineMicieness: sud {3) deierining where 1t iveded o suppast speafic loeal proccsses,

and hww informali

A% pait of this challenge, the compaty elso necded Io delenrin whal finnal md socal etwohs

Icanis, in ordey o bulsier comnunivation. Hut this i

(such s prucesses. people and

Ley process inodels an its busingss suchar ande

aweeded to enable local processes o Noussh, ) by Ui

Itw etk ) it he inforation arehitecture skewpaint. the company could werk tonard & ini d adddressiy

mll.mu:umu aps h\“!uwn wegions, binally, by Imtegruting these ¢4Yons os punt ol the oserall EA. il can comtinually work 1o optunize processes. pople.
itiad e i d delerining whal needs ko be changed 1o evolv e loseard a future state.

1 was Bow b acress the

o 1k usc of inft and Within EBA. it focused on oscilaying ils
‘il this, 1he eaunpany s Me 0 etermine where and how 1o 0pimize tsprosesses and where 1
i snu:lur:s{lwmat and secia?
and

Actwnr, Opomize hau cruss euts ward, il I deveropmg EBA wrisfcts (people. vrinanzuto, fanmcnd imd
process models) i determe the gups beoneen dofiied bustivss processes utad betueva bow Feens meed do work fugetor ond o shy uatarally work
agether, faraicddinron, By witegrainig tiese dfforts 1w e overudl] Ed, argamications con more effccirely defemme the erght apphiconions snd
fechiofugies o Mcrvase this collaboration

Enterprise Business Architecture: Uniting Business and IT

Financial Services Provider Leverages EBA
to Capitalize on Growth OPP°??.HHi._*i_9§ B}

cé‘:nr::ﬂ :;:::i:‘;;;ﬁ:’;gr Future Business Stratagy:
porticiio of selvices deeper inlo Develop new aroducts snd
The exisling custonmes base new business models

Junp-starting E8A
aHods by parinaring
seross business and IT

HR. thance, ststogc
Daring, IT operetions,
business development,
Dusiess process
management

Gartner

Key [ssue: EBA: What ls the value of supporting enterprise business architecture?

A finsncial services organization was trying 1o grow revenue by selling its ponfolio ef products deeper into Uic cxisting

" customer base, The company developed a series of new ings and created o paign. However,

when 3t came time 10 actually support the programs, the company found that there wis a prap between the compensalion,
experience and (raining of its sales and customer service people, In addition, the erganizational structure that had been
crealed to encourage healthy competition Between business unas was deeaiting the efforis to create o single customer
experience. As pan of the EBA effort, the company is werking on models of its cmployees’ skills. compensation and core
processes. To accomplish this goal. it is working with the 1R teams to uncover the information and models that already
exist. Onee the company gets these models defined al a high leved, it is planning 10 intcgrate this information into the
overall EA efforts 1o understand what parts of the organization might need to change to support new business processcs.
It also wanls te und d how these new | might affeet how information i managed. accessed and used.
Finally. given thul the company is focusing on siew products and new business models. it eventually wants 10 take 1his
work and usc it 1o determine what new and emerging technotogics {and business models) should be leverped — und
when.

Action feni: Try jronp-starting EBA efforts he dererniining whot foundarion business information you alresdy kave witsin
business process monagement, hunan capitol monagenient and financiol planning sysiems.

ehmeteo rody ey b GeTer 1 e et e e Bard Papegaaj I raergs w Bard Papegaai
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Entarprise Business Archltecture: Uniting Business and IT Enterprise Busi Archl : Uniting Busi and IT

Tactical Guldeline: Senior management and relevant business managers, as well as their staff
and refevant IT management, should agree on high-level statements and goals.

Step 1: Define and Scope

1. Aclea; definilion of EBA 2nd the goals and objectives — for exampla:
“The goal of our invesiment in this ferabion of our EBA is I define & liluns Husiness
state that reficels owr business geals of becoming the one-slop rescurce Tor our
cusiomers” finantial services, Kentify and moded anical customer taucnpaints, and
deline changea Ihal anatlo the enicrpiise to support these goals.”

2. A stalament &f scopa for this specific iteration. as well as a statement

of what Is out of scopa:
“Tha scope for this ileration is (a focus on kiy custemet louskpoints, customer
servieas [banking, foans and financis! planning). Grstomer access poinls (websts,
branches. ATMy. direcl sales and others), as well s speciic areas of Impact in
SURPEING Bervices Patkabing. cusismer analylics and human capilol managsment).”
2.A T Iher ip between EBA and oversll EA
processes;
"EBA efforty will leverage EA processes and arlifacts In increase conaisiency and save
lime. These inchude business contest; cumminl- and tuture-$1ate anchor models; EA
principles: CA moddels for ETA, EI and ESA; aed chaters and role definiions *

Gartner

Key issue: EBA: How should organizations approach supporting EBA?

The fiest siep is to ensure that there is a common agreement and understanding of EBA, the potential valuc of
supporting the process, and the value of leveraging the omcomes (physical artifacts and sof impacts). It's also
key to define the scops of the initial iterative cforts. Although the ultimate fong-term goal of EBA may be to
understand and articulate the entire business as a whole, the only way to accomplish this is through an
integrative process of propressing from scope arca to scope area. These scope areas shauld be driven based on
your long-term future-state vision and your evolving business strategy, Take, for cxample. Bank XYZ (we use
this example throughaut the presentation as a prototype organization ereated by Gartner for illustrative
purposes) and that the business strategy is 10 develop decper, profitable relationships with rs by
offering a onc-stop resource for ull their personal and business financial services and to potentially make
international agquisitions to help increase customer service imernationally. In this case, the initial scope of
EBA cilorts might focus across 8 domain of arganizational key customer touchpoints, such as customer service
{banking, loans and financial planning), custemer analytics reparting, marketing, customer aceess points
{website, branghes, ATMS, direct sales and so an), and human capital (talem) management and development,

e ST Bard Papegaail
B
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Tactical Planning Guideline; Organize the team and any needed supporting informatlon,
models, artlfacts and skills. The role of the business architect Is different from the role of a
business analyst — although these roles should be P y and botative,

Step 2: Organize

Team eembars
can olate based
on FRGUIrAments,

Gartner

Key Issue: EBA: How should organizations approach supporting EBA?

The first elfort is to identify who will lead the EBA. 1dcally, 1he person to lead EBA clTorts should be irom the
business, This ¢an help cnsurc that the EBA efforts focus on the business, bring ¢lear business knowledpe and
cnsure that the EBA eflorts have credibility in the business. Depending on the size of your organization, there
may be the opportunity 1o defing two EBA teams. The fizst is a small, core feam of people from diverse
businesses and experiences (including business precess analysts, HRAraining and finance) within the scape
arcas. Regardless of formal reporting structures, the members of the core EBA should have a large percentage
of their time allocated 1o this eTort, and the team would meet on a regular basis. The second team is a larger
virtual team that helps provide suppors, advice and teviews of the EBA efTorts, In addition, members ol this
broader team will take on specilic tasks in their domain expertise for a short period of time. This virtual 1cam
would meet on a less frequent basis {once a month) and would consist of people From diverse businesses with
diverse skills,
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Enterprise Business A Uniting Busi and 1T

Enterprise Businass Archi sra: Uniting Busi and IT

Tactical Guldeline: Identify the future-state vision, and define the requirements, principles
and medels that can enable your business to move toward this future state (contextual,
conceptual, legical and implementation levals).

Goal: ldenlify the hilure-stale wvision,
Bt defice the reuirements.
peintiplas ahd modals thial can snable
Your business b inove toward thad
fure state {contextual. conceptual,
lagical and impiemantation levals)

ﬁtep 3: Future State

Tactical Guideline: Understand the state of your business dimensions In the stope of your
EA and EBA effort.

Step 4 Current State

k= e what frs e

Key I1ssuet EBA: How should organizaticns appreach supporting EBA?

EBA ellorts should be an imcpral part of an averall EA cifort, which means that EBA should augment and
leverage the common processes, artifacts and skills to support EA. IE this is not the case, then the EBA team
may lead some EA processes and create some artifact to support BBA goals. The first task i5 to assess the
business and technolopy trends that may afTect your business and extended business ecesystem. The EBA team
alse must identily at a bigh level the busi arehif dil ions (peaple, ion, process and
financials) that are required for the future state of the business domain (such as orgenizational key customer
touchpoinits in the example) that is being defined. This means understanding the: (1) cross-organizational
pracesses — no more than three to five; {2) eritical roles and competences of the people in these roles; (3)
organizations — actual and leoscly coupled sacial networks; and {4) major financial factors — budgets,
investments and so an. Whereas your overall EA futere state shauld represent a vision of where the enterprise
wanis 10 be, the EBA future state should represent where your business {pracesses, people, organization and
financials) must be in the future to suppert the overall EA future state. The EBA team should identify the
Tuture-state vision for EBA in the context of your EA future state by leveraging cammaon eequirements,
principles and models. 1T an overall EA future statc is not defined, then the EBA team must lead an efler 1o

Key Issua: EBA: How should organizations approach supporting EBA?

The fourth step in this process is to define the current state. Many organizations run into issues il they focus
mast ol their time and effort on documenting the corrent state, which means that they never get 2 the
development of 2 plan 1o the future state. The key is te leverage the domain leads 10 hefp provide cuerent-state
information (precess models, organization structures, competency assessiments, training plans, financial
budgets and so om), which the EBA team would help guide and facilitate (such os "make the current-state
architecture 'business as usual'™). Primary currentsstatc efforts sbould include a current-state anchor model.
current-state principles and current-stare madels. As with the future state, EBA fcam should start to inedel at
high-level eritical busi di ions (people, arganization, 0 inls and process) based on current-state
requiremients and principles. As with defining future-state madcls, a key goal of the modeling process is to
identify critical interscetions and friction points among processes, organizational issues, people requirements
and financials. Ifwe cun5|dcra conceptual process madel ol'cuswmcr service in Bank XYZ, and a conceptual
model of the peop es that suppart service by und 1 the links between these busioess
capabilities and the peeple resources, then the EBA teams can begin 10 undn:rsmnd and address the gaps and
opporunitics.
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Strateglc Initlative: The goal of defining a migration plan [s to outline the specific project-
oriented initiatives to be undertaken to close the gaps between the current- and future-state
architectures,

Steps 5 and 6: Gap Analysis and
Migration Plan

Current State Fulure Stale
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relatonship and Increased revanue
serice 1OM GiITant cLOman
Increase P, Conucd X Devetop new
salesol cvstorner and urthed cuaimer
i emaileery § | 100 prokacs
L i
W15 | cvotmr e § i
Tnceasa
oy ] X £ bmepre sim
o manat + Lo 1o Exd ety
Y § = Maethomm .
[ - - vy ey 2t
3 i fwicg und e
. L in iy sests | 1 ihumemenn ang T
oty ~ [0
Py o R R ] N
[~ P1 ragrkm auat fioviimpor <ol [
anng ety srcin feleworker ascuity
contomen: ] .
e cranpes W
Pharse: 4 Pzt 2 Prne 3 artner

Step 7: lterate and Revise

Communicate .. communicate ... commonicate
EBA is not a project but an argoing process/evolulian

Consider deeper iterations as needed (tontextual,
conceptual, iogical and imglementadion)

Gel elhers involved (HR, stralegic business ptanning.

finance. quality teams [Six Sigma], ang comphance and risk
teams)

Mor wrkel, economic, social and environmental
changes that may affect your busigsstand EBA eflorts

Revise the related princinles, requiremants and madals

Rotate and evolve EA core and vidual teams

Key Issue: EBA: How should organizations approach suppaorting EBA?

EA road maps can serve as valuable planning tools to help your crpanization define a clear process for moving
from the current state 10 the future state. EBA vond maps focus on busingss impacts and business dimensions,
as well as on the relationship to other EA efforts. If we consider the Bank XYZ example, then a road map
would include process changes (blue), peaple changes (red), financial changes {green) and ¢ izational
changes (orange), Although this cxample is simplistic and high-level, we bave identificd the following key
issues in this chart: (1) the current.state te future-state goals and time [rames; (2) the high-level perfonmance
metries {far [efr) and a series of speeilie projeets in each EBA dimension; and (3) links to other ETA and EIM
ciTorts.

Qut of this cffort, EBA teams should clearly document and recommend changes 1o EBA dimensions {peaple,
process, orb:muatmn and financials); determine changes te related ETA. EIM and ESA architectures: identify
isions (organization changes, redefining projects and starting others); identily investment
dmsmns (skills, people and techralogy); and identify the EBA dimensions that could be affected by changing
intemal and external factors (compliance, culture and politics, industry and region) — and develop scenarios
for critical argas.

Key Issue: EBA: How should Fzati h st ting EBA?

Although it is important te define a scope and focus for & specific itcration, supparting EBA is net a prajeet bur
an ongoing proeess, As the organization continues to evolve toward a future state, the EBA tcam should
consider deeper iterations, as needed. In addition, business, rndrl\cL ecanoinic, social and environmental
chatyges may afTeet your EBA clToris. Therelore, principles, reg and models should be revisited and
revised regularly, based on the current-state and future-state visions.
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Enterprise B

i Archi Uniting Busil and IT

Enterprise Business Architecture: Unliting Business and IT

Recommendations

+ Don't confuse or combine business vision (business
caontext) and operations (enterprise business architecturs).

+ Build collzboratian across the business and [T by facusing
on business value and outcomes (business capabilities),

+ To unite the business and IT, leverage EBA to understand
the ripple elfect of people, process, organizalional and
financial changes on EIA, ETA and ESA — and vice versa.

+ Drive, scope and evolve EBA efforis with a focus on the
business vision and strategy (business context).

Gartner

Related Gartner Researghh »

= Business Capabilitios: F EAon
Belsy Burton, Brian Burke, Anne Lapkm (GDOH'SGED)

< Eight Business Capability Modeling Bes? Practices Belsy Burion
(GO0175782)

3 GCase Study: Allstale Uses Entarprise Business Architecture to
Connect Business and IT Belsy Burton {GU0169372)

=% Avoid Damaging Key Business Capabiities When Cost Cutting
Dave Ason (G00166552)

- Six Best Practices for Enterprise Busi Archi e Betsy
Burton (GC01684B12}

-» 'Husiness Context’ and 'Business Architecture” Are Not the
Same Betsy Burton, Philip Allega, Anne Lapkin {G00170922)

*  Separate

and distinguish business context work from business architecture work.

» [Engage people across EA, IT and the business in business context work. Consider leveraging partocrs,
customers and suppliers,

. Apply the same business context to EBA as te ether EA viewpoints — information, technology and

— lo ingrense i y and i on

A

*  Employt

capability

view, rather than [T-Jocused,

2 o explore ios, changes and events based on a business-driven

+  Leverage a broad EBA approach so that architcets ean go deeper into sublimetions, rales, processes,

financial

details and orpanizational struetures with further iterations. -

+  Try diffezent approaches, models, ®ehnigques and communication vehigles to cogage he business,
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+  Reanginaering: Businaas Thangk of Mylhia Propabens ™ by Dorna Stoddard and
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+  "Nanaging Information Technotopy vestmenis Using a Real-Opbons Approach,” by
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Infrastructure & Operations: Top 10 Trends to Watch

Gartner delivers the technology-related

insight necessary for our clients to make
the right decisions, every day.
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D]d You Know * @ Blg Data — The Elephant in the Room
1) 50% of 21 year olds have created content @ Energy Efficiency and Moniloring
on the Weh. &  Unifisd Communications — Extended
& Siaff Retention and Retraining
2) 70% of four year olds have used a computer, ; .
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Infrastructure & Cperations: Top 10 Trends to Watch

The Virtualization of Everything @

“H

M

Virtwalization Is a continuing
process, not a one-time praject.

5 T Bgvomen e bglest system
- o Chianging how T igdeed ~
|+ Addilional “power” ot demand
MSMV '
* Pl el with grewn 17
+ Nigration Rexbility

+ Review soninfidmion plans: can we go
more?
» Deyou have all e viduakzalinn
bases covered

+ Pows have n::lan?

ow Does it AﬁentYou? )

oxt Monday Morning

Critical Time Frame(s}
2010t@2012

Gartnar
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Strategic Planning Assumption: The number of virtuallzed PCs will grow from less than
5 milllon in 2007 to 660 million by 2011.

Virtua! Clients — Becoming Real @

Traditional Client
+ Standad PC

Emerging Client

- Multidevice, mobils

+ Entaiprise-owned « Ramuolely hosted (ferminal senvices)

« Carpotite image and  Rernotidy hosled {virluat dosklops}
inslalied apptications B + Noreemterprisz-owned

2 > "Hubbles" {virtual machings)

+ Slreamied applications

+ Softvare as a service

Gartner

. Key Issue: How will virtuallzation change technology?

The key fechnology for defining new nales for device "ootprints” is vinualization — a decaupling 1echnology
that breaks the close tics between hardware and software. A standard PC instatlation consists of o stack of
multiple layers, the most imporant being hardware, the OS and applieations. Because of the way these layers
interact, the configuration of cach is tightly coupled with the configuration of the layer beluw. This is the cause
of much of the management complexity of teday's PCs, because hardware changes regulaely, which has a
geametric impact n everything sbove. Virualization breaks these dependencies, so the installation of cach
layer is independent of the conliguration af the layer below, Qn the PC, it cecurs at tvo levels: between
hardware and the O3 (maching viralization), and between the OS and applications (zpplication
virtualization). On the PC, the itnpact of virualization is o d ple the main functional laycrs. Appl
virtualization is gaining considerable interest. because key marker changes are taking place. This type of
virtualization is kighly valuable for dealing with cumment PC maragement challenges, but it cannot hiclp in the
persenal vs. computing argument. And although more immediately accessible 1o you, its long-term impact will
be {ar fess significant than that of machine vinuatization, which is the facus of this presemation. This is the
techralogy that will really make personal computing more manageable, Nexible and secure, by gnabling users
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Trroadn st Yourn

in the past two months

Did You Know?

More video was upioaded to

than if ABC, BBC and NBC had been airing
new cortent 24/7 since 1948

AT

artner

There is a massive amount of content everywhere we look — and it all needs to be managed and stored {and
archived). The default today is to keep everything, for fear of deleting the wrang thing.

L

Infrastructure & Operations: Top 10 Trends to Watch

Businggﬁ}'rendg Are Shaping Storage @

Apphc.aﬁuns a d e {
.-datafobe ‘_Kvallab]eaii thedime:;

Gartner
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Sterage continues 1o grow al an incredible rate. averaping 4 CAGR of 50% to 60% in most enierprises, bul the
fundumental changes happening now are more uboul storage access Thun storage grewth. The advent of clpud-based
alternatives has forced vompunics 1o look again w where storape is located, and hew storage should be viewed foin the
business perspective. Is dita & eritical assel tha needs plete 24-h per-day, T-days-p ck Mdihhilil) with
robust security and auditability? If 5o, (raditional methods of maimaining storoge infi remain in place. If,
however, some data s deemed not so edtical, or net required for immediate accvss, then storing it on a less costly cloud
plaform might be a pood solwion, assuming service levels can be agreed. Vinualization is also driving changes in storyse
with the realization that a virtualiced server has very fow benefit ifis workload is tied 10 a direet-attached storye device.
Bt with netvork-atached er SAN storage, the number of passibilities for workload management, business continuity
and disasier recovery planning become much greater. Also, the rapid growah of storage is cuusing o new look af enerpy
coftsuinplion. or the amoun ef kilowails wr :lccuss (or gigabye) consumed. This is opening up new conversations uboul
the lypes of storage used. and how o muli h might give greater capacilics overall, while reducing encrgy
consumplion and floor spuce. And. fastly, with 1he profiferation of smanphoenes and the subscquent extension of work
hours to "whenever needed,” employves. paniners and v have adopted an expectation of "always availoble™ for
any information (daa) they need. wherever they are. These three factors are changing how we design, install. mumage,
configure and extend our storage infrastructures,

il o " . n! iyt i .
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Infrastructure & Operations; Top 10 Trends to Watch

Big Data @

How,Does':it Affect You? a

Gromth confinues w regardiess of
Butget consbrainis

* Five-year 800% growth
» B0% unstructured data

o Plﬂe!n-Biu;’d Btalegy — how wit
S . YoUu manege
‘ T!Gl'll'lg critical to + Damand-iiven — ot scoess creales
reduce costs * inxore dals— Lhis wik gel worse:

. . . « Samplisnce. biigkun, dudit, necurity
» Deduplication becoming - Fushand $50s wi shit e landecspe

standard Next Monday Morning
. + + Viualize slorage, daduplication now
+ Audit, archive and « Evahiatu of data puts, kaep criy what
recovery increasingly you need iy
comp!ex Segment and proritize

Critical Tima Frame(s)
2010 to 2013
Gartner,

» Solid-state drives

- Did You Know?

1) Data centers can consume 40x more
energy than the offices they support.

2) Energy Star Data Center standards were
announced in June 2010.

3} Monitoring and reperting on energy
consumption will be expected by 2012.
Gartner,

11 sreverst gy mpxcriry mawies e by Garee . e David Capp

By e ) e b s e ] S e e
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A little FUD from the EPA. Energy Star was announced in June 2010 for data centers. NetApp was the fist
verdor {public cempany) te be centificd, with a 99 out of 100 rating. Most public companies with CSR
programs will likely begin to follow — with continued escalation as peer pressure mounts,

As the trend toward consalidation and higher densities continues, companies are beginning to take a ¢loser
look at energy consumption relative te compute capacitics. Historically, this didn't happen because the energy
costs were wsually buried in the facilitics budget. combined with all other building systems, whether I T-related
or not. However, with the inercased antention given 1o power consumption, it has become apparent that many
systeras are highly underutilized. At Jow utilization levels, they use a high percentage of their total encrpy
draw,

An average x86 server that is turned on. but idle, will draw upward of 65% of its name plate wanage, so if an
IT organization docsn't have a clear inventory of what campute resources are doing what wotkloads, there is
the potential for significam waste of encrgy. 10 that idle server were to bave a 50% workload applicd 1o it (via
virualization as an example}, the ingremental encrgy draw to move from 1% 1o 50% would be 10% or less,
ngtting a signilicant impravement in compute power per watt than before. While this may seem
incenscquential at the single device Jevel, if applicd acrass hundreds or thousands of servers, the savings can

B¢ Jramatic.
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Energy and Green IT 9

= EPA and EU are getting ¢ qu D_oes_-l.ti.\ffeql ’Y.O?'?
involved el e o po

' n = Computa-to-conkumpiion 5

- Forced review of ITefficiency © | (o bon 0 m;,,g

* Imersection belween facilies . newKPis based on effciency
adiT ) Next Monday Motning

+ The power ISSUE iS MOVING UP . gugin paksabonof FUE andie FPE
the food chain » Bagin confinusus Improvemant

« Corporate social responsibiity P8
tightly Jinked + Begin avahualing DGIM vendors
" N + Fotus oh consurnplion, rathar thats
+ Consumption becoming as 16CHNOKQRS:

chitical as performance

+ New construction and retrofits
focus on efficiency and reuse

Critical Time Frame{s}
Gartner

Automation and Monitorin

ITIL and Process Improvemeant | + Reduce amaurit of e¥fon sxpanded
i by I¥ professionals ok the day-to-doy
rousing nspects o RO )
* = Principaly 2n 0" fssun: "Tho Human
Usa of Human Beings™
Next Monday Morning
= Where aré youwith [TIL? CMDE?

+ Rendiow Gariner's aulometicn
Tremowork

Critical Time Frame(s}

ITH, and CMDE: Now
REBA: 2012

Gartrer
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Did You Know?

Wikipedia launched in 2001, and averages
4,300 new arlicles every day,

A curreni-generation network switch could
move ail 13 million articles ...

0.001 seconds.

Gartner

L7 is reacting to the massive growth, and technology continues to keep pace. But will organizations and
process d the same? The stat above s based on throughput of'a Cisco Nexus 7000 switch.
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Unified Communications @
and Collaboration

How Does It Affect You? |

= Combines Trary Gverappidg #ieas

T s Algchnoiogy and organisslionat issus

.* + Stiong aiea Fat iMatagéd services 10°
Imrxﬂd

F Next Monday Merning
Ljommumcaﬂons © o your apps pregvidoss planaing S0¢
Tightly integrated taking adventaga of unilied
cammunicolions g%y cemminieations? Whars thek

appications ) statogy?

= What other LIC businass steharios
kO SONSE in your husiness?

Critical Time Frame

201102093

Gartner.
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How many text
messages the
average American
teenager sends
sach month?

=== 2,282 per month | Gartner

Infrastruciure & Cperations: Top 10 Trends to Watch

Ninety-five percent of communications for [8 1o 25 year olds is via text. What arc they saying? And what will
IT do abour it?

Strateglc Imperatlve: Create a business plan that promotes the adoption and use of MUC
technology atigned with the benefits of IT and support of corporate Initiatives,

Mobile Unified Communications a2

¥ Mobile platform is the key unifier

¥ Integration of corporale and social
media streams

¥ Presence and context primary
application targets

v Applications can drive UC&C

business case

" LBWRTGE i Gartner
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Mobility bas always been 2 tough business case ta make. 1t has a lo1 in common with UC. Most companics
believe both are "a nice 1o have," and realize there is value 1o adopting them, but bave a hard time quantiiving
the benelits or making a business casc. By combining mobility and UC under mobite UC (MUC), there is a
greater oppostunity to define a business case and measure dematd. Mobility ean drive the busingss case for UC
in the ¢nterprise by providing eleat benefits, namely incorporating mohile devices inte the enterprise. Financial
benelits will vary depending on the type of implementation, the 1ype of mabilisy and the ealling used. Adding
capabilities such as presence can start to add value. Extending desktop phone capabilitics 1o mobile phones

. inereases that value, and advanced features such as location-based and context-aware scevices continue 1o

mave it up the scale. These capabilities can help save monvy, as well as ingrease preductivity, In the end, the
yreatest impact will come from Jull fixed-mohile replacement, which will help consolidate devices and
services, as well as offer Jeast-cost routing and connection 1o private networks 10 help reduce cellular calling
costs.

Action fieor: Idemtify which mobile requirements can help drive your businesy cave, dentify' key mobilioe
constitiicuts and develop a strotegy for MUC support bused on eritical mobite communicotions peeds.
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Infr &0 i

Top 10 Trands to Watch

Did You Know?

The U.S. Department of Labor estimates that
those In today’s labor force will have 10 to 14 jobs

Creating the "T"-Shaped IT Staff @

Critical Skills Needed

- Vertical focus is limiting

= Breadth of knowledge rare

» Project management skills

* Understand cascade effects
What Can You Do?

- Get out of comfort zones

- Enable/reward leaming

+ Cross-pollinate skills

+ Break down silos

Technoly Depth

Gartner
Hew do we motivate new employcees? How te create foyalty 1o the company {er just to the job).
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Cpen-Source Collaboration
Did You Know? + Conmumer pulcen G
= You'cansol slo theri g teim
+ New employees bring théir - -
Netwarks to work B
* Next Monday Morning
+ Beginevalualion of usage patiems
+ Develop a code of cenduct
for usage
* Listen ko Ihe tollective — corelally
+ Foous on consumption, ralher
than technologivs
- S
Facebook reached 500 million usemviff'ﬁuly Criticat Time Frarte{s)
s 2010 to 2092
Twitters” world rank would be No. 7.
Gartner Gartner
Social peiworking is a force that continucs ta grow. 11s impact on saciety will have a dircet impact on business,
Facebook and Tiwitter now get more daily searches than Google.
v - Davld Capp e = o Davlg Cappuecic
D e et e 2 s ek wed ST St P T e T o T vy
B G+ s 3 2 b g e E3ETE Carrmt . i P i, A4 iy irmere PS18_117, 11110 Page 19
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Strategic Planning Assumption: Plan to be off Windows XP by YE12 to avoid ISV support
issuves.

Migrations - Wmdows and Office @

Ho ”DocaltAﬂm\fou‘z

You havo fess ttme than you think

APy when Windows. 7 56'13?90

LR Enwevwaywdw of Dﬂvwmnm

Next Monday

« Bt & DgrASBn bt

~ Build knenkvies, classily spphcations
and users

+ Criticad vendors Windows/Oflice suppard?

" Eridizal Time Framo(s):
Yinziows 2900 and XE 522 sugpart
engsd

Windows XP guppoert ands Apek 2018

Otfico 2003 sugpart anas Apsw 2ate
The Kohges you walt 18 S1art, the fasier
yau need 1o myve!

Source Trsating a Tk for Dapioing Vindows T cp— e
7and Ebmnatng Watows XP, GIG 114440 Gartner

Key Issue: How long can you run your current software and what are your aptians, including ones
from vendoers other than Mikrosoft?

Microsoft will suppert Windews XP with security fixes (the suppon deadling that worries most arganizations) 1o April
2014, tiewever. past experience has shown that 15Vs will stop testing new versions of their sofiware on Windows XP as
catly as 2010, und this will be a camtinon problem by 2012, That meatts that new releases of eritical business software
may require Windows Vista or Windows 7 fong before Microsoft support for Windows XP cnds.

Therefore, 10 be conservative, we would suggest that organizations lan to have all thelt usets off Windows XP by YEI2.

This provides 1wo benefits:{1) it easures thal new versions of critical business applicatiens will run on most users' PCs by

2012 and 2013; and {2} if you run ate with your project and don't make your YEI2 goal, you have o buffer of 15 momths
of continued security patches for Windows XP. Organizations that require eatended support from Microsoft 10 pet
security patches beyond April 2014 will likely have 10 pay o minimum of $200,000 for the first ycar of custom suppert.
maoncy which wauld be belier spent moving off Windows XP and onto Windows 7,

Because most organizations will not be able to begin a migratien 1o Windews 7 befons &
calendar years (2011 and 2032) 1o do 1l migration.

y 2011, that prevides twa

Action ften: I you have not done work on Winduws Vista By row, Yon're skipping ir. Stert your Windows 7 work fo ger

FI g T
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Did You Know?

in 1997, a gigabyte of Flash memory
cost $7,870.

Today, it costs $1.25.

Gartner

$SD and NAND icchnology will continue 10 be the driver of perfonnance, capacity and encrgy efficiency
pains across the 1T spectrun.
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Compute and Data Center Dens:ty

ey e

» Cores doubling every two years Haw Does lt Affuc}?ou?
= Racks conlinue te gel denser .+ Virualization‘ts cxftical 1o siicoass
= Liguid cooling on lhe inciease - Yrend i i5 high-cansity, high use of

+ Movenenl loward smaller size, i oor fpAce:
greater density in DCs

= Uiliralion lavels and compute-fc-

« Energy efficiancy a key faclor ey ralics paramount by 2012
* Next Monday Morning
: « Analyze asset use (highs and tows)
" = Map server growth to enaigy amd
x cooling required
» = Engage facilitles leam
- il P L Criticat Timn Frama(s)
2004 5 206 20T I AP R 201 u lo 2012
s prege e ] e Bowss N0 GoBIng (5]
— b B 4y - Gartner
o - o David C
v T
SRR S e TPS1B_117, 1110 Page 22
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Performance per Core/Kilowatt @
« Consider upgrades Watts per Server Model

in place
- Reduce refresh

cycle times

« Bouble capacity and
reduce energy

+ Retain your footprint

+ Increase cores, L B ;
virtualization, or force aumey  oowsr  oome ooworsa

arallel processin GHz Kvon)
p p g ke oo W00%  —Pad

Server performance per kilowalt gains can
justify the purchase price ... Gartner

Scever power consumption is dropping. and poawer efficicncics are increasing. Today's Nehalem processars, at
full Joad, ¢onsumg less snerpy than a five-year-uld server at idle — with 10 times the perfonzance.

Traditional asset life cycles for servers have averaged between four and five years, with many companies
keeping older servers around even Jorger for use in less mission-critical (or compute-intensive) envirenments.
While this was oficn donc to reduce capilal costs in replucements, the cure was ofien worse than the disease, as
the cnergy consumpticn af these alder servers was signilicanily more than newer ones. Onc alicmative view 1o
this typs of asset lile cycle management is 1o look at Moore's Law and apply it to upgrades in place. As with all
technology changes though, there are aften hidden caseade cffects, In the case of increasing processor and core
density, the question that needs answering is, "How best 10 use them?" While some enterprises will continue
the virtualization push, others are beginning to realize that business-critical applications designed for x86 may
need to be rewrifien 10 ok advantage of four-core {and greater) systems. This will reintroduce the concepts of
parallel processing and parallel development methodologics into the AD weains, while creating its own serics of
cascade ¢lfects across the 1T group. The requirements of paralel pracessing in applications will drive
significant change with [T developinent teams, both from a skills perspective and core methodologies. Senior
staff imay not be able 1o adaps as quickly as needed, which will Toree a new fook at agquiring outside takent ta
“AngmeEr ST

David Cappuccio
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@ Fabric Computing or
Cloud Computing Infrastructiure Convergence
+ Where do | compule? How Does {tAHect Youz v
» Who do | trust? : Comr;éns:rvmes;r:awlhhleaw—
N may LCE apefating EXpenses
- Stabilize service levels : v Privale douds improve sgiity ang ~ Comphitely difforant amrmm 1o
. © widdominale. da1a cgn:erdm
» Shrinking dala cenlers "R ritical I « Highty scalable via
- Commodity services ! '9""""""5""—’""‘”"" Tesuts resource pools
Next Monday Mommg Next Manday Morning
B comencdi
pmm what gn move mum clowd + Assess; ba ready when vendors
- Exaharie cloud delivary mo! for comerknacking on your door
(LIS
. * Develop long-term data center
“ ﬁmn:mmn:l;m basod sirategy; think “hybrid”
Critleal Tima Framea{s) Critical Time Framal(s)
2010102013 201210 2012 ]
Gartner Gartner,
B
el ! ety David € S T o e Sl e S David Capp
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Infrastructure & Operatlons: Top 10 Trends to Watch

Did You Know?

The computer in your cell phone today
is a million times cheaper,
and a thousand times more powerful,
and about a hundred thousand times smaller

than the one computer installed at MIT

in 1965

{ "So, what used 1o fit
in a building,

now fits in
your pocket,

will fit inside a blood cell
in 25 years” ;

Source. Aoy Kurowei!

The messaye is clear — what we've seen, which has been pretty incredible, is nothing like we will see in the
next gencration,

The message is that although [T continues te change at an ever-increasing ratc — and 18:0 will bave 1o deal
with it — the pace will continue to escalate and we all need 10 get ready for it, from an infrastructure, process
and organizational perspestivg,

rrmer, T David Cay
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Infrastructure & Operaticns: Top 10 Trends to Watch

Recommendations

¥ Take virtualization to the next level — focused on
all facets of IT.

v Scale verfically first, horizontally second. The new
KP!I will bs about compute per kilowatt.

v Staff skill sets will reach a crisis point if nat
addressed soon. Look again at incentives and
motivational technigues.

v Social networks will be an impact on all
enlerprises — get ready for it.

v Fabric-based sysiems are the future —
eventually,
Gartner

Yppr Action Plan

ClOs and enterprise architects should ...

« Monday Morning
- Assess all projects and their relationships — laok horizonlally.
- Prionlize based on risk. reward and long-term impact.

+ Next 90 Days
- Look again at capacity planning — without presumptions.

+ Assess slaff skills based on breadth of knowledge and valua to the
business, not just value 1o iT.

+ Next 12 Months

- Review cppenunities 1o converge aetwarks, infrastructuras
and skill sats

- Establish impacl on other business plans. Gartner
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Related Gartner Research’

"Microsoft's Desktop Virtualization Strategy is Becoming
Clearer"
Mark A. Margevicius (G00175894)

"Understanding 'Client In the Cloud"™
Stenhen Kleynhans (G00174116)

"IT Infrastructure and Operations Key Initiatives,
2010 and 201"
Jay E. Pultz (GO0174909)

"Grow Disk Storage 800% or More, Witheut Increasing
Power or Cooling Costs, in the Same Space”
Dave Cappuceio (G00175118)

Po i sy Suim bem Sty e, 47, Gartner
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Implementing Lean in IT

ClOs Are Using Lean to Reduce Waste

Lean is a powerful, proven and effective way to
create and sustain a continuously improving
enterprise, and it is gaining currency with ClOs.

The challenge facing IT leaders is knowing
where to start and how far o go.

Gartner

Gartner Symposium/| Txpo 2010 Andrew Rowsell-Jones
November 16-18, 2010

Sydnay Convention & Exhibition Centra

Sydney, Australia

Notes accompany tus prasamatian. Fisasa saiact Notas Page view,

These matenah can ba reproduced only with wntlen approval from Gariner.
Such apprevals must 4 d wla oMol vendor thet Lom, *
Gartret s @ vegistered vademark of Gartner, I, of ts ffliales.

This presentaton. including siny supporting materials, is owred by Garmer. Inc.
and/or s afffiates and is for lhe sole use of the intendes Gartnar audsence or
nmer aumoﬂz!ﬂ mcwl.; This seasanlabion may contaln informatian tmal is
ntlal, proprielary of atherwise legally protected, and f Mmay not be hurther
m'aéwo aslrwwc ar p;m::,- isplayed without the express wiitien permission
cf Ganner, Inc. orna &
© 2010 Gartner. Inc. and/or its afftiales. All ights reserved. Ga[’tnet

Lean is gaining cusrency with CIOs as a powerful, proven and effective way fo create and sustain 2
continuously improving cnterprise. Ln short, lean works, and C10s arc proving it. Though few 1T organizations
will go all the way to transfarmational lean, there is linle reason not 1o 1y focused lean.

“Lean thinking may be simple, but it is nat easy. You need the capability to abstract and sec things ina
particular kind of way. Everybody ¢an do it, but not everybody docs,

— Cliftord Burroughs Head of Lean and C1O United Biscuits

Iha ity an e ey 1 o e o Cato . e et emitte Andrew Rowselh
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Agareko: Transforming Service Delivery
With Lean

«  Uges lean to drive conlinuous
a ggre O Improvement:

* Toreap full benefils of recent werldwide
~For this* Renassance C10, infrasliuciure replacement, Aggrako
ran ... will bacome the stack in adopled lean-based continuous
trade.” imarovement,

* Rewarked lean fo fit & sesvice company.
— Tean Armsirong, CIO

+ Leanis now escentlal for the
Renalssance ClO:

= Lean {5 now 8 leRming-10-56¢ journey,
shawing managers and slall where
neficierimes hide.

"As IT's technology companents

become utilives I2an ... is essenbal if IT
s to have groater business uﬁen‘al;\uf\."

+ Frunded in 1962

+ Heudguarteredin tha UK.

+ Global laader ia Ihe rertal of
power generaben and
temperature cantrol eguiment

+ 133 kecattans in 100 courines

= in 2006, revenue was EQ45.6
mitiion {$1.5 bition)

2 et et o o . Gartner

ety

Lean Can Be Implemented as
"Transformational Lean” or "Focused Lean”

i e
Vil e

WA Daedets
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Gartner

Aggreko is a global leader in the rental of power generation and temperature control cquipment. Founded in
1962 and headquartered in the U.K., Aggreko has 133 locatiens in 100 countries and 2,200 cmployces. In
2008, revenue was £346.6 million ($1.5 billion).

"To reap the full benelits of a recent worldwide infmstrugturg system repl Tom A oy is adapting
continuous improvement mythods that sharpen business processes. "As a service busingss in a new era," says
Armstrong, "our challenge is 10 1ake the thinking that came out of manufacturing 20 or 30 years ago and make
it relevant." He is using lean as the center of this: "Qrange Excellenee” is Aggreko's worldwide operational
excellence program ("orange” signilics the company brand), which applics key lean and Six Sigma principles
without labeling them as such to avoid evoking an image of manufaciuring-dominated thinking. *We talk
instead about continucus improvement methods,” Armstrony says. "We throw out the baby — the terms [ean
and Six Sigma — and kecp 1he bathwater: the tools and techniques.”

Lean waorks well in service organizations.

All service organizations have pracesses, and most processes can be improved by eliminating waste. Lean is
being applicd suceessfully in both the private and public seetors, and acress a varjety of industres. J1s
principles alsa transtate ta the [T organization. As the figure above shows, the eight areas of waste found in a
Jean manufaeturing environment have 1T equivalents.

In manufagturing, for grample, teo much waiting leads to delays in the production process. The 1T equivalents
of these delays are hand-ofTs from one party to another. Simifarly, produet or service quality defects in
manufacturing cquate o such things in IT as saftware functional defects, operational service quality defects ar
information accuracy delcets,

I EmE A o agey de s Tren b Grne o e P e Py s <P Andrew Rowsell-Jones
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Implementing Lean in IT

Most Enterprises Are Considering
Focused Lean

Wit iramis s S T

trsasteem | HE

Gartner

Results based on respandents attending a series of lean 1T workshops, EMEA, April/May 2010 around Europe
(where 47 resy where coll 3) the overwbiclmi | is that, for most [T lcaders, lcan is a tool
that can be used — at feast initially — a5 10 address performance issues in a limited context and in the shornt
tenn.

Only a small minority are viewing lean as the basis of a business transformation,

o bt by G e
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Focused Lean [s Implemented in Six Stages

4. Create the organizational foundaticns for
focused lean.

Understand how your customers perceive value,
Set up the flow from start o finish.

Produce only what Is “pulled” by customers.

. Remove waste from your value streams.

[< S TS A

Prevent backsliding.

Gartner

Implement focused |ean using 2 six-siage process.

Focuscd lcan applics tools and techniques to solve spegific problems, 15 is more likely to tackle a valug
stream’s pants, rather than the whole. For example, the focus of an order-to-cash value streaim imight be on
delivery and inveicing, =3 epposed 1o the crd-( | process, Focused lean should be implemented using the
six-stage 'proccss shown above.

LA roue gy et e o b et stk AndTew Rawseli-Jones
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Imptementing Lean In [T

1. Creating the Crganizational Foundations
ﬁgr Focused Lean at a large CPG/Retailer

First attempt al lean falled, 20 2 new
approach was needed:

* Lean 1.0 used lup-down approath,
“Dnce we had sume suctasses Kiltod by passive resistance.
with fean it caught on, and wa = iean 2.0 used boliam-up vital approach
were be able 1o drive it lorward that "got people doing lean before thay

acrass the whole ot IT. realized thal was whal hey were doing
lean®

= You alsa need "ctazy people ta

— TG & VE Global Shared champion lean adoplion -

Services
+  Lean, for us, {5 a means of optimizing
Qur use of resources:
* U.S-based global enlerpiise *  Metrics frem the six focal (IT1L,)

= FY09 revenue rangs S5 Gilian to processes showed 10% Lo 20% step
510 bibon imgravements in key melrics.

* Operalers in 100-plus couniries Bulwhal Iy are most proud of is fess

langible: "Athen you start hearing, ‘t

Ihink | can make Lhis fasier. leaner,’ i ik

Jer— exciing.” Gartner

St bmacm e PSSR L0 Noirted T3

A large CPGYretaifer corporation infthned a corparale lean program. having successfilly used lean approaches in its

qualily und clean]i ing prog klowever, the top-down approach met with passive resistance, and faited
to 1ake hold. The CTO and VP of Global Shared Scrvices took o differen! approach to instiunionalize leun using a vial
method driven by "crazy peopls.” Te-overcome the earfice problems. the CTO & VP Global Shared Scrvices tock a viral
approsch to introduce dean conecpis, This Lean 2.0 approach is designed 1o addzess the passive resistance by gevting
peaple doing Jean before they realized that wos what they were doing. 1t relics on finding some willing panticipums,
champions. to create some carly suceesses. Find the crazy prople and make them lean chamnpiens. Their stralcgy involved
identifying the “crazy pople” (alluding to Tem Peter's notion of the crazies that drive projects to success) that would
champion lean and drive jts adoption, They felt that it was sorc important to have good leaders than process eapents as
mople gel excited about the crazy guys trying to make something successful, "Onee we have some successes. lean should
then catch on and we will be able o drive it forward across the whole of [T." Results: The large CPG/rctailer reaped
pasitive results even from the initial, ill-fated lean initiative. In that initialive, the metsics from the seven focal processes
showed 10% 10 20% siep seductions. “Even though thal program 3s defunct and the tesults may sppear miner, hey are

1ill positive results and we are proud of them.” What they arc most proud of, however, arz the less-langible, but mose!
impostant and powerful results of the new. virnl program evidenced is the organizational language chunge. "The biggest
improvement 1 see is the languae of our employes, In small pieces, they ure beginning 1o use 1he language of lean.

Whicn you stant hearing. ‘L think | can make this fuster, feaner.’ it is exciting becouse 1hat is the real benefit. The six ITIL
prowesses hosch wre sysiiin developmen Tile Cyelt, change comeomanaEement. Telease mimagement wsiing qualily,
g&[:[:l_i_g{mmanagsmem und incident response, .
e e L e ey et A searnsm Andrew Rowsell-Jones
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2. Understand How Value Is Perceived by
Your Customers
Exampie; Use the Kane mode!l to classify customers’ wants

inlo three categories:
Description

Assumed (o be in place

Brsie” | andl taken for granted.

St ; Fetumanie Desired. but not
[ feeng Pretormance” | gxpeciad o b fully in
hirhed n‘a.l:-: oo,

Customers do nat
Excitnent” [ expact them {and oflen
can't amicutate them).

Gartrer

Lean focuses on value streatns — (he ways in which customer value is crented.

Lean is characterized by an intense focus on clarly understanding how customers perecive value. The
business then focuses on impreving the way valuc is ereated, as well as trying to improve the value delivered
to the customer. Value is ereated through end-to-end value streams. Value sireams cross functional and
organizational houndaries, and even inglude the "conpswinption” of the product or service by she custamer. "The
focus in lean thinking is 1o continugusly gliminate waste [rom the enterprise's complete value stream, waste
that weould othenwise drain resources away from ¢reating value for the customer,” say academics Cunninghiurn
and Jones, and the authors af "Easicr, Simpler, Faster” Productivity Press, New York. 2007,

Onc way of identilying value, as shown above, is the Kano modzl, develaped in the 1980s by professor
Nariaki Kana, classifics customer preferences into three broad types: basic, performance and excitement.
Failure fo understand value from the customer's perspeetive, despite having grest processes, risks delivering
the wrong product or sezvice.

IIIBNTT RO AR s 4 et 1y Gt 0 e e Ty g v e Andrew Rowsell-Jones
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Implemesnting Lean in IT

Implemeniing Leah In IT !

Example: Design Your Value Streams
Centered on Your Customers’ value

Gartner *

Savrie Mirtaicd pam faamee

Example: Value Stream Mapping Qffers
Insights Into Drivers of IT Expenditures

Type of Valde “Ownes™
Strearmn attivity

Ve nsing

Gartner

oo hrst Kuatabd

The figure shows a simplified value stream map for new employee I'T provisioning (the values noted are fior

illustrative purposes only). A value stream is a way of representing a set of activities within a business required
- 1o ereate value for a custorier, and value stream mapping is the process of erating such a map.

‘These maps ars useful because they show bow a process really works. its throughput, esouree consumption

and so on — all data that is invaluable in the hunt for waste to be climinated.

Toyota Ausirmlia's Waste Busters initiative was a serics of initiatives aimed at reducing |T expenditures. 1o
start, they exainined every line e in the division and placed every budget {tem within the eategories. This
provided a elear picture of the opportunitics o reduce wasie and the things they were willing to give up and
those they needed to fight to keep. According 1o a company representative, "Waste Busters allawed us to
identily and then knock cut all the big-ticket waste ilems, allowing us 1o idemidy she things thut we could do
now and the things we coukd o in future,” To further inform their discussions during budgeting, they created a
visunlization of a valuc stream analysis of the Information System Division (1SD) costs. as depicted in the
figure.

o Andrew Rowsell-Jones
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irnplernenllng Lean iniT

3 Set Up Flow From Start to Fmssh
Principle - For sxample; Five 52 — a goad '\
« Siructura value slroams so that they Now way to misk things flow better
smotthly, without delays. interruplions, 55 Principle
- or wasled effort Eliminate unused
Process Sort | materials and foals.
- Smooth and speed Up Ihe flow of value,
far gxample: Straighten Orpganize the tams
- Femove cluter {elactronic and physical. el tha remain.
~ Arrange al necensary shills o0 same: Establish & rouline far
feam feustomer Lndersianding. domain y
Krrowledge, archileclure, e Shin { cieaniiness.
= Autamare tnsting ; P —
Qutcame Standaentye | 17HFE bost praclices,
« Fewer henc-offs and quicker delvery -
seducs emors and rework, and echance Sugain | Rovish sopulary the
efficienty and custome satisfaction. first four Ss.
N v,
Gartner -
Souror L T

Denver Health: Leverages Lean for a Breakthrough -
in Enferprise Patient Scheduling Implementation

* Needed a way to expedite value and
reduco the cost of new patient-
scheduling system:

. « Patient scheduling core ta OH

J;T nmigm people vl rezty » Slow/axpensive culover would

reve negalively impact patients and budget

— Gregg Veltri. CIO Information | ® Combined solid project management

Services ond Hoalth Infermation with lean for faster, less-expensive

Maragerment {HIM) delivery:

+ 30 clinical. nonclinical and IT slalfin

lean rapid-improvement events

+ Results:

+ Golarada’s primary "safety net” = Combined ¢o31 and revanug benefils =
health syclem, delivering $11 million

services in 25% of ah Denver = Buoger oraton melnmmmn bixget T sight

#
L e Care for ALL

+ Large, 11.S. Integrated-delivery
system

Tesidents ..% pomitng h 1,400 'l“"n:’umm'
o - 1r-nsl$ roen
* 5000 emplayees. oAyt Pt

Eeren Shate 1. Ghat Sy Drvarl magat eteae Lowl
o B t\t"wm'lﬁsﬂw‘
1" Fupet 2004

Flow Cleanly

When something moves from Point A to B, it can move smoothly, or it can bump along, stop, start, stop and
start again. Flow smoothly, and you 1end ta get a better outcome at a luwer cost. Flow is where something.
moves cantinuously from beginning te end, withowt being delayed in qusugs or ageursiulated and processed in
batches. In the case of a manufactured item. there is a flow from concept to raw material ta finished goods to
delivery to the final customer. Achieving cantinuows flow for I'T means reducing hand-ofls, da rekeying,
delays and baich processing. In addition, for application development, it means running projects from
beginning to end, with the same peeple dedicated throughaut (and bot being diverted every five minutes o
ather tasks). One way te achieve this is 1o reduce the size of the delivered system, essentially breaking it dawn
inte subcompongnts, ¢ach of which can be delivered quickly and providing incremental business value, For
example. a much Jarger appllc.nlon that mu,ht wkc a wuplc al years lo |mplcmcnl if managed via a waterfull
project methodalegy (reg dusign, d ion), might be
implemented instead as a scrics of "90-day sprint” modules, each ol'uhxch delivers incremental value from a
business case perspective. The q is that the develor tearn has a continuaus stream of smatl
prajects. Shorter projects have much less chance ol "going wrong.” can be quickly brought "back on track,”
and help maintain inomentum by delivering incremental value.

As a salery-net provider, DH has little in the way of discretionary funds. Despite this consiraint, DH is making
major IT investments targeted at improving patient salcty and quality, as well as adininistrative processes, In
2007, the orpanization decided 1o move abead with an enterprise scheduling system (ESS), and computer-
based patient record and revenue cyele management applications, sclecting the Soarian praduct ling from
Siemens Medieal.

With such a large-scale endeaver, DH brought in an ouiside firm for overall progeamn assistance. This left the
1T department responsible for project planniog and execution for vach specific application set. The enterprise
first implemented Soarian HIM, and the project went well. However, with so much work to come, the C10
sought new methods to speed up the fime to impact and reduce the implementation cost of these important
projects.

DH wanted to use the new sysiem to create an ideal way ta schedule patients across the organization,
climinating wastc and improving [ive critical areas: Decreased rework and defects [patient frustration and
denied clairas), improved {‘rsl-pass yieldon cialms (petting paid the first time), 2 better experience for the
patient {for ple, kept apy and ion of carc), better utilization of stall, and increased
patien/stallyphysician satisfaction.
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Implementing Lean in iT

4, Produce Only What Is "Pulled" by
Customgrs 7

"Moving IT o a more Principte _
iterstive approach, that * Shrink Inventery {work in queue)
delivers an 80% solution  * Deliver fas {tn small batches}
today and refines that + Defer commitment as late as
solution by another 80% . possible

lomorrow, can be

chafienging for ITthat | ocess
feels it has only one
chance to design the

+ Break larger projects into mulliple
smaller projects

+ Adopl continuaus testing,

perfect mousetrap.” continuous Integration, conlinuous
ralease
CIQ Cliford Busroughs, of Unied Outcome

Biscuits
* Quicker delivery, reduced schedule
variance, customer satisfaclion

Gartner

Pull; Muke Only Things for Which There 1s Demand

Another source ol waste is so pervasive that most people den't even natice it — making stofT simply because
there is idle capacity that needs to be kept busy. There is great temptation ta keep people and machines running
at “(ull capagity" —— trying to achicve "cconomics ol scale.” In manufacturing, this approach creates large
“buffir stocks,” fills up warchouses and ties up working cepital in inveatory. The 1T equivalents of these sume
problems exist in queuing and batcking of work, doing projects that can't be justified, making changes that arc
unneeessary, or averproducing information (as io putting data into 3 data warchause "just in case” it might [ater
bt necded).

The lesn approach drives the production process by way of "pull” from the customer — praduce only what
custamers have asked for and do it quickly, with “just.inime" fechniques. By way of a simple example.
consider PC provisigning. In a truly lean environment, no PCs would be held in stock, Instead, they would be
provisioned via an effective and highly automated process. When a PC was required, it would be delivered just
in time (with just the right sofiware preinstalled) by an upstream supplicr, rather than from inventory. To be
able to run an cifective lean process. it s necessary to architect capability and flow of work so that he rate of
arrival of requests is cqual 1o the rate at which the work can be done,

Thvpearu e w~

Andrew Rowsell-Jones
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Implementing Lean In IT

Ashley Furniture Industries: Using a Pull Strategy
in Application Development Paid Dividends

e b Mv{»" * Lean implementation stans
Lzl hing rules to guide behaviors.

= Trained key individuals {n lean

Bt vk v e,

*There are many cpporiunities = Levemged leanexperienced peopls
ko apply lean 15 IT itsell, starting trom elsewhare {g.9.. manufacluring) 1o
with the basics.” help
* ldonlifid parformanca strengihs and
— Baly Whita, CIO weaknesses, defined Largets and tightly
méasure improvernent
» Founded 1845, headquanered = Lean helped IT deliver value taster.
-in Arcadia, Wisconsin »  Speeded up cadence of defivery lo @ -
+ Privataly owried, heime furhitute saflas of threa-week sprints — a "pull
anufacting and dislifbuting strategy”
company ) »  Improved business process afficiency
+ 3 milron square feet of faciities, faster
400 slores In the U.5., Canaca, N
#icxico, Genlral America and = Lean changed business's parcaption of
Japan IT trom cost eenter 1o a business
N —— partact Gartner
ot A
Ashicy Furtilure Indusirics. Inc. is a privately owsed, home furhimne ing and distributing comy

Bob White started IT's journey 1o lean very carefully and simply, To help introduce Jean practices into LT, he involved
experienced people from manufaciuring and warchousing.

The idea of delivering in three week sprims alsa cavght on quickly. Prod;
preduce incremental releases every three weeks that are casy 10 manag:
provide quick successes. To funher ensure success, cach sprint has a b
uscr acceptance testing.

ing 4 sequirements susd map cnables 17 10
ind digest and adopt by 1he business, and that
im irining capabifily, and is subject to QA and

One of the first big business WS 2 I sysiem IT developed in pannesship with the
warchouse organization. They neduced the number ef people required 10 manage the warcheuse and lo muve product
almest te a lights-out level, The nventory Toss reduction effen tesuled in numbers well below the indbstey average.,
*The benefits of lean within 1T are that we see the value we are delivering 1o the business. | lowever, the real benefit is
when the organization views us as true partners capable of helping them realize their v and delivering true value. In
this sense, lean wols change business’ percepiion of 1T from a black hole and cost center 10 a business value panner.”
"When you start Wsee benefits in the first few weeks of adopting Jean, then that should be reward encugh. [ think over
fime this snow ball will grow, and momentum will be gained as people start sceing the benefits of this program.
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Implementing Lean in IT implamenting Lean in IT
5. Remove Eight Deadly Wasies From
Your Value Streams 6. Prevent Backsliding
Dascrobor
: witcmy rari e ovaent - Continue your public Review lean results as pan of & foutine [T
* pakes Y : support for lean. managernen teview.
I et Rty Tie tewards 1o lean Pay for results tied {o achieving lean goals.
B S outeomes. N
- JRes i Relain and re-energize  Keep the lean champlons you appointed 10
A s R L lean champians. felp estoblish lean. and ind new vhys 1o
L I ) incentivize them to keep driving lean
s g inhalves.
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Gartner

Find Then Eliminale Waste

Before eliminating swaste, you must identidy it. This is surprisingly difficuh, pantly because many work
practices, enterprise caliures and organizational structures inadveriently hide waste.

Commonly, process operators and managers are brought together to eliminate waste by conducting fagt-based
reviews of their processes. This approach is most eflective if the anendees come from as wide a buse as
possible. The list of cight deadly wastes provides a good starting point for analysis.
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Mainlain fexternal) Kesp biinging in experl praciitigners lo help
support for lean efions.  identily wasle and keep everyone focused

on being fean.
Continue and exlent Qe an erganlzation becomes familiar wilh
tralning in lean tools and  lean tledhntiques, f can advance with new
lechnigues. Lools for added benafils. ongoing training re-
exdeting kis, and ps few
ohes.

Gartner

Because focused lean hasizes toals and tech sather thin 4 deeply ingrained culture of lean,
backsliding that undoes lean benefits is a real danger. To prevent backsliding, take the steps cutlined in the
Nigure.
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Implementing Lean In IT

Implementing Lean in IT

Tactical Guldellne: Each e-opportunity category has different charactetistics, and these have

Implications for governance, management, resourcing and leadership,

For Those Targeting Transformational Lean
Approach as a Major Cuitural Change Program

gl
Vv b

Tk mmlebt Lt

Lt iapi T
B b e S

P it baren
P mdueieon

O SOt
4 Halpie )

Gartner

Expand Metries to Measure the Right
Things

L R,

Gartner,

Transformational Lean Can Deliver a 25% Improvement

Emterpriscs looking for transformational change and a sustainable culture of continuous improvement must
look beyond facused lean. Cose studies suggest that transformational lean's enterpeisewide, end-to-end view of
value streaims can improve critical business arcas, such as cycle time, efTicicncics and customer satislaction, by
25% or more (see the figure above). Compared with focused [ean, transfortnational lean requires substantially
more cammitment from every level of the organization and a much deeper investigation of wasie,

v
Expand Measuremenl

Measuring the right things in the end-to-gnd value stream — cost, quality, cycle time, productivity, cte.— is
tial 10 transfi ienal lean. Keep in mind that the relevance of any pecformance framework

chosen for a lean indiative may diminish as enterprise ngeds and business environments change.

The figure illustraies how the scope of for | lean is greater than focused lean,

fastoring in process and training metrics. in addition to metrics aimed a1 gauging awtcomes of the prosess, In

transformation kean, bow you got the right answer (because it points te repeatability and creates & platfonn for

centinuous improvemnent) is as mportant as the cuteomes of the process itsell.
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Implementing Lean In IT

Expand the Transformational Lean
Initiative as the Organization Matures

Recommendation: Pilot Lean in Your IT
Organization

Maonday Morning

> hinskasia ik B s - Familiarize yourself with lean and its uses withia 1T, and
-3 3gme e use the sel-assessment lool 1o gauge which lean is right
JEp— for you: focused lean or transformational lean?
N PP s st » Next Monih
- Idenlify @ target process or value stream, and begin io
creale crganizational foundations for lean.
I AT ORI - Begin implemeniing your lean pilot.
ey ey ik
i " » Next Year
Aoema it piehivarthionidilll Qi St A i . . .
‘ Kkiooo - Based on your early experiences with agpl¥|ng lean, begin
Seaarh s e T har to expand its application and the breadih of Iools being
B e reateg ket | Temetoate s depiayed.
o Lodn D i
ait £ )
Gartner + Gartner
‘Transformatianal [ean is often refesred 10 as a long journey. Indeed, it can take years to jmplement —estimates
range [rom five years to more than 20. As an enterprise matures with lean, management and stafT become more
comforizble with lean tools and techniyues. Mature ¢ izations benedit from tailored performance tracking -
and accounting and reward systeras, w hich instill even inore Ican behaviors and values, until one day lean
thinking becomes alimast instinetive. The figure outlines lcan maturity levels, cach lasting for at least 18
months, and shows how the morg visible elements ol transformational lean ehinge a5 an enterprise matures.
[Imbmdan dnsry o bty im o botes h Andrew Rowsell-Jones batrirtd : Andrew Rowsell-Jones
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Implementing Lean in IT

TCOL: Which Lean Is Right for You?

Tes whiat exlent is each of these statements true in your enlerprise?

A tows ?
11 MAREQE TN M TUTHTEA 10 SLAT 0 R0 CORYTA i DA
WELTHTRIR,

12 ManageTont Inows of lean. and parcanes A at 8 vavsl o . "
e perk, Ingrivemens lod % D & G
- 2.5c0p4 of IMEIOVEMANE Protttton, Rreies (X vibs seama?
21 Manaperent pests engownd ATYATIETeNS KILIL O VA ) 2
N3 221 DRaEr vakn bex : AEH 2 (R
ity o N
@ D T

z dheess o
AUk writwindnl 1 part ot e ¢ompel t ve- ke
3. Appeute for cullure change: 13 3 & necessory ew o intertional?
EgN wieg chargo #3

of butsrard pen?
3z

the 2 17 A RN
I BT [ONGH-RIm, RAR st wid e Cburud Zhange.
‘Your score:
O 5 5

P haty sl I e

This sclt-assessment tool gllows C1Os to pauge their readiness for Focused lean or transfommational lean — or
detennine whether their organizations need to become more process-oriented before underzaking a lean
initiative, Decide the extent to which cach statemem applies in ynuru.nurpnsc. 1ally ¥our points and asscss
yaur results.

If you scored between six and 12, cither support for lean, or support for the cultural changes needed 1o
implement lean, is weak or absent. Based an lean's waste reduction benefits (and its applicability to a wide
variety ol organizations and types of valug stream), discuss with lcan's potential stakeholder group
{"management” in the questions above) whether lean could be applied, and if sa. what benelits might be
expected from it. Convincing stakeholders to support Icgn plays an impartant paet in improving this low score,
If you seored between 12 and 20, a focused Lean initiative would be a good starting point, because it would
prave that lean would work in your enterprisc. Furthermore, this appraach swould ervite a platform for a future
move to translommatianal lean.

1€ you scored 20 or above, your processes, management support and appctite for cultural change would scem 10
be sufficient 1o consider a transformational lean initiative.
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Implementing Lean in IT

TOOL: Are You Ready for Focused Lean?

To witiat extant is oach of these stalemants Lrue In your sntempHsa?

IR inplace?
11 % [ F wih
targal pocess eriied
12 Your cigariabon A deliod g wters, teplatie.

e e and design aflon 1o Eredte Dutm.
+ Nour noone

i SGe {0 W E et wok

- 2.70 Inan d ] » @ 6
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reha” @ 3 [
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& [©]

74 munwmmlmmuw LT Yy
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This sell-assessment tou] will help ClOs gauge their readiness for a focused {ean initiative. Use Part 1 of the
questignnaite (9 confirm your enterprise's level of commitment, Use Part 2 to determine whether your
processes are sulliciently defined 10 undertake a lean initiative. Decide the extent to which each statement
applics in your enterprise, tally your points and assess your results.

Part 1: A seore of twe of less on cither question suggests that other approaches to business, such as business
process redesign or Six Sigma process improvement, would be more effective than lean.

Part 2: A score of twa or less on any question sugpests weaknesses that should be addressed before embarking
upon a lean initiative.
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Implementing Lean in IT

TOOL: Are You Ready for
Transformational Lean?

To what exient is each of these statements true in yowr enlefmse?

+ 1 Tawhat eaont sro m:lmwmlm rwm:wnm It place? |

1.1 Your

Wim B LADAE PHOGEAE. nemmea
2 Your oiganzoLon has cabned, (8CureaL, repkable,
v sequetial, fevergrable pocetses (oe i willing 1o
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2. Towha extant are the basics are In place?
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Implementing Lean in IT

This scll-assessiment taal belaw will help ClOs gavge their readiness For a transformational lean initiative. Use
Part | of the guesticnnaire 1o conlire your enterprise’s current kevel of commitment. Use Part 2 to determine
whether your processes are sulTicicntly defined to undertake a lean initiative, Use Part 3 (next page) to explore
your enterprisc’s readiness for cultural change. Decide the cxtent to which cach statement applies in your
cnterprise, tally your points and assess your results.

Part 1: A score of twa or Igss on sither question suggests that other approaches 1o business, such as business
process redesign or Six Sigma process improvement, would be more ellcetive than Jean,

Part 2: A score of two or Jess on any question suggests weaknesses that should be addressed before embarking
upon a lean initiative.

TCOL: Are You Ready for
Transformational Lean? (Continued)
h - 3

YOour entesprise?
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Use Part 3 of this self’ assessment tool (Purts 1 and 2 an previous page) to explore your enterprise’s readiness
for cultural change. Decide the extent to which cach statement applics in your emierprise, zally your points and
assess yaur results,

Part 3: A score of two or less on 2oy g bpests a lagk of r to undertake the grueling cultural

change that transformational lean demands. Take the remedizl actions that the questions imply.
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information Governance: What Every CIO Should Know

Storyline: When it comes to Information, we all have too much, but we almost never have
anough, This is the information paradox. To solve the information paradox, apply the
princlples of Information governance.

The Information Paradox

Confusion, Cost, Risk

Informatien

Gartner

The big advantage that our species has is its ability 1o produce lany
and inferior in 50 many w 0 that of other animals. has given us "The Killer App™: language. Our upright
posture and large brains facilitate it. even though both are disadvantageous in other ways, Although we lack
many survival features possessed by our fellow sreatures, we have onc that makes us superior o all of them:
We can share information using language. Language makes it possible for us te share jnformation through
time, space and generations. Althaugh other animals teach {and learn). they must be physically present
together in order 10 do 50, We don't. The works of Plato and Cicero are as accessible to us, as is today's
newspapes, and you can find alf ol'it on the Internet. We can leavie messages for our children and transmit aur
values 1o them: not just hone we do things, but WHY we do them. We all stand on the shoulders of giants when
we fly from onc continent fo another, communicating with people thousands of miles away by way of outer
space. In many ways. we also stand, lguratively, on a pilc of books and ether infoenmation that was left for us
by those whe went before, transmined from human te human via language, art and symbols. We are, therefore,
optimized to produce, but above sll, 10 SHARE information. So that is what we do. But aur gift has a dark
side. Qur magnificent gift. our ability to manipulate symbols, repraduce them and share them has resulted in a
virmual informaticn flged that s threatening 10 ovenwvhelm our ability 1o ¢ffectively share information. That's a
big problem. For individuals, companies and the globalized economic world, it is imperative that we take up
the cause of infennation management. Here's what it is and why it should be your No, | pricrity.

e, Much of our physiology, awkward

T Sarn b Ted Friedman
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Information Governance: What Every C10 Should Know

Informatlon Governance: What Every CIO Should Know

Storyline: When it comes to Information, we all have too much, but we almost never have
enough. This Is the Infoermation paradox. To solve the Information paradox, apply the
principles of informatien governance,

The Information Govg_rnanqg Sql_g_tign_
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Information

Gartner

Key Issues

1. Mow can IT and business peers work together on
information governance?

2. What processas, erganizational structures and metrics
are needed to ensure proper govemance?

3. Whal best praclices are early adopters of governance
programs using?

Gartner

Why is it that when it comes (o infarmution, we all have {uo much, bul never enough or enough of "the
right kind*?

Here are seme paradoxical [acts about information: i

+ Despite increases in volume and velociry, peaple seem to want more (ond more).

» As it ereates mors risk and requirss more povernanee and policy 10 manage, enterprises seck ta control it less
{and less}.

* As connectivity, aceess and rchnology become ever more ubiquitous, citizens, employces, supplicrs,
rcbulntl)rs and governments want information access 10 be better (and hetrer).

"Governance" is amony the most overhy ped and misused terms in the lexicon o both business ond 1T leaders.
What degs it mean, how is it dong, and where shauld [T focus its elforts to ensurg that information is governed
correctly? Succeed by und ding the role of ink ion governance in the business and by working with
business leaders to ensure the proper standards, processes. siaifing and metrics.

How is information governanee the solution 10 1he information paradox?

Ink Bavel salves the i ion paradex,
e " ed Frissman - e ST Ted Friedman
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Information Governance: What Every CIO Should Know

Key Issues

1. How can IT and business peers work together en
information gevernance?

2. What processes, organizational structures and metrcs
are needed to ensure proper governance?

3. What best praclices are early adoplers of governance
programs using?

Gartner
Bvleled i e et el et iipie b ek Ted Friedman
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Information Governance: What Every CIO Should Know

Definitlen: Information governance Is the specification of decision rights and an
accountabllity framework to ensure the appropriate behavicr in the valuation, creation,
storage, use, archival and deletion of information. It includes the processes, roles, standards
and metrlcs that ensure the effective and efficient use of information In enabling an
organization to achleve its goals.

New Respoensibilities:
Governance and Processes

infonmation governance is the specification of decisicn rights and an
atcountakility framework 10 ensure the appropriate behavior in tha
valuation, creation, storage, use, archival and deletion of information.
{tincludes the processes, 10ies, siandards and metrice that ensura the
effective and eficient use of information in anabllng an organization o
achieve its goals,

infarmation Goveman

GRS
Gartner

Key Issue: How can (T and business peers work together on information governance?

Governance {of anything) consists of several clements. lts main clements are due rights and accountabil
ares of information governance, for example. one might ask the question as w whe pets 10 decide how long u particular
set of infermation is kepl. Decisions can be made by individuals or groups. Once thess decisions are made — for
examply, in the context of an ¢-mail retention policy — we cun then ask whe s held uccountable for enferein
decision, Sonetimes it's casy. As in the e-mail example. if we as a company and un 1T depatment decide to
on il Exchange server for anly 90 days, there isn’t much individual users can do aboul it. and messages morc Uan 90
days old can be automatically deleted, The [T can be held for ing the policy. G ]
consists of processes and standards (hew we will manage this) and roles {who will manuge this). The goals of pavernance
are to make surc thal informatfon supperts businicss goals effectively and ¢fficiently, The definftion thus implies that we

must first decide what information assets are worth i ing in fram a pective, Toe much Uime and effort
are wasted on ereating and maimaining lh.u which is not of buslncss value— dupllc:m: copies of files, old and cutdaed
informatien. und $o on. Another i i of the definition is the notion that all phases of the information life
cycle (ercation, storage, use. unhl\-ll ond duh.l:en) must bc covered. Action fem: Secialize this defi m.'mn of information
Rovernasee with any feams that are involved in inf L knenwlodi ar e guilify
fnitietives.,
finlilet o fmbony byt ol g Al R sl i o et Ted Friedman
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Information Governance: What Every ClO Should Know

Strateglc Planning Assumption: By 2011, IT will allecate 75% of information management
resources (people, systems and software) to integrate and analyze a blend ¢f traditionally
structured and diverse data types, whereas today 75% of resources are focused only on
structured data ("Predicts 2010: Enterprise Inforination Management Requires a Staffing and
Mettics Focus," GO0172726).

Governance Business Drivers and
Benefiis -

Compliance and legal risks - 1G for risk mitigahion!

Productivity hinderad by overload - 1G for less data

Frocess efficiency is suboptimal ‘ 15 for process
impravemenl

Valye is masked, distorted, uo!- G for value creaion
realzed

" New IT paradigms demand uq G for IT benefits
re:alization

Gartner

Key 1ssue: How can IT and business peers work together on information governance?

The berefits of infonnation governance fall into three categories: cfficiency, risk redvetion and value creation.
By focusing an one or more of these categerics of benefits and then a specific subsct of benefits therein, you
ean both set the objectives For and the af your infk ion pavernance program. One of the
underlying goals of all information povemance cfforts is 10 lmprovc information quality. Ta measuare quality,
you mwst have metrics. The data quality problem includes various objective metrics, such as: (1) Accuracy —
Whether the data values being held rellect the propertics of the real-world object or cvent that the data is
intended to madel; (2) Consistency - Whether the values of attributes managed or prescated in multiple
lucaticns arc the same; (3} Existence — Whether a value is being held for a particular attribute; (4) Inteprity —
Whether all expeeted relationships between data in muhiple data stores, tables and files are intact; and (5)
Validity — Whether the values held fall within the allowable domain of vatues established foy ap atiribute, [t
8lso includes subjuctive measures. There are many beaefits that follow fron data and content quality
initiatives. Picking the correst underlying focus and the comect business focus is essential to your sucegss,
Action lem: Picking the correct business fovus ks the wost importe first step to succesyfid inforoation
guvernance,

T E— ;
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Information Govemance: What Every CIO Should Know

Tactlcal Guidelines: (1) Focus informatlon risk management on business risks, Including
regulatory and tegal discovery risks. {2) Establish governance for a centralized Information
risk management function, and provide adeq operational support.

First Thing We Do, We Scare All the

Lawyers

Risk Mitlgation . Rigk is u boarddevel issue.
s rimomamon | * THSB IS 0Nl 0ne role oF group in your
Specifc Regulations. company that has real informaticn
o g management respansibility.
Sseurity « If you can tie 1G to e-discovery or
Nn":p;::anfm. dunumwh o informaftion retention efforts, you wilf
:M: ‘:‘:;‘;"“" rat have a business case.

4 ragemant

omaau’;‘h culled o - Take advantage of high-profile data
E-Discovery breach episodes.
Reduzs ligalion purdens - For security, compliance and fegal
gﬁf,";fgm an professionals il's very simple:
bo traced i Informatior governance helps contrel
IT Asset Management information risk.
Ciealing data maps . Gartner

Key issue: How can IT and busingss peers work together on infermation governance?
Regulatory and legal developments are placing a greater focus on information management. The traditional
respansc of most erganizations to information requests from regulators and discovery actions Irom litigants is
to place a hold on a vast amount of information, which ¢an impede normal business information Nows.
Organizations then cemb through the traves of information to find the requested or discoverable information,
as well as any related information. This reactive approach is expensive, with teams of employeces, audilors,
accountants, I personnel, consultants and attorneys sifting through massive repositories, archives and
databases 1o (ind the information demanded by outside parties and secking 1o ensure that any related
ineriminating information or cxculpatory evidence is found. KPMG, an international auditing firm thit
provides discovery services, estimates that a typical legal-discavery action ean cost more thap $3 million, with
most o this spent on laber to review documents and c-mails for discoverable material. In lange companics,
teams of IT personnel have been created to support these legal and compliance activities (see "Risk
Intelligence: Applying KM 10 Information Risk Management," G00151742).

Actiun fiem: Assign u xpecific individual to be uccawnable for information risk management and walitaining
contrels for infarmetion risk mitigetion.

T e g ary o Ted Friedman
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Information Governance: What Every ClO Should Know .

Strategic Planning Assumption: Annual IT budgets will sustaln a worldwide average growth
rate of 0% untll 2012 {see “Predicts 2010: CIOs and IT Executives Brace for a Tough Year,
Even as Economic Indicators Improve,” G00173506).

Information Efficiency Means Productivity

Enhancement
Efficiency .
Process improvement - Volume and velocity lead to
Promata reuse cnd data overioad and cosl,
::“:::’ « Infermation consalidation reduces

Ballar sand mare-eMiclent IT costs, '
usn of nfarmation reduces « Users know where to search and

. JTand business costs what lo search for.
Tame Infoglut
Find what you reed « Work smarler, not harder.
1M Standardization + Link business and IT strategies and
Croate lrusted group p]ans.
Information tources, , -
MDM =~ The classic IT value proposilion

Reducing infegraton works well for the CFO,
burdens allvws pracess

conlinuity

Gartner

Strateglc Planning Assumptlon: By 2012, half of all ClOs will measure revenue per [T dollar
spent {see "The Research Incubator: A Journal of Unconventlonal Thinking, Volume 3,"
G00163746),

yaiue F?f????qn and Growth

Valug Creation
Pattorn-Based Strategy™,  * CEO- and business-facing.

Sensn o ropond + Differentiate the business with the
Real-Tine Aralylles right custormer propositions to
Clated-loop anaiylics engender repeatable wins,

Single View + Strategicelly accourt for profitability
Cornistent view stmas ai over the fuli confext of a business
Relalionship menagemant transaction to engender profitability,
Revenue Optimization

» Protect and leverage [P,

- The cost of dala acquisilion is very
high in many businesses, and poor

Support lop-lina growth with
erpas-gebingiupraling
Loverage globat purchasing

r
"D‘Z‘S Quality governance decreases the value of
Betler vigw uT Gustomer, the asset.
product
~ Gartner,

Key Issue: How can IT and business peers work together on informatlon governance?

These nre times of transition. Exceutives face a shifting eovironment ceonomieally, strategically and
technelogically. The decisions they make will open or ¢lose stratepic optiens and sct their crterprise ona
course of action. The global economy is in transition across multiple (rants: from reecssion 1o recavery, from
clTigiency 10 productivity, and Grom owner-operated technologics to secial ones, The changes implicd by cach
transition will impact every organization difTerently, but one constant will be the rising value of timely and
informed decisions and actions. In the near wrin, business expectations and ClO strategies appear stable, with
a continued focus on busingss process improvement, cost reduction snd analytics, At the same time, however,
business expectations are shifing from greater cost-based efficiencies to achieving better results based on
cnterprise and IT productivity. The diffcrent cmphasis may seem subile, but 3t changes the way CIOs lcad [T,
This change is imponant because it reflects a broader change that C10s see in their overall 1T organization and
its role in the enterprise.

Avtion frem: Expend the wse of information and inelfigence.

Key Issue: How can IT and business peers work together on informatlen governance?

The benefits of information governance (all inta three categaries: ciliciency. risk reduction and valus ereation,
By focusing on ane or mure of these categorics of bengfits and then a specific subset of benefits therein, you
+an both s the objectives for and measure the outcome ul'}our infonnation governance program. One of the
underlying goals of all informarion gavemance effons is 10 imp infi ion quality, Te quality,
you must have metrics. The data quality problem includes various objective metrics, such as: (1) Accuracy —
Whether the data values being held reflect the properties of the real-world thcI:'H or gvent lhat lhc daia is
ititended 10 model; {2) Consistency — Whether the valugs of ottributes 1 il
locations are the same: (3) Existence — Whether a value is being held for a pamculnr nnnhulc’ ) lnh.y:q —
Whether all expected relationships bewween data in multiple data stores, tables and files arc intact; and (5)
Validity — Whether the values beld fall within the allowable domain of values established for an attribute. It
also includes subjeetive measures. Maay benefits follow [rom data and content quality initiatives. Picking the
sorrest underlying focus and the correct business focus is vssential to your success.

Action dem: Picking the correct business focus is the iost- importont fivst step (o successfil informtion
rovernaice.

Dapmres - w cunes ey Garre iy Ted Ftiedman
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Information Governance: What Every CIO Should Know

Key Issues

1. How can IT and business peers work together an
infermation governance?

2. What processes, organizational structures and metrics
are needed lo ensure proper govarnance?

3. Whal best praclices are early adoplers of governance
programs using?

Gartner

St ic Planning A ption: By 2013, 30% of EA cora teams will refocus away from
anterprise lachnical architecturs {ETA) and toward enterprise business, Information and
solution architectures, as well as on EA strateglzing work (see "Pradicts 2010: Major
Changes In Store for Enterprise Archlitecture,” G00172857).

How It Al Fits Together

~

Business Objet:tivas

information

Governance tF Governance

Gartner

Key Issues: What processes, organizational structures and metrics are needed to ensure
proper governance?

Corporate/enterprise govemanee is not new hut has received heighrened atrention because of the Enran, Tyeo
and Parmalat debacles, just to name a fow. The recent global financial <risis has once again placed comporate
govemdnce at the forefront. Two principles of corporate governance {disclosure and transparency — board
responsibilities) arc clossly Jinked to 1T govenanee and must be considered when defining 1T govermanee, In
many organizations, as much as 50% of the capital budget is attzibuted 10 [T. This represents a significant
proportion of allocated investar funds, which must be gavemed properly. Enterprise architectore (EA)
povemnance plays o signilicant rele in both 1T snd corporate/enterprise povernance, A pavernance, il properly
exccuted, plays a significant part in corporate governance by working to help the emterprise mect its strategic
goals and ensuring that [T govemance is aligned with those strategic goals. EA povernance touches both IT
and the business by helping realize the business stralegy,

Action deni; To connteract the problem of informeation s. Infurmation architects must focus on designing the
requirenients, principles aid mudels for iformation flows amangt sytems aid across the enterprise — not on
mniaging Hhe igdormation within specific xystems,

Umimereue oy v mreysavras n prty Care v weas e wsntbawentts Ted Friedman
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Information Governance: What Every CIO Should Know

IT and Business Must Work Together to
Govern Information

A i o fteg i) lon in a programsaic frmmoework
Business Units

Metrics

: Gartner's Essential Building Blocks
" " for EIM
IT Organizalion Gartner

Key Issues: What p organizational str and mettics are needed to ensure proper
governance?
We dh EIM as "un inlcgrutive discipline for strucluring, describing and go\crning information assets, regardless of

organizational and technological boundaries, enabling business insight.” 13ow is this different from pl:ul'l old information
management? Isn't that what we do? Yes aad no. We do pmncu formm i our we just
don't do it in a conneeled way, As with almost everything else in business, information m:mngumcm is siloed. While we
have good methods for managing uppllc.luon information and muny good examples of process- spcclfc or departmental
informution munagement cfforts. what's mlssmg il mosL comparics is an enterprisewide, strategic view of informalion.
To mnkc information a mr:m.gu: focus, you Tnitially necd two things. First, a commitment — on orymz.mon.xl

—1to 3% neewssary, This cemes from the exccutive level and results in restructuring
the IT & and .uidmg fc i job coles across the business, The sgeond ilem nesded if you ane
going to matke 1 stralegic i i i i is that you must have a t'r.unc\wrk for doing s0.
Guniner's Essential Building Blocks fur ElM. isay i that cnables
EIM program ond then carry it aut and measure i1s results. For more infarmation, sec "The Essential Bunldmb Blacks for
Enterprise Information Management,” GO0130527, The creation of an erganizational structuse 1o manage infermation, the
staffing of that structure and the ongoing commitment 1o funding it is the surest way 1o creale and increase the stock of
valuable information asseis in your arganization.

Action fivan: Introdiice the EIM definition und EXM framavork to your executives, Business nyers und £T personnel,

1 e et o o g ey BTG P Cor'rer v o A e it B wer e v i
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Information Governance: What Every CIC Should Know

Researtch Finding: Business unit executives share concerns about information quality in
thair companles. They asked for a better quality of information and faster access to
information (Gartner 2009 Business Pulse Survey),

Timely Accurate Information = Timely
Accurate Business Decisions

Gattner

Key [ssues: What processes, organizational structures and metrics are needed to ensure proper

governance?

L1 2006, Pau) Rogees and Marcia Hlenko wroie the following in the Harvard Business Revicw (HBRY:
Indeed, making good decisions und making them happen quickly are the hullmarks of high-performing organizations.
When we surveyed executives sl 350 global companics abeut their organizational effectivencss, only 15% said that
they have an organization that helps the business ewperform competitors. Whal sets those fop performers apart is the
quality. speed, and exceution of their decision making. The most effective orpanizations score well on the major
sirutegic decisions — which markets Lo enter or xit, which husm.ssn.s le buy or S\.H whae 10 allocate capital and
1alent. But they truly shine when it comes to the al of d isteney and specd — how
te drive product inpovatien, the best way 1o posilion brands, how te minage Llunm.l partiers. (From “Who s the
17 Mow Clear Decision Roles Enhance Organizalional Pedformance,” LIBR. Junuaty 20006)

To make decisions quickly and correctly, we depend on information. Yot us the variety., velume und velocily of

information increase, it becomes much more difficull. The fundamental question is, given that we cunnol do anything

about the information overload 1hat engulfs us every day, how do we tunc our deeision-muking processes 1a those

information channels That we need and that we trust 10 provide information for business decision making?

Action ftem: Tie strategic information so high-level roles in the company, und ussess the timeliness, relevance, acenraey
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Information Governance: What Evary CIO Should Know

Tactical Guideline: Take an Inventory of the business performance metrics used Ih your
organization. Assess the breadth and depth of these metrics for gaps and overlaps befora
using them [n your strategic planning processes.

Keep Score: Business-Focused Metrics

+ Identify ink J i i pr

+ LinkIT Inf ion delivery ices 1o busi pr viaa
causal chain,

« Benchmark busk i affectl and

identify investment nppomn]ﬁes.
- Always Inctude cost and gquality measures.

TIRACK = Thmaimeas, Rabpemeasy, Acciacy, Gomhatnicy. K STRACK e Suticuss
o Bmmasa Iaguin o CEN WA GO et e - Gartner

Key | What pr organi
Proper govearnance?

The value of slmost every exceutive in the world is ncasured in terms of his or her comparauvr: perlormance
vis-d-vis competitors. One comman exception ta this rule is executives working in IT and in other internal
service-focused 0r3,ammlmns such as HR, Internally focused metrics measure things that only matter
internally {duh!) and, in ITs case, usually matter only to IT. By locusing en cost and </Ticiency, LT metrics
usually miss the more importam busingss-ked metrics of cffectiveness and value, [T processes are activities
performed within [T — for example, network management. IT serviees, including the dchvcr} of information,
arc things of valuz consumed by the business. Unless 1T's contributions are defined as services, it's difficui 10
bound or measure JT's contribution to any business process. In other words, it's bard to define cxactly what 1T
is l:unlnbullnb p and what the impact on business processes is when the contribution changes. Many IT
orymlzdnons confusc processes with services, frustrating business consumers, whe have difliculty making the
L their own apezations and 1Ts oferings. The solution is to definc an 1T “catalog” of
offerings bused on an understanding of what internal consumers sant 10 buy, not what I'T" wants o sefl.

al structures and metrics are needed to ensure

Action Hew: Players know the score. Keep score, and communicute thiy 1o the rest of the enterprise.

Hapmmtar e e sy Ted Friedman
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Information Governance: What Every ClO Should Know

ic Pl Ing A

n; By 2013, more than half of information management
prolesslonals will not report to the CIC {see "Predicts 2010: Enterprise Information
Management Requires a Staffing and Metrics Focus,” G0O0172726).

Strategic Planning Assumption

Alernate Position to tha SPA:

* Many business leaders — and
aven some IT leaders — do nol
understand the value of
Intermation as an abslraction.

Supperting Assumptions:

+ Dhssabstaction with "IT" and the
nformation it provides remains a
conslant theme in Gartner research.
When asked, “Il you could choose

gﬂ?ﬁ.ﬁﬁfﬁ&“ﬂ%ﬁmﬁa ‘f"\;’:g - Hwill require business unit
investment and ongoin
baceme clarihed in orderto holp g P9

move your organizalion’s businass N )
1ocwar{|°whatgmuu it be?" B5% of Lach of informalion: managemenl
GEQs and business execulivas skills.

identfied [T as ek biggesl spurce
of frisiration and praniing
unzenainty!

Gartner

Key Issues: What processes, organizational structures and metrics are needed to ensura proper
governance?

Iissatisfaclion with IT remains a constant theme in Ganner rescarch. In "Tuking the Pulse of Business Unit Leaders:
Growih and Information Top Concerns,” GO0 172260, 20% of business leuders surveyed say they don't have the
information they need to run their business.

As part of Gariner's 2010 survey of CEOs. participuants were asked te comment on this question:

"1{ you could choose one frustration 10 remove or onc business planning uneertainty to become clarified in order o help
meve your organization's business forward. whar would i be?"

Information 1echnology was identified us a frustration by 85% of CEOs and business exccutives who responded to this
question — far above any other business planning uncertainty. We culegotized the I T-related respanses o produce this
repant, identifying approximately 20 different issucs. 1laving tried so many other things, we believe that business leaders
will start 10 ook outside of 1T for what they need in the way of informtion, Counlempaints to this SPA include the
histofic reluctance to add head count (especially Tor abstract activities such us information management) and the lack of
real understanding and skills in the realm of information mattagement and information govermanee.

Action Mem: Parines with any i fesstomals you find in the business, wnd help develop und train
tiem {if vou can) vic programs rrmfrum within IT (see "Tuufiur Inforaution Alunager Job Descriprion, " Goti 72555).
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Information Governance: What Every C1Q Should Know

Key Issues

1. How ean IT and business peers work together on
infarmalion governance?

2. What processes, organizational structures and melrics
are needed to ensure proper gavemnance?

3. What best practives are early adoplers of governance
programs using?

. Gartner

Strategle Pianning Assumption: 8y 2013, 25% of companles in highly regulated industries will
create and staff positions [n accounting, human resources, compliance and audlt, and law
that deal explicitly with the management of information vla technology {see "Organlzing far
Information Governance,” G00172224),

Invoive Everyone in Governance ...

Qversight and vilimale responsibilty

impfementation of Financia! and
archiving tor Executives tax compliance

data lyevi Finanial data
Automaled policy B, o8 auality

Finance

Specification
of selentian )
pasiods Bugingss
; Usors

Crassificatian of
Intormatien

Dala
slewardship
Qutside Counsel

Gartner

Inlerprelzlicn o regulations

Key Issue: What best practi are sarly adopters of g progl using?

Cumpan'u.'s are still strugpling with the issue ol information gevernanee, an isste that they have been trving to
address sinee 2001, when the current upss m;, in government repulations started. In 2010, many ol cur clicnts
still have not lated effective infi governance palicics, let alonc implemenied them. Cmaunba
reiention policy is complex and must hn.- worked out between the legal department. the 1T organization and the
lings of busi working together, Man: ions need the help of outside counsel er a specialist
consultancy to put together a reteniion e hedul Tor data and 4 There are now law firms with
practices specializing in nothing but records-retention schedule creation, For those campanies that managed to
work through a retention schedule, implementing it proved to be dilficult. Particularly when it comes ta c-mail,
users are very reluctant to change their ways of\\orkmp, Telling individual users to file r:-mal] isa recipe for
failure. It has become apparent that some automaticn is y ta cnable busi to their
retention schedules. E-mail systems have long had ¢lient- and server-side rules that can be used to hkelp with
retention policies. For cxample, a company might save all esmail that gues outside the firewal!. The masses of
clectronic infermation that we create cannot be managed without technology: it is simply beyond human
capagity.

Activer Mem: Form o team consisting of Iegal. ITand key business users.

apras Tad Friedman
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Information Governance: What Every CIO Should Know

St ic Planning A ption; By year-end 2011, there will be twice as many new posltions
In roles related to information management, most of which wlll be outslde of IT
organizations {see “"Key Issues for Enterprise Information Management, 2010, G00173393),

But Make Governance Someone S Job 7
The RealCIO Dtgltal Arcr\hrmzs

o o A
prosteteiinty oty

In[ocmallon Manage:s

s ST AR AT YA

Gartner

Strategic Imperatlve: Carefully select and combine the appropriate standards to ganerate
value through transparency while minimizing bureaucracy.

Put information Governance in Context
With Standards

G ;
Serviors l Gneciic 7 otk ety
gt el

Adsakdraerd

Guidalines

Gartner

Key lssua: What best practi are early p of governance programs using?

Sevcral years ago. Gartner analysts hosted a debate jn which the proposition was that most traditional IT
organizations will be clased by 2012, Forty percent of the audience agreed. latended to catalyze debate, rather
than provide an answer, the fact is, the 1raditional ways of stafTing r and organizing 1T, and the way the IT
organization does the work, are changing. Thc most lmportam proactive chanLc that your I'T organization
should make is distinguis! and ging infermation. We will still need
traditivnal organizations and skills: The focus of value w il bc Irchnalob) services, and cumpclcnclcs will
center on technology and technical processes. This is the part of 1T that is most casily outsourced. It is the "T"
in IT. The ather value foeus of 1T will be on busingss progesses and infermation, and the competencies will be
on understanding business processes and refated information and how 1o provision, govemn and provide access
1o that information. $e the first new [T rele — or rather, the ficst two — are anes that we already have but
zarely distinguish betwcen, Most organizations will have both a CTO and a CIO, and their jobs and
organizational affzliations will be different. The CTO will likely report ta a chicl operations officer or chief”
financial officer, as the focus will be on getting the best techoology at the towest price. The C10 will Bkely
report 1 the legal or compliance department, or the CEQ.

Action ftem: Decide which title you want andor which orgonization you are inclined to work for

Koy 1ssue; What best practices are early adopters of governance pregrams using?

Ins an ideal world, you would have one standard for IT management and impravement that covered all arcas of
IT povernance, management and service delivery and was suitable for all citerprises. We are not in that ideal
world for a number of reasons. There is no standard that covers every arca of 1T management. Many standards
overlap with each other, and there are some coverage gaps, such as delfining the highest-level demains and
mechanisms of 1T decision making in [T govemangs, Furthermore, soine standards are more like puidelines
and assessment methodologies, rather than detailed approaches ta 1T managewment. Every standard necessarily
Icaves room for interpretation, and every active standard is subject to revision.

‘This slide shows the diferent domains of 1T-related management and improvement, 1n addition to the six
improvement domains, shown horizonally, there are three broad types ol siandards, shown vertically:
assessment [ramewarks, which help C10s measure where their capabilities currently are and where there are
paps; guidelines, which suggest a rough approach to implementatior; and prescriptive standards, which -
provide detailed 1emplates for implementation, Some industry-specilic examples sre HL7, CDISC, PRISM and
OFX.

Action Itewr: At the knvest and, therefore, most uscful level, determine if there are any indusiry-specific daia or
conten! standares that yor car we or adipl.
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Information Governance: What Every ClO Should Know

Information Governance: What Every CIO Should Know

Strategic Planning Assumption: By year-end 2011, major software and service vendors will
Include support for Information governance principles, processes and Information
Infrastructure, and 75% of global organizations will have a formal information governance
team in their organization structure, comprising a c Ination of IT and busl resources.

Use Governance-Enabling
Technology and Frameworks

Data and
Content Quality Business/Data Rules Status

. = Active Workfiows
+ Dala, Process, Business

+ Discovery Confiaurable + Pending Dala issues
- Value nhigura » System Activily
+ Clean .t lntsroperatie

Data Medeling a;c.ontenl Management

* CRUD"

Jing Architectuee (DITA)

* Extensible g -
< Templaling
Analytics + Dublin Core Workflow
+ Standardized + Whao Does What, When
« Conlfigured + End-to-End
+ Systemwide/Processwide + Interoperable Design
“Craale, Ryad, Lipdatr ond Detetu Gartnar

Strateglc Planning Assumptions: Through 2011, Cl1Os will be forced to meet expanding
business goals with no meaningful increase in employment ranks (ses "Leading In Times of
Transitlon: The 2016 C10 Agenda,” G00173506). Through 2011, the Iinmaturity of data
governance will be tha biggest barrier to the Implementation of successful enterprise data
security Initiatives {see "Predicts 2010: Comprehensive Governange, Risk and Compliance
Remalns Eluslve," GO0172945).

Best Practices and Lessons Learned

Best Practices iessons Leatnet
Include information-specific Expect warkers 1o add IG
roles duties to their day jobs
Have roots in or Arg stand-alone or single-
connections with EA program-criented

Are business-benefits-led Are IT-led

Industries: Insuranca, oil Industries: All

‘ andg gas, high tech Do nat assign

Involve tegal and responsibilily or
compliance professicnals accouniability

Gartner

Key Issue: What best practices are early adopters of governance programs using?

Infonuation governance is not a technology market, although there are many technolagics that can and should
be used to underpin good infonmation goveman<e programs. Some technologics are closcly relsted 1o
povemance (such as data quality, workllow and snalytics} in that idemifying. matching, linking, cleaning,
organizing and measuring what is happening direetly impacts the consistency of the masier data, Some
technalogics are less obviously related but increasingly important — one example is "status,"

Governance is not only about “doing” things; there is a need far stewards to monitor and evaluate the heaith of
data and content across the business. Technalogy ean help bring together all the data needed by the stewards 1o
understund “where they arg,” which is a prercquisite to any process improvement.

Aetion tem: Ensure your goveriance siraieg) cmbeds the vight iechnology tools 1o support an gffective nuaster
deta gorernance effory,
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Key 1ssue: What best practices are early adopters of governance programs using?

Gartner rescarch is starting te ascunulate examples of povernanee practice. Some erganizations get it right
and some don't. We see examples in the U.S. federal government (1SE; www.ise.gov), the Australian
govermment {ww w.eentrelink. povawlnterner/intemetrnsifabout_usfstrategies.hum) and in commercial
companics, including mining, high tech, and oil and gas. We have also scen many organizations go asiray in
their efforts 10 manage information in a more holistic way. EIM requires dramatically dilTerent thinking and
investment 10 succeed. Enterprises do not salve this pervasive problem with the same thinking that got them
there. An ineteasing pumber of organizations are viewing information quality as the responsibility of the
business as a whole. rather than just 1T (scc "Survey of Data Quality Initiatives Shows ]’rubn:ss But
Challenges Remain” GO0157793). ']nnyhh: benefls from such pregrams include reductions in customer data
duplication levels, i ing levels of i 10 more than 99. 99%. system consolidation, and
increased awareness and cnwwmmt on the part of the £ asto how i g data and inf i
quality drives increased revenue {sce "Data Stewardship Case Studics Show Increased Organizational Focus en
Data Quality and [nformation Governance” GO0164977).

Activn ftew: Orgunizations need to identifi breckilivough approvelies 1o dreenaticolly increase their
information management compelencics and deliver on the promise of the information fnfrasiructire.

Deperre v e - Ted Friedman
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Information Gevernance: What Evary CIO Should Know

Recommendations

+ Next Week

- Idenlify the skills you need 1o slaff the new infermalion
managemenl functions thal your cormpany needs now.
- If you are in a vertical that hag been slow o recover from
recession, identify underutiized resources 1o redaploy in IM tasks.
> Next Six Months

- Gieale information management and govemanoe certification
programs aimed at busingss personnel,

Next 1Z1c 18 Months

- Make the organizational and job role changes your organization
needs 1o succeed in managing Information assets for competitive
advantage.

- Expand existing enterprise architecture groups 1 inciude resousces

to help with frameworks, guidelines and methodplogies and to
serva as a central rasource for business units.

Gartner

Information Governance: What Every €10 Should Know

Many people will angue that the time al’a well-paid knowledpe worker should NOT be spent sorting through
piles ol data, Far less expensive, is it not, to let the data pile up, on personal hard drives, servers, data cemers
and then on tape? Why should we bother with any ol it, as we have finished with THAT project and are
maving on 1o the next one? Afiicr all, i's a new year and a new decade. Let's move forward. That data may not
help us — in truth we don't know — but it centaialy isn't going to burt us. And besides, sterage is cheap, cheap,
cheap, and my stall have better things to de than look through ald data and make decisions about its
dispasition,

When you examine these arguments clasely, they do not stand up to serutiny. Nor does the standard set that
revolves around “Our lawyers say ... " or "We don't know so ..." ar "Having that data will vindicalc us..." I'm

surc you have some af your own 1o continue 1o avoid the oncrous task of EIM. No matter how onerous it looks,

no matter what yaur lawyers may be saying, and bowever much resistance you think you will encounter in the
user community, il you take up the cavse of informatian management in your organization, you will be making
a valuable contribution in 2010,

Related Gartner Research

*Principles of Inf: fon Valuati "(Gum?-sm)
A Master Vot y for Ensynng

" (600165576)
“Toolkit: Infarmatlon Manageran PRescriplion™ {GO0172555)

"Gartner Definition Clarities the Role of Enterprise Information
Management” ((00143330)

"Qrganizing far information Governance” (GO0172224)
"Information Governance Key Initiative Overview" (GOD1735878)

"Tha Essential Building Blocks for Enterprise Information
Managament™ {G00136527)

L 4‘-& %-4«

Gartner
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The Real Value of Open Government

The Real Value of Open Government

The Symmetry of Open Government

Gartner

Gartner Symposium/ITxpo 2610 Andrea Di Maic

November 16-18, 2010
Sydney Convention & Exhibition Centre
Sydney, Australia

Hotes sccompany this prasaniaton. Pleate select Noles Page waw,

Thase matenals can be reproduced only with wrillen &pproval from Gartner,
Such apaeovals Mus) be requesied via e-malk; vendof.fetabensggarnnar.com.
Gartner s 8 regisiered vademark of Garmar, bic. or ke affillates.

This presentation. including any Spporting materials, ls pwned by Gannar, ing.
anchor 15 aflhatas and s bt b sote ute o he ilerided Gettver auGRNea of
alnar aumenzed recm 15, This presmtabon may Gontan information thal is
confidental. aropnetary of otherwisa legally protecied, and I may not e urthar
Cophed. dolrintcd o puumy displayed without the express wnitien permission

of Gariner. Inc. or rs affikae:

© 2010 Gartner, Inc. andior 15 afiates. Atrights reserved Gartner.

Views of open government as those expressed in the LLS. Open Government Direetive arc based on supporting

0y Yy, participation and collab as basic principles. These imply that data must be provided by
govemment to citizens and that citizens can participate and caltaborate in gavernment activitics on channcls
that government centrols (such as povernment websites or Facehook pages).

‘There are plenty: of exarples where data goes the other way arownd, from citizens to government, and
gevemment ¢an use it in combination with data it owns (such as financial, BR, case-related ones, as well as
taxonomics) in order to improve the way it deliver services or 10 initiate policy changes. Examples about in
domains as diverse os human services {child welfare, unemployment), public safety (1o locate peaple in need
after major diszsters), tax snd revenue or law enforcement {to loak far evidence of cvasion or erime),

Government 2.0 implies s hidireetional Now of information and scrvices. It will require business intelligence
suites that integrate data analytics with social netwarking analysis to help identify patterns revealing future
behaviors; case management tools that pive case managers the ability 10 2lter case processing en the basis ol
data from external eemmunities; enline citizen services that can be integrated with third-party portals; and
indeed open data repositaries that allew citizens 1o develop value-added mashups and new applications.
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The Real Value of Open Government

The Real Value of Open Government

Key Issues

1. What are the main characteristics of open
government?

2. How do information management and social
media sirategies relate and contribute io open
govarnment?

3. How can government ClOs help their
organizations determine the benefits, costs and
risks of open governmeni?

Gartner

Open Government Everywhere

= Open Data » Application Contest

* Idea Collgction « Govaernmeni-Driven
@a

= EReey  zomo L & GRAXSE

i oy

il e ipd e

Ao NeTTmocmay ¢ B8 vy

tata.gov.uk

'] : 3.
FeaT pustraliagoves

Many people have only a supeclicia} appreciation of the implieations and ehallenges ol open government and
undertake such initiatives based an the assumption that it is the right thing 1a do. However, in order to raake
them valuable and sustainable in the long run, it is important to articulate their value as well 25 understand the
underlying risks.

‘This prescntation explores the main aspeets of open gavernment as well as its longer-term outlock. 11 also
looks 2t the broader topic of Governinent 2.0, which Gartner deflines as the socialization and commoditization
of government services, processes and data, and 1akes place at the junction of epen government and social-
media policies. It examines the implications en information management caused by the combination of
internal and external information. Finally it explores how open data initiatives and engagement on external
social media can he eombined to achicve the ohjeetive of cffectively engaging with eitizens.
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QOpen g have bl d all over the world, at the national as well os local Ievel. The U.S.
goveenment faunched the Open Government Directive in December 2009, paving the way Le similar iniliatives in other
par of the world, The OGD drove federal agencies to creaie open govemment plans tha have set the stage for several
Tlagship initiatives and moves agencies on a path for greater transparency through the publication of data on Data.gov.
Simifar websiles ure blossoming in other jurisdiciicons, such as the U.K. and Austeulia, and several EU countries.

In order to increase participation in policy making as well as selected government processes, various govemnments havs
launched idea casiests where they are ceowdsourging the sahution 1o certain peoblems, such as the formulation of budgels
st in the UK, the revision of the <-povemment program in Japan or 1he developmont of open govermment plans in the
U.S. Some of these initiatives are targeted 10 citizens, while others are targeled to employces. Another type of
epgagement iniliative, alsa directed to citizens andfor employces, is the development of applications that use open data:
from the flagship project, AppsForDemocracy in D.C., 1o similar initiatives across multiple jurisdictions, 2s well as more
Imternal (such us the AdA application contest Jsunched by the U5, Army).

Most of these initiatives are characterized by being driven by gevernment. and tuke place on government virtwal tuef

In developing econemics, with perhiups limited teehnical re: attitudes teward apenness may be
dlffcru:l. In SOTIE CUSCS. there muy beu mii:m,ncss a du this, but it uuuld be heavily skewed to the already empowered,
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The Real Value of Opan Governmant

The Reality of Open Government
Parcaption Ruulxly
its afl about choosing the Ha(uinplanandsustain
.. Haht platfam ‘What 8boul Facebook et al?
it we build they witl come
. f Tor the wsuil BUSPOCtS
More data = franspamncy mymn Ganfuil ungapa?-
Nol urgant: yavsmmen: is . :
the singhe source of jruth WhIg nit tnish
Bnn or inierole and ravard
Gartner
Diseussivny abuut vpen govemnment ofien overlap with discussions about G 2.0or eoltaboration or secial medfa, Qudie a

few Focus on Inermil collaboration. swhich is un important zrea and remains within the span of contrel of gevemment. While
government ! leaders focusing on choosing the hest wols, many employves huve alreudy ehosen extettial cusumer touls W

Jlab umning th fees und with i und bringing thut culluboration on the fphs side of the firewall cin bey
challengs.

A seoond anes for diseussion is the uste of suciul media Ror communication und PR parposes, Over the last two years this bas Jed o
thir devehpment of many govemment pages un Mainstream sucial networks sueh us Faeebook. Twitter und Youlube, However the
nuinker of folluwers Is usually quite limited. as people tend wr Rollow other people of specilic issues. rather thah viganizaions .
Anuther tupie — open data — suneerns ta apea provision of (mustly publie) zuw duta so that the public und third-party

unizutions eun wnaly o und present it in different ways, us will as 10 engate value (see the W3Csbacked "Open Gevertment Dty

initiives, Tuappears tha
vendors,

Over the lust yur, there hus been o groswing but still very limited understunding of the need for kentif ing external communitivs as
data soures o be anulyzed and used as uppropriate, Che reid challenge remains the engapement of emphoy ves acrss the
orguniznion with constituenty on thuse exterial petworks, While Web 2.0 and sovial media ure an enlirely people-centric
phenemens. poverments — with very fisw eaceptions — dre netyel valuing their must impurtant asset .., ther people) W ereate
sustuinahle enpapement,
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‘The Real Valua of Open Government

Different Perspectives on
Open Government

i3 1 going 16 |
anighimare |

! Fevmr FOIA
requestst

- i

Legp
s

Qartner

Activities on open governnent are usually under the purview of the ClO -or communicatien oflicer, and social
media engagement arg definitely within the cemit of the latter.

Howcver all parts of the organization bave a role to play, although this is rarely anticulated with the negded
clarity. Open govemunent plans developed by (.8, federal agencies in response to the Open Government
Direetive provide 4 good spread of organizational structures. However social media strategies are often dealt
with as a separale activity, while there are very strong reasons (the symmetry of Government 2.0) 10 be more
tightly inteprated.

Roles that are often undeestated are thase of HR management and the CFQ. The former is key 1o cnsure that
the right ramework is in place to enable employees o levezage social media in the context of their job
deseription and in cemplianes with regualations and internal policies: i particular, how 1 integrate the
successful use of social media into the employec's appraisal scheme is a priority. The latter is required as the
open government initiative gains stears, in order to make sure it creates value and provides a cast-clTective
contribution 1o 1he agency's mission, .
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The Real Value of Open Government

The Future of Open Data:
Smart Government’?

Govemment bzh

3+ Air.quatity
Envitguarent ;+ Water qiatity
+ Yator conrumpbion

Cltizon-Genorated Data
tan ol l:nmump!lw
fon

:-‘ h;tﬁnlwunsupg)y
Entrgy Lo matant powar demang
* = Entrgy cansumption

“= Traffle Fipht mep :
I+ ‘Mumbar of vehiclos per zone - Trafie-fulated {acds & microblogs
~ Baicking Int siahn

Trathic

Colisborative

Mosl open government initiatives prowmote the publication of great guantities of data in raw farmat that should
presumably generate new application and seeviees for constituents. However, very few have looked ut the
possible implications of extending the concept of "open data” beyond the traditional boundarics of information
technalogy to encompass operational data, such as those provided by a varicty of sensors [rom transpartation,
water. electricity netwark, shich arg oficn under the purview of {local) governments or loga} stilitics.

Extendiny the mashup paradigm to operational data that arc collected by censumer devices (such as home
autamation systems, portable GPS systems, and so forth) upcns a totally new perspective on where open
govemment could go,

Some gevernment orpanizations and several vendors start articulating the concept of “sman ¢ity” or "smart
Jjurisdiction” as the inteprative use of information and operational technology to drive jurisdictions ta new
levels of performance. Almost none of the rameworks that are being developed for open gavernment kook at
the option of extending the open data approach to operational data and basically empower citizens {as well as
business) 1o decide what constitutes a "smart jurisdiction™ for them,

The Real Value of Opan Governmant

Open Government and Open Society

Wiy this may oot happan

+ Open goversment data will be
used only for political purposes.

Why this will bappe:s

+ Open government data will
impact service delivery and
operatians.

High-profile privacy incidents will
slow down the adoplion of soclal « Growth of socTal networks is
madia. unstoppable.

+ Boclal networis will gather and
manage missian-crtical data.

Citizens will trust government
more than each other.

Garthar

bdirkd Andrea Di Maio
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The "collective” will begeome a key compencnt in how povemmem catitics will operate, Gavernmem seeviee delivery and
domain-specific operstions will be affected in areas such as 1ax and revenue, health and human services, law
enforcement. public safely. and transporiation. The collegtive via social media will play a fundomemal rale in supponing
and transferming horizoatal processes cammon 10 mest agencics, such as human resource management and procurement.
As social media policies solidify ind monr pevernment employees are allowed 1o use social media in a work-related
cnnmL aecess 1o external data will be casier and beeome an integral pant of many government jobs. This will be further
d by open-g da initi {such us Data.gov), which will trigger data 1apging, aggregation.
transformation and unalysis by many parties. The resulling daa will become as itmpontan as the original agency data
in driving scrvice delivery and influencing operations.
The focus of daa analytics will move from dntemal 1o external dat te help identify patterns that indicale possible pain
points, as well as shifts in needs and emerging trends.
The increasing relevance of external data will pose eriticsl fisk management issucs. Infc I and seeurity
processes will have 1o be revised to cope with organizational and individual risks caused by the blurring boundarics
between intleenul and eatemal cofluboration, and by 1he blending of internal and exiernal informalion.
Action ftew: Make sure thut agency executives empower cmpluyees 1o continousty look for relevant duta vinside of the
Bovermtient, and make i un futegral port of un EIM progrom. Develop and enforee gaversunce frameworks for
usxessing, enphzing end nsing sweh dena.
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The Real Value of Open Government

The Real Value of Cpen Government

Internal Use of Social Media:
Boundaries Are Blurring

+ Combmsd grasa~ools appoach wih sisong leadershic drive
+ No silos alfowed, coflaboralion acrass diverse aseas

Meets now intellipence enanzages (ramdly ehangag threais)
» Suppors horizonta! cofiabaration

o e
Py - Collanoratior: btwean arienlists, enginsers, program
“T' managars and epomtional "war fyhin

Collanaratonwiih deferse supphs

Reathes bhit héyand the suppliors’ hase

Gartner

Externally Facing Social Media:
. Crowdsourcing
Examples
+ Gather ideas, vote and rank;
= & g tax auiting
Echannih R up estion contetis
Service deltvory . IWWeldWandn‘sammrwgh rélaives
- + Meighbiochood walch, BeeCiantix
. éuwiw:éuﬁn * Usnr-lagnad archives & incanasn relnvanga
. * Usar cefoction of utomaiic Grops and zeoma
-, * Colaboutive REY
= Brogdeastng QA s&s8i0ns vt suppliers
Gartnetr

Looking at the intemnal use of open government principles, there are several cases where wikis proved useful.

A bcslzprac[icc cexample remains the Natural Resources Canada wiki, which was launched a5 part of 2n efTort
te make a very silocd and diverse organization more collabarative and integrated. In less than ninc months,
maore than 1,500 users {close to 30% of the department) had signed up and gencrated more than 3,400 anicles.
Matural Resources Canada let the users find the best uses for the wiki, but deliberately aveided Ietting people
creale clesed werkspaces or shape the wiki te fit the department's existing structure. Strong drive from the
minister was an imporiant component of its success.

Another well known ease is Intellipedia, used by various intelliggnee agencics 1o draw up reporis,
Alony the seme lines, the U.S. Departent of Delense's Techipedia includes an internal wiki (open 10 DOD
employees, non-BOD feds and industry), This example is particularly inferesting though, as it is onc where the

community had soon to be extended vutside the boundarivs of federal stall”and DOD contracters, to gather
suggestions from new stakehelders. This led ta DefenseSolutians.gov, which is a portal to erondsource

Prouctively reaching out to citizens and other stakeholders, which is at the basis of open government, is
already creating value.

While most of the attention focuscs an the policy-m:
gathering and ranking - there are examples of impact

ing side ol this— throvgh e-consultations and idea
several different arcas:

» The Italian government crowdsourced income and tax data to seck hielp fram people in identifying cases of
1ax cvasion.

Several jurisdigtions in the U.S.. U.K. and Australia have run application contests that led to the development
of usclul scrvices and mobile apps.

Sell-organized cammunitics fa oversee neighborhood safety or to share infonnation and best practices to
1ake care of clderly or disabled people.

Inthe U.S. and the ULK.. citizens have been eppaged onling in tagping or improving pictures in victual

solutions for companics and rescarch organizations. \ IuSCUms.
» Even internal processes such as procurement can be streamlined by involving prospective supplicrs in the
PIeT ST RFIT
[ o mrmaerss Andrea Di Maig Trsimines s sy iy e ot e g vt Andrea D Maio
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The Real Value of Open Government

Using Nongovernment Communities and
Information
Domain Example Platiorm
: . ) " Gowgle
\ kR " S ey o
CCNWHae e e e BT (N fautbook
" Unemplagmant  + Using employes's cwn contec netwark Lirkod 2
:.Puh!lcsﬂoty * Locating pecaio in naed
: Law Enfarcement * Looking for <rima evidence on extemal stes il
. flicks
HR 9 . ard and skills Linked Y.
Gartner

Different Chalienges for Information
Management

Cpen Data Social Data

Categorization

Gartner

O the other hund, information hat is slrendy out there in self-organized communitics can be equally relevant 10 solve
prablems and improve processes.

Exumples include:
+ The use of mul
criminal activity.
The analysis of behuvioral patterns on social networks like Fucybook to keep an ¢y¢ on young people in 1heir fosier
homes and identify and prevent problems, including possible ubuse er runawsys.

The use that government emplayees make of personal contacis in social networks like Linkedin to help wnemployed
persons find a new job.

“The use of Twitter or Facebook during large-scale emergency, such as floeding. bushfires or carthgquakes, to locate
where people may need help and deploy public safely officers accordingly.

The use of extezmul social networks (¢.g., in Linked!n} 1o suppen imernal business processes. such as skills
managemen or workforce planning.

All these examples clearly witness that povernment service delivery and vperations are already influenced by secial
media, ulthough in almost all cascs this is Lhe result of individua! Initintives and not of u fully-fledged stratepy.

Action Htene: Do assame that sune use of sociul media is alreadr happening in your orgasization that hus ehanged or will
soon change traditional provesses, ldearifi and leveruge these cases o distilt good pracrices ond move frem oceavional

gdia information on social mediz sech as YouTube or Flickr (o gather evidence about fraudulent or

e sustuinable valie oreanen,

w - Andrea Di Maio
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When looking at a continuum of information encempassing open government data as well as social data

collated and greated by gxtemal communitics, it is important to apprectate their differences,

+ Open data js ereated and maintained through a top-down process, which ideally lcads to rather rigorous
taxonomies, whilc social data is collected, tagged and rated by individuals through an erganic and viral
process.

= [n order to be shared, open data requires to be declassificd and stripped of any reference to personal
identifablg informatian, whilc social data is uscd as is, bat needs te be snalyzed to identify patterns that may
reveal issues, needs, ideas. .

= Open data arc assumed to constitute the truth and nced to undergo a rigorous information assurance process,
w hile trust in social data is a consequence of the reputarien of individuals wha eteate it and complex social
rating mechanisms,

* Qpen data is usually teatual or structurcd {mosily XML) in nature, while social data cxbibits a much preater
diversity of formats

Actlon tenr: When extending information 1o external. suciel date seurces. consider employee-

Ex i UCLASLYS d WCVCrRe Fadier TR JIg I ECTAMT),
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The Impact on Information Governance

Information Governance
Checks and Balunces

Trutt ve. nah
Battym-up snd vl
Congumes 1ools, bayand feagt
Strcial mmedia palicies and ot
N rountariag, (datwa) and oxtrant

Gartner

Govermmee (of anything) consists of several elements, fts main clements sre devision rights end accountability
unea of informalion governanee, for example, one might usk 1he question as 1o who gets 1e deeide how Jong a particular
sed of information is kept. Decisions can be made by individuals or groups. Once these decisions ure made — for
example, in the contest of an e-mail retention policy — we cun then ask wha is held accountable for enfercing the
decision.

The usc of secial media is making informalion governance mere complicated. Whilc. for instance, the IT department cun
maintain comrol of c«mail retention policy, if employees use externat social media for internal or external collaboration
purposes, retention policies are outside the contzol of the enterprise and its [T depanment.

Ironically, as enterprises become better at developing and enforcing processes, siandards and roles: the impact of both
open and social data will disrupl thosc, challenging choices arcund tools and life cycle practices.

When the extemal social media come Lo comain valuable record information. several important questions are raised. 1low
can we 1hen protect his as a povermment would veesus leaving it 1o the vagarics of o commarcial operation? In the case of
many social media companivs, they are nol sven viable commernvial operations yel. What happens to data when they go
out of business or decide fts wo expensive w archive?

Acdicn Bem: Revise the definivion of informarion governunee 1o eacompiss the impact of open and social dura.

g = i o Andrea Di Maio
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T
A Portfolio Approach to Open Data
Benelits Costs Rigks
- GConstituent Value Devalopment - Qunlity
* Beltur servicy - Relrieval + Ingergct data
+ Groater sabsfaction a by ifcation - Obsol
. = Deidentibcaticn
- Dperaticnat Efficlency + Transformation - Misuse
» More-eficient prucesses - Malicious use
+ Lower procurument cosls QOperatian « Incqmect vse
+ Cost savings + Hesting
Mission Etfectivenass » Piloling Brar?qing;
+ Messuratle mission impecy  * Monitaring - Polilial impact
~ Pelitical retusn * Updating + Channel irelevance
Gartner

Open government initiatives present other prieritization challenges, Thersfore, it is essential to select and
enforee 4 value ramework 10 capture benefits, risks and costs. Assessing the value of open data is not
dissimilar [rom asscssing the valug ol an investiment. There arce several public value of IT framewarks that are
in use araund the world and, although they use difTerent terminalogy, they all look at three fundamental
dimensions of publie value — i.c., constituent service, aperational efficicncy and impact on agency mission.

Conslituent service includes how the data can contribule 10 improving serviee levels to diflerent target
audicnces or lead to increased constituent satisfaction; operational efficicney includes how the data impacts a
oumber of internal metzies, such as costs and productivity, while mission efTectiveness and political return
refers 10 the impact o an agency’s siratepic busingss objectives,

Besides the value, though, it is important 1o appraise costs (in ierms of data development and publication,
maintenance and monitoring) as well as the risks, including those derived from maficious or inadvertent use of
open data that may backfire on the agency.

Action Mem: Apply u rigarous cast-benefit analysis fronewark to privritize and pliase in the publication of
open deto,

- - matcmmunate  Andrea O Maic
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The Real Value of Open Government

Measurement: How Well Are You Doing?

Registered Poslshusar
W Domographic
data

fate 0!

Torsl vitite ;
sl relum visitoes

Short Yerm
* Commenrs:  Followirs

Paprviews Frads “Trypebuck

Case olution time Rata of Innovation

Madlum Torm
Raie of sngagement Policy completion time
Minsion i
Long Term | offociepness ot

T
Oporstioral P

Weasuring the sueeess of an initiative in terms of value ereation miy b challenging. Whil
ublic vilue wre likely w be impacted by the initative, it may Micul wtan cury stage
creativn. Depending on the natune of the inj e, Inessures may include:

Number of page views

Number af registered gsers

Numbxr of vishors

Rute vf retum visitors

Number of pastshiveruge posts per user

Numter wl erage numher ol

Numtkz of fullvwery/friends

Numher of truce-bucksizstemal links

» Nummber of eeds

They may ulso invhude growth rates for cach of these over o given perivd ol tine.

CGodng furvund, the messurement framewotk should evolve woward o benefit pxsessment realization process based on te vidue
Trumework used w privritizg open g Initiatives. The long-lenn Jocus is purti imporiunt fur upen govenment. ghan
e cultural shift that it implics,

usefu] w anicukne which anes of
traditional metries with vidue

Action ftem: Develup, upply and evalve & measuremens framevork ia consiarl) assess the saccess ond value of opes: govermncent

" they find most compelling (for whalever reason) and the only sensible approach is 10 pro

Mmpre fim e sy e L eetetty oot o] Andrea Di Maio
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The Real Valug of Open Govermnment

Joining External Sccial Networks:
Three Possible Approaches

Dany Reptaca Embrace

@ Professional
+ Can'thinve twd PGS
= People dom engage

Persanal
+ Pislec; gmpkyee gmasy

= Employees grants
permistion 1o employer

o+ Brand integrity P

Gartner

When considering the s¢latienships between government and soxial networks, govemment excculives lend to take one of
heee attitudes. The first is dental, Based on the domain they operate within, the demographics of the citizens they serve,
and even personud beliefs. they think their current channel is appropriate and that secial networks an: something of u
passing fud. The second is replacement, where exccutives undeesiand the value of social networking but belicve that
gevemment must relain control and hat il can provide a betier user experience and a more competling proposition than
1hicd-party networks, The third is embracing, based on the understanding that citizens will ahways choose the nelworks
ide information und scrvices —
where appropriate — through those eelwerks. Alhough the first altitde is almost inevitably short-sighied and the thicd
loeks the most sensible, there might be cascs where government can add value by creating or taking kadership of a
communily: examples are city planning, environmental issues and heuhlh criscs. The question then is how 1o regulate the
use of social networking 1ogls by ¢mployees, Allitudes vary, as do approaches — from banning their use 1o encouraging
it Governmest empleyees alneady sign codes of conduct that cover how they deal with information. the public and the
press. Additienal arcas, such as ibiliy and beund may be cavered by other policics. Government
organizations should capitalize en whal they already have. On the other hand, effort is rather required to determine (L) the
exaet putpose ahd value of using social media, whether from an institntional or an individual perspeetive (or both), and —
in the latter case — (2) the rights and obligations of employees when it comes 1o using their awn personal profiles for
official purpeses.
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The Real Value of Open Government

Joining Social Networks:
The SOCIAL Framework Open Government Maturity Model
+ Fusswo behanos + DRA - Endormemern
+ Undarstand vaioa B cbraiied]  + trm -
for the ampicyes opian dukrery B
. ! Tonsporen VA1
= Maimy
§ Levsd
l“n Vawe Forua
g Gt
Lesdanahia
Tacnmokogy
) Foatn
oo s < Fempezses : g
+ Domain. endrols- - Provide publc veht
apeabo 0 etied « Grtvnieiganizalion! Emm
« Use media Infeimation BUBAE valm?
eI S Gartner Gartner,
Before doing anything repardiag social media in a governmem ageney. it is imf 10 utids d whether

arc alreudy debating issues or sharing information thit may be refevant (o The apency in self-organized, external
communitics.

This requires individua! employees to hunl for and conneel sith external ithes, with the und, ing and
blessing of their managers. This exploration is not meant 10 be a *free for all” and requires the emplayes o be able 10
prove his or her manager with the job-related value of engagement.

The Gariner "SOCIAL" framework sugpests a phased app hto d ine whether such ities exist and how to
become pradually involved with the most promising ones. It starts with sevkiny cxiernal communities. possibly with the
us¢ uf 100ls for social-media monitering ond social-network analysis, followed by observing the behavior of promising
one. gradually engaging in discussions and information gathesing feompleaent and invofre phase). until when times are
teady to ussess whether there is value not jusi for the individual employec but for the organization as a whole 10 feveroge
these communitics,

Since platforms and communitics change, this process must be applied cominuously, as communities that are relevant
toduy. may 5ol be 50 tomomow and new oncs inay smerge

Action fiear: Gevermment agencics must uctively work to adopi a comnmnity refad-set when addressing challenges, und

(L0 LA (P ) (A R e T T TN

The Gartner Open Government Maturity Model defines five levels of inereasing maturity: initial, developing.
delined, managed and optimizing. In sny organizaticn, the stepwise improvement in Government 2.0 maturity
will be a muhiyear journey. Unlike other transfonnatien processes, Government 2.0 is more ofganic and less
pronc to planning, since it is based on individual emplovees’ as well as external constituents' initiative as much
as— il'not morg than — carelal planning,

Unlike traditional maturity models, T izations may cxhibit cl eristics that belong to different maturity
madels, depending on which approach they take to (i.e., inside-aut versus outside-in).

QOpen gavenment implics the use of a combination of enterprise and consumer lcchnulup,lcs. They may play
dilferent roles at difTerent levels of matwriny. sometines depending on what approach to engagement is being
pursucd.

Qpen government maturity is about mastering all aspects of constituent engagement and delivering public
value in a measurable and foresceable way. Beeause of the very nature of Gavernnent 2.0, the highest level of
maturity may appear ta be asymplotic.

Action Hene: Leverage the Garmer Open Government Moturity Modef framewerk to understand whet sy be
mixying in the corrent plons 1o make then sustainable over tine ond to ackieve measurable ransformation and

Tt iy o - Andrea Dij Maio Ut ettt - o —4‘-»-nmm-n~ Andrea Di Maio
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Recommendations Related Gartner Research
Do Not Do > Government 2.0: Gartner Definition, Angrea DiMaio
(GOOT72423)
Believe thal open .
government is eRough Listen rather than talk

@ Focus mostly on cltizens Focus mostly an employees

@ Preach to the converted

Let go
Jusi eraate yaur sgency’s Come and go on censumer
Facebook page social media

Start small and scale {as)
fast {as you canj.

POIOOY®

a Try to approach it top-
down

< How to Build an Open Govermment Plan, Andrea DiMalo
(GOO174055 )

<> How Governments Can Use Soclal Networks, Andrea
DiMaio {G0O0157648}

-» Gnvemment Employees on Socfal Networks:
frens Geversan the Burden of Proof, Antrea DiMaio

«» Gartner Open Government Maturity Model, Andrea
DiMaio (G00201261)
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Government Clouds Beyond the Hype. Public,
Private, Both or None?

Govarnment Clouds Beyond the Hype: Publlc, Private, Eoth or None?

Government in the Clouds: Much More
Than Computing

hzation and Consumerizalion

How many cloud

Compating o
sourcing model? |

Gartner

Gartner Symposium/Txpo 2010 Andrea Di Maio
16-18 Novermber 2010

Sydney Convention & Exhibition Centre

Sydney, Australia
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In order Lo best appreciate the role of cloud compuiing in government, it is important to reflect on two impertant trends
that will impeet both business and IT in povernment ig the next decude: sociulization (of processes and serviees) apd
cammaditization {of resources).

A traditional approach for many has been to mirn crd:rcn.th <ontral resources — processes,
people of webielogics. The resource may be totafly | o otally outs 3, but the 2 or is
ils exclusive user, Anather approach is 10 shore o resouree with Ol.hl.rbuu:rnmcnl organizations, throuph joint govemance
wrangements and with one organization ible for awning the or sourcing them as deemed fit, This is
quite popular for bath infrasteuciure, applications and selecied processes. A slight variation of o cearralize, which
suves the joint povermance component. Finally, the resource or the way Lo access it or bath €
/. and managed ouside e g boundaties without any contro! ef where

While many focus on commoditization of 1echnology, the frends descrived supgest that commoditiz
much broader impact. The commodilization of 1" assets and services is closely related 10 the consum
devices and social-media wols that is deiving apencics te consider the use of consumer 1ools to engage with citizeas and
10 support intemal operations, Simikurly. the socialization of informatien and the emergenee of crondsourcing models 1o
engage new stakeholders (for L‘.\amp]l:. izens) in govemment serviee delivery and ¢ n-making processes is closely
reluled lo the commodilization of upplications and business processes made possible by cloud computing.
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Cloud Computing in the Hype Cycle for
Key lssues Government Transformation, 2010
1, What are the oppertunities and challenges of —< X L
cloud computing for government organizalions? Pl Cloud Lampuling
Prale Clwgt Compuring
2. What goverriment cloud services are being GoverimmeniClowd ¢ %
adopted, how are they being deployed and whe i £ . 3
are the providers? / i T
3. What are the main criteria to select government \ / .
cloud services? / NN
P
awt
e T ot " et
Yeewrs 1 malanirean adopucn: bl P
BUARDIVI CERSWHE EINI0INL A MSREW DR & Mok
Gartner 6 S 1 b Gt Toesrssan 3130 30 200 Gartner
1n 2009, cloud computing maved from being an ovethyped ph 1 hing that took scriously Cloud computing plays an important role in government {c however. as indicated in "Goriner Government
from an l:nh.rprlscmdc perspeetive, While some agencics and duparlmc.nls already had adapled cloud-based solutions 1o Transfermation 1ype Cycle 2010." it is mostly at the Peak of Inflated Expeciations.
enect selected i . and safiware i - the Oama ad and the new LS, federal CIO have While most of the focus remains on ding the bilitics of 1echnology service providers and how 1o use a pay-
made this a po dg issuc, chatk a stalus quo where alimest every depastment runs its own IT shop, and the

largest depantnents have muliple shops and C10s. Over the past several months. the U.S. federal government has cneated
the first cloud application stor for gov Jaunched w request for quotation (RFQ) to determine the viability of
infrastructunc-as-a-service offerings, 10 <Joud computing in the budgel, and progressed s agenda on
seeurity and portability. The U.K., Japan. Singapere, Canada. Australia and other countrics are all al various stapes of

palicy development on gloud computing. Al the same time, agencics at all levels huve taken the lead in both providing
cloud und using cloud serviees.

In spite of all these cfforts, many governments struggle with fully sriculating the value ond risk of cloud computing for
different workfoads, applications and process requirements. Multiple definitions of what cloud computing is. different
Jevels of maturity in managing external service providers. and different attiwdes about the prubiem of owning and

as-}ou-go medel o access various resources, the mughcsl challengas \\ ith pm e or commumtg government cloud
services will concern governanes, Ing lar; shured and i Touds, which are
supposed to Serve a variely ol'.nbmcus will strugple with the samne preblems that shared-service initiatives have
encountered over the past severul years. Agencics soch as GSA. NBC. DISA und NASA are all acteal or potential
providers of governmen comsnunity cloud services. A1 the same time, yendors such as Google and Micresoft have
developed a povemment cloud by making pan of their existing infrastructuze compliant with U.S. federal government
secnzity requirements (FISMA), The public cloud is a linke pust the Peak of laflated Expectations for all industrics, and i3
still closc ta the peak for gevernmez. ahhough with significant differences across regions. One important driver for
adopticn is engagemant with external social networks and access 1o external information {such as Facebook. Flickr,
‘Twittee and YouTube) in ways that will profoundly transform service def and eperations. by socializing and

controlling the i epeate mulliple viewpod side and aczoss povernment organizalions, as well s somevhit vammeditizing informution und processes. Other « whese povemment crgunizations in all tices start being active ane
conflicting pesitions ameng ventral organizutions tsked with o ing enterprisewide 1T and individual agencies and ¢-mail and collaboration. website hesting (with particolar reference to open government s). und deparimental.
depaniments. noncritical applications (mosily CRM-like). The main drivers for adoption are cost reduction and. often. spred of

o and
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Government Clouds Beyond the Hype: Puhblic, Private, Both or None?

How Many Bifferent Clouds?

General-
Purpose

Google B ) £ windows AT
- Gartner

e A B

The grawing imerest in cloud computing is due in larpe pario leveraging Web 2.0 technelogies (in response to intemal
and eonstiteent demands for new services and coflabordion) snd increased pressures in constroined budget cnvironments
to reduce 1T opetational costs. On the sutface, the vulue proposition loeks compel ing. Government 1T erganizations
would save distar and run applications outside their physical premises and contrel in cnvironments that are owned and
operated by 1hird panties. This would eliminste or simplify o set of operational wsks, such as managing sefvers or
installing and updining sofiwarc on employee desktops, allowing government CIOs to focus on tasks thal ar¢ more
specific und critical to their missions. Besides vendors that are quile active in public cloud services and these thiat address
the need for hosting warkloads on infeastruciure utilides or private clouds, several guu'rnmcnt orpanizatiens .\mund the
workl are developing or consolidating cloud offerings, In the LS., GSA is li
seevices, while agencies such os DISA, NBC or NASA hay
UK. Cabinet Office is moving along the same Iincsas the GSA. with its G-Cloud i
infrastueture code-named K igascki. and $i : is 1eaming with several vendors for a computing grid. 0

large Junsdli:llnn {countrics, and large stutes and provinces). cloud computingt inay scon beeeme a battlefield for these
agencics that own infrastructores and want Lo relain them and provide them as a service to others. snd these agengics that
just want ta buy less expensively and more flexibly. and de net care whether services come from inside or outside
govemment. Organizations such as whole-of-govemment CIO offices. procurement agencics. c-govemment taskforecs
and the like will be stuck in the middle of the bawleficld.

T R e s e e Andrea Di Malo
P R T S A R e
T T ST s s PS18_136, 1110 Pags 4

Government Clouds Beyond the Hype: Publle, Private, Both or None?

The New Value Proposition {and Risk) for
Everybody

There are 1hree main categories ol cloud services:

= Clowd Saftware ax o Service (SeaS), The eonsumer can use the pravider's applications running on a cloud
infrastructure. The applications are accessible lrom various client devices through a thin-clicat interlace. The
consumer does not manage the underlying cloud infrastructure, or individual application capabilitics.
Clowd Platform s a Service {PuaS). The consumer can deploy onta the <laud infrastructure the consumer's
own or acquired apps created using programming languagss and 1ools supported by the provider. The
consumer does not manage the underlying cloud infrastructure, but has control over the deployed apps and
possibly the application hosting envi: conlig

Clowd Infrastructiire oy a Service flaa’). The consumer ¢an provision processing. storage 2nd petworks
where the consumer is able to deploy and run arbitrary sofiware, which can include OSs and apps. The
consumer does not manage the underlying cloud infrastructure. but has control over OSs, storage, deployed
upplications and seleet networking.

Gartner defines additional eategorics, including business process services, 1hat are distinet from clond
application scrvices, as they include some business process activity that is perfonned by the service.

Cloud gomputing s often presented us a win-win for all parties. but benefits need to be checked apainst risks.
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How Is |t Delivered? Critical Attributes of
Cloud Services
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Gartner.

Invnder 10 better up T the ad ipes of Cuud irg. it is important w cunsider which uf it wttributex are essentlal for
what the enterprise is iy ing b achieve, which ohes are dmmhlc wnd which anes e unneeeury.

Service-bused: The degree tu which ugencles need o seeess peaourees s o service depends on what they we ining to accomplish. as
wellas their level wlmatirity, Full sukemation may not be acessary in cases where serdees are provided by othes guvemment
ageneies — [ur instunve, in the contest of shured-servive wrangements.

as wssuciated with un evunomie model tat enables sealing in buth directions in un autonuted
e Tor must serviees provided by povemment agenciss tat operake s g pelatively constant puce.
Also. in cases where the chunges in resource sequirements cun e planned relalively safely, cours-grained salability and elaticity
may be sufficient. und limited fesibilit In the level el auwmustion and the hurpebuck mudcl may be o bl
Shared: Ihis caubles unused resources o Mﬂﬁmulliflll. nevds fer muliple consumers, ull working ut the same time. Gevernment
agenwies were dealing with shared 1T servives well before the advent of cloud computing.

Melered by use: The ability of government orgunieations to pay exelusively as s servive is oflen humpered by their dpid
procurcrment regutations, For amouis i exceed the diserviionury spending of heads of units or ugency. une has o pu through
mone-traditiona! procuremient processes (such 4 tendering. which gy be unsuitble to supporta stricl pay-as-you-go medel.

lses Internet fechnulagies: For cloud-hused seevices, Internet identifiers, formats and protocels are used o link w0 e servive, and
(his may be acrss the stutdurd open Internel or mose-privute networks, bul stifl using 1, In muny guses, hiwever, seeess througha
private commenivation neiwork is more than sdequate,
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The Private-Public Cloud Continuum

OpanGovemmant

Seirvice Mms Lended
ey

Sarvicod

A ———————————————————
My . Sootractul
Comwaints Gartner

Government organizations need 1o excreise diflerent levels of cantrol on bow cloud services are delivered.
Some ol this may be granted by the programmatic interfags of those scrvices, but some arces such as daia
location, security. availability and c-dlscovur} — where control is needed for regulatory compliance pumases
— may require peeuliar ints. There is a e frein private to publiz cloud services
from the perspective of: (1) who ageesses the service (a single agency, a limited set of agencies and other
organizations, or anyonc): and (2) the weight and influence of contractual canstraints (in areas such as data
location, sceurity and availability) that are not supporied through the cloud scrvice programmatic interface, but
need to be cast in the contract between clients and providers {be they government or third parties).

Along such a cominuurn, govemiment I T leaders need a clearer sepmentation of where cloud-computing
services can be used {sce examples in the disgram). how the control of resources can be exercised, and haw
1hey should be sourced in relation to existing or emerging consolidation atl shared-service initiatives,

Action fem: Rather them getting caugfit in phitosephical discussions about private versus public cluud, focus
on bt 1o goin os many cloud-computing benefits, while nimaining the required degree of comrol.
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Government Clouds Beyond the Hype: Publlc, Private, Both or None?

Who Does Operate the Cloud?
Government as User, Provider or Both

hevone

Service
Lurniwd {f
ACEESS  komwdaraip fj:

Exsiusie

Agency  Sowemmanveds  ThmFany

Ownership Gartner

How Many Community Clouds?

Advantages Disadvantages

broed
m-yumm.mwbmn

+ Servics evels and chifle
~ Comrabzed vendor sotnetion
Scaie

+ Bt £t for purpose
+ Ceni o

lection

* Beat hittor PHEpOSE
+ Cholca
= Lowees o5t

Two dimensions separate "public” from "private” cloud computing: service access atid scrvice ewncrship and catrtral.
Sl.n'lccs can be Timited 1o users in ltu.- sm[,lc enferprise that owns the services (that is, singde tenan). limited 1o a group ef

Hitenant), or acee: ¢ te unveng (self-selected) or same pnrllnlly Timited variation in between. The
service and its asscls van be owned and controlled by the emerprise using the service. a thizd party or some variation. This
.Jpphcs lu oV cmmcnl loo. Cloud-:urnpullnL services can be exclusive to o particular apency, used by sumc, many or all
j iction. or also can be used by noflgovemment arganizations. As fur as ownership 3s concemed,
th; vani be run by an individual agancy (large rnnughlu cnsurcscalabl v and clasticity ). by a shared-serviee
organization within geverment, or by an external service provider, Llpwever, some aspecis are peculiar lo povernent.
The first is how agencics can calleel weess eloud-computing services. Duriag the past several years, there have been
many atiempts (o establish consolidated and shared-servics initiatives across different agencies. Many of these initialives
are sunning- and il is important for government organizations (o position cloud-camputing serie inst such
initistives. Second, itis i to make a distinclion beiween hip and control. Ch hiy the provider
of cleud serviees that are used by gavernment agencics. The ewner can be a single government organization. a clester of
government organizalions shasing reseurces, or a third party. This Jeads Lo cight different categorics: the diagram shaws
Eow they relate 10 the cloud-computing definitian provided by the U.S. National Institute of S1andards and Technology
(csre.nist.govigroups/SNS/cloud: ing/cloud-def-v14.4doc), which is being widely used across the federal
govemment.

The concept of the community cloud is still relatively new and — in the goversinent industry — can he
confused and averlap with "shared services.”

There are diflerent wiys 10 implement community ¢louds, ranging from gavemment-owned infrastructures
resulting ron data cenier cansolidation, to a multisourced conumunity cloud.

Solutions thut are govermment-of d allow 1a | e existing i and skills, but may nat bg
sustainable or cost-competitive over time. Solutions that are mostly operated by external service providers
(ESPs) require greater vendor management skills and put a preater onus on the procuremett process, bath if' it
is centralized or devolved to dilTerent agencies.

In addition to the abuve. soime vendors (for example. Google and Microsolt) have developed their own
government communiry clauds.

Action Itewns; Central genvermment organizations in chorge of cloud-computing policles shouid consider the
pros and cons of differens models to implement o government commnity clond (or G-Cloud), loaking e the
shori-germ benefies and the sustainahifity of the adupted madel. Government agencies that are considering the
nse af govermment comsuminy clouds should exomine ond compare different aiternatives. if available.
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U.S. Federal Cloud Initiative: Between
Legacy and Innovation

+ Definion of cloud computing * Rpps.geY

+ Data center consolidalion = SAIRCEC
+ Stantlards devetopment - FedRAMP
» Fediral budgel plansing « Marketing

* Future of linas of pusmess?

+ Boundarias of Apps.gov?
+ Mandate vs. recommend?
» Rola of “pudlic” loud”? Gartrer

UK. G-Cloud: Great Vision, Tough
_Eng:u:icn

~ Na finn definition
- Shared servcesbusingsy services
- Uiy apps
~ Commen paibiiz secby spps
Drvelopment piatorm for custem appsy
IRfDLIAEILRE AT £EDACE AN s IHEM
+ Early suppliet involverent
+ App stofe Tozvsed oa USe uhd Bupply

MR ANGRGETAN]
¢ G, PEN uBa)

« Towsrd rztitaly here Sourcu Modehs

afﬂﬁr

A recent report about the state of public sector cloud computing published by the U.S. Federal C10 provides a
rosy picture of the many efTorts undertaken by the U.S. adminisiration to push eloud cemputing adaption. The
General Services Administration, the Cffice of Management and Budget (OMB) and the Natioral Institute for
Standards and Technology are collaborating in a nurber of areas 10 overcome the main roadblock. For
instance, the Standards Acceleration 1o Jumpstart Adoption of Cloud Computing (SAJACT) includes a
publicly accessible NLST-hasted poral that facilitates the exch of verifiable inf ion regarding the
extent to which prestandard candidate interface speeifications smisly key cloud computing requircments.

User agencics are moving their [irst steps (the eport above provides an initial list), and vendors are responding
to the pressure, rcalizing the markcl pu[cnn.ll However, there are still many issues to be addressed, such as
how much of the previous admi ion’s linc of busi {LOB) initiatives will be leveraged to support cloud
deplayiments, the actual impact of the procurement portal Apps.gov (whose development has been slower than
amticipated) and the sbility of the OMB 1o mandate the use of cloud, without {alling imo the trap of zealously
pushing for certain solutions.

Action frem: CIQy in UL

8. federal ugencies showld evatute afternative closd options in terms of cost, benefit
s mctitechios where dlose niay
24

effectively weet their wrisslon privritie
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The U.K. G-Cloung initiative is one of the many streams of activity supported by the |1 strategy issucs before
1he recent change of govemment. The new coalition govermment is still pursuing the original objective snd is
pushing for 8 mare aggressive approach. where the use of certain services {such as the Public Sector Network)
will be mandatory,

However, the UK. appraach is remarkably broad and "soft” in tenms of definitions. Ruther than developing a
specific definition of what a cloud service is. it aitns a1 making departments and agencies redleet on & varicty of
alternatives, standardizing purchasing behaviors. As a resulz, the UK. application storc — which is only
intesnal 1o povernment and still under development — will not be limited te cloud service only, but will
become a single point of contact for the procurement (and the provision) of any kind of 1T services.

Agencics that provide sloud-based services, soliware code or business process solutions will be able to make
them avaitable through the portal, largely like vendors. This should allow the U.K. govermiment 1o blend
traditionally separate streams such as open source. reuse and cloud-based services.

Au rian Trens: Guvermment orgatizations in charge of clovd-compating policies showdd louk carefidh af the
UK mm.h.' s ot Juspiration 1o integrate the procarement and vperation of clovd-based serviges with move-
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Japan Kasumigaseki: What's in a Name?

Government-Shared Platform

» Hardware sharky and vitluatization

- Srandardizaten af oparation and
managemen|

+ Cormson applicatisn fungtions

+ Cardribulicn io 50% cost cutin B lo 13 ycars

ORI
muticm 7y
St s,

it

Issues
« Focus on e-{ovamment

* Public ve. G
« Rates of Giffersnt minsdian
«C s)ncaplusﬂy lans dovi slormd

Gartner

Japan's Kasumigaseki clovd takes jis name rom the area of Tokyo hosting the government headquarters, but
its literal translatien is “Fog's Gate" or "Gate 10 the Fop." which may be read as an unlikely {and unwilling)
reference to the problem of clarity plaguing all gevermnents dealing with governiment ¢loud initiatives.

‘The Japanesc initiative, spearheaded by the Ministry of Internal Afairs, is focused primarily op building a
common platform for c-government. although it is also expected to contribute to significant cost savings going
forward.

Although this initiative started carlicr than others in the Western world, it appears that it is slrubbllnb to find its
way.
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Cloud Computing and Shared Services:
Natural Evoiut:on or COHISIOH Course'-‘

1 I f&: sumed into a cemralized
| YO v Liboaidind

'\4:3

B0

H dackies its own 9 External asrvices became @ What /s the purpase of &
wourcing mrategy. ot

@ ] :E %} - éﬁcmd"
D User agencies § service provider

Sharad of cantralized D Exlernal sorvice
VS Gartner

One of today's most frequently discussed tepics with government clicnis is shared services. Although some
groups arc still confused about the distinction between eeatralization and sharing (the larer assuming a direet
involvement of service clicnts in the governance of service delivery and cvelutian, the debate should shili to
how much consolidation and sharing will take place. Consalidation and centealization tend 10 follow cycles,
depending an how political devolution plays out. which. in wm, is a function of the ruling caalition and
socloeconpmic situation. The current path scems (o be toward 1he gstablishment of shared services ss an
intermediate step before centralization. Truly shared-service organizations (Dlagram 2) actively engage users
in govemnance, while increasing centralization severs the governance link (Disgram 3) and assigas greater
autonomy w the centralized service provider about its sourcing stratepy, However, The emergence of
alternative delivery models, such as software as a service (SuaS). and the fact that increasingly more services
will be provided by cloud services (Diagram 5) will question the role of same of these eentralized service
providers {Diagram 6),
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The Definitional Paradeox

Why more than 25%, Why less than 25%

+» Cloud sarvice offerings in « Confusion betwaan cloud
government application stores senvices and external services
ara compelling. will remain.

+ Government-driven Govarment cloud initiatives

standardization and G&A mostly will coincide with data
initiatives develop rapidly. cenler consolidation.
* Vendors invesi on regionalized + Cloud service vendors will not
cammunity Slouds. be able to meel security
requirements, and desire to
cantrol.
Gartner
':::'-:—m- munm-mum:_::s:n O I U b T P Andrea D Maic
g P L
PS18_136, 1118 . Page 14

Government Clottds Beyond the Hype: Public, Private, Both ot None?

Cloud-Computing Selection Criteria

ud'halsemces'?

Portammanees.
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* Bunduriin
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~Datat poraar Gy

» Sman

- drcever Gartner

Cloud services offer government agencies new opportunitics 1o deploy and deliver IT services. However,
challenges stand in the way of achieving the potential cflicicncy benedits that cloud computing promises,
starting with the uncertainty about the security of multitenant systems, ta the camplexity of pricing plans and
SLAs that allow users 10 aceess elastic and sealuble sezvices, To overcome these challenpes. government IT
exeuutives nged 19 apply c\aluauon criteria that are an evolution of those they have been using for traditional
IT delivery models. such as &n-premises impll of packaged sofiwarg, or cutsourcing of 1T
opcratianat services.

Lvaluation criteria nced 10 address the specific vendor cloud afTerinyg that is being assessed (ingluding
traditionat eriteria about the Minancial viability of the vendor. its references, and so forth), as well as whether
the goverament 1T organization and the specifie application or 1nfr-.mruclurg requirgenents are appropriate for a
cloud deployment.
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How Can You Verify Security and
Continuity?

Gartner

Pros and Cons of Different Roles

DESCRIPTION PROS
~UsEnendoos. - - Fleaibilty. sodtd:
User . : ST e Mission tows.

Ry ‘Piovide sarices  <Gxsingossels  ~Focus onoemimodiy
Frovider ~Security «Compettion with market
Broker ::‘lgle fposnt ol cottadl

+ Marape u.r‘uir.nami -Gudanoe ’ -G‘u‘idaléd hkxmahm
provider catalogs « Dawohation *Predicting demand
Sterefront . yogoaty framowon
conliacis

Raguistor 7 Di andsupeniss . . <Confdencesn ©. 1'«Mafhe diftorton

end : 'vendor standsrdizelion : comphance i +Policy mﬂlm
™ kel .
Suparvisor :"Qm“ i : )

Gartner

Cloud computing 15 especally challargmg beeause it i olten distritated dposs an arbitrary inanber of sites, and m.:mi and conttolicd by ditferent
organizatious. Process souliols and operstins we wriguein urder nf magnitude, and wpon paulti Ao is Uiguz.
i compleaity creales 2 it ] ited, unless apprapriale sccurity
develuped, deploy ed and maintained. There wre two special ehullenge: fowd sompul i1, huwarh, aihd digital st s
wtoss an arhitrary nusmber ol'y machines. hosts. sites, and legal hont, Secowd, the i, initepr
st e reliably mais d thraugh the vi ensnring Chat cacl mutdorized ety has full decess 1o Qs onnndaty,
in the clod il is, bul not e data ol cifer entitics. 11 is nearly impossible tnserifh the G&eptee ta which 3 foud redutidaney wechanism can
hea sense to regutarly store lecal w;\h.t ol ihe data, Hut it gan hL- » lungjmnm_\ fiota a copy of ke datito 3 nuning

1, asnagennent amd rerinte aceess. 11 e Saus

e the data 1o aodser application, in anotler
cloud or inheuse. 1£an applicatior bu:um: nas ziloble (iropgh financial failure, bechnical fuilure or site disasies), it is oficn impossible to resiore
bachup data an awther platfosm. 11'the backup duta i with 1he failed pras ider, i say b inaegessible. The further up the sack the serice. the:

T e pravidier plass inensuring sceurity . An inbrastructure service uses Can Pron bde 2 Jot of technicnt (usctionatity. plus audumg.

e e hackup processes. I 5338, if the pros ider docs nol provide this, it i nol prosiced, Saas by ess ellon underestimate Hhe bea
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sovurity inonitaing of shared U servioes lor federal deparuncins and upencies thal cuer contracis witl sutside prosiders, including hose elfering

cloud coppuling solutivgs. | edRAMP would establish a unificd rish ocess by (1] cucating agiecd: amang
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Same povemments (for example, the LS, and the U.K.) are develeping a whole-of-government strategy for
cloud computing, In these strategies, government can and does play a varicty of roles, besides the vbyvious user
role.

The role ol a storefront to consolidate procurement and provision of cloud services is emerging as a key one.
Apps.gov in the U.S. and G-AS in the U.K. aim 10 provide a single point of contact for any government
organization that wishes te purchase clowd serviees from different cloud providers. This includes the
negotiation of comimen tenns and conditions (T4&:Cs) with cloud providers and, ideally, a common
Certification and Accreditation (C&A) process for security. In the UK. version, the storefront extends well
beyand cloud computing and aims at becoming a mare comprehensive procurement, as well as an exchange
platform lor any sort ol 1T service thata povemmenl organization may requirc, Arather rele is service
provider, for those agencies that will still operate their infrastructures and provide them 1o other agencics, as
wel! us brokers {which partially averlaps with the storelrant rale).

Last. but not least, there is an important regulatory cole in areas such as stuindardization, portability and
seeurity,
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Recommendations

Monday Meraing

»  Bacoma conyersant in the delivery and deployment models in this saction,
focusing on the conlinuum bween private, commurly aod public cloud.

- Start deploying low-risk, viell s where cloud
can deliver a compelling valuve DleDblhOﬂ

Hext six mnanths

= Carefully assess which kinds of processes and applications require all
atlributes of cicud cemputing: for thesa, determine and apply plausible
deployment model oplions. -

« For hared or service provider urganiza\iuns
Assess what value you would add 1o users by underiaking the provision of
cloud-based services. :

Mext 12 10 18 monthy

+  Encourage policymaking and procurement organizalions (o work wilh vendors

Retated. Gartner Research

= "Five Roles for Government in Cloud Computing”
(GO02014986)

¥ "Crlteria for Government to Evaluate Cloud Computing™
(GO0175342)

=* "Helping Governments Cut Through the Definitional
Cloud™
(GOC175062)

> "What You Need to Know About Cloud Compuling
Security and Compliance™

to establish common spproaches and standards that reduce adoption and ({G00168345)
Inck-in risks,
+ Ewvolve IT and sourcing siralegy 10 include cloud computing.
Gartner P e s by S St S s w0 Gariner
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