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All solar premium services from a single source 

From private and commercial roof tops to solar parks 

| 310 MW implemented in 120 projects 

| Installations in Europe, America, APAC 

| Spain: Parks on average 5% above the 

calculated performance 

EXAMPLE: EPC-SERVICE EXAMPLE: MONITORING 

| 150 MW at 120 locations   

| About 100 operating companies 

| About 80 private customers 

| Ten years of service experience 

 

 

 

Planning       Finance       Installation       Monitoring       Operations       Maintenance       Insurance 
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Conergys systems, components and servicesé 

Conergyôs various solar power plants 

éare located in 40 countries around the world 



5 11-10-07 

Conergy has already sold more than 1.5 Gigawatts 

100% solar energy from Conergy 

 More power than one large-scale nuclear plant can produce 

1.5 Gigawatts solar energy   more than 500 Megawatts in solar parks    

equivalent to serving about 1.7 million people each year or a city like Hamburg 
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Only Conergy delivers solar from a single sourceé 

éso only we can provide synchronized systems to customers  

one Producer 
- Conergy System Technology - 

one Point of Contact 
- Conergy System Sales - 

one Service Provider 
- Conergy System Services - 
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These three components form a Conergy solar system 

We call this the ñConergy System Technologyò 

             

HIGH YIELDS DURABLE 
through high efficiency  

and optimization 

SIMPLE 
through plug-and-play installation  

and practical flexibility 

through premium materials  

and on-going maintenance 

SECURE 
through extensive warranties  

and positive power tolerance 
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1 Point of Service: Conergy System Services 

From ñAò for architecture to ñZò for zero trouble 

Conergyós System Technology is a total worry-free package 

12 Years of experience   7 Service areas   1 Total worry-free offer 
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1 Point of Contact: Conergy System Sales 

From ñAò for Australia to ñTò for Tunisia 

Business in 40 markets ï locally located in 15 countries 

PARTNER 

PROGRAMS 

 

MARKETING 

SUPPORT 

INSTALLATIONS 

TRAININGS 

 

SALES 

SEMINARS 

Sales in 40  Countries      44 Branches      more than 10,000 customers 
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Conergy facts and figures 

ú 914 m. turnover in 2010 

40 Countries   44 Branches   5 Continents   1,600 Employees 

1 Module factory   1 Inverter manufacture   2 Mounting systems productions 

1.5 Gigawatts of solar energy   500 Megawatts of solar parks   12 Years of experience 

 

O U R   W O R L D  I S   F U L L   O F   E N E R G Y 
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Annually installed Gigawatts peak worldwide 

The solar market continues to grow 

2007 2008 2009 2010 2011 2012 2013

2.6 

6.3 7.3 

14.6 

12.7 12.2 12.8 

19.6 

17.9 
17.3 16.9 

Conservative scenario 

Progressive scenario 
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European Union climate goal: 

Conergy is building this future now 

As well as our customers ï current and future onesé 

20%   in    2020 
Renewable Energy 
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Dynamic Development 2004 - 2009 

38

975719682530284

-31% 

32 

2004 

347 

13 

22 

+122% 

2009 

600 

1.560 

45 

60 

2008 

1.773 

66 

67 

2007 

Employees 

2.494 

69 

83 

2006 

1.125 

57 

77 

2005 

724 Revenue (Mioú) 

Employees 

Locations 

Legal Entities 

IPO Liquidity Crisis World Economic Crisis 

The IT Challange 
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| Flexibility and agility to master the dynamic in growth by: 

| Provisioning of (standardized) IT  infrastructure 

| Integration of existing IT  infrastructure 

| Reduction of IT  infrastructure 

| Provisioning of (standardized) Business Applications 

| Migration of existing Business Applications 

| Ą for all locations, in all countries 

 

| Fast sequences of change 

 

| Cost transparency 

 

| Efficient cost and investment optimization 

Resulting IT Requirements 
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(1) Vast standardization of IT infrastructure and business applications 

(2) Flexible IT sourcing strategy (infrastructure and applications) 

i. Consistent outsourcing of commodity services and  

ii. Vast usage of ñCloud Computingò 

iii. Delivery of own services only where it differentiates (Make) 

(3) Extensive centralization of all IT services 

(4) Vast standardization of all IT service processes (ITIL) 

(5) Common and global IT governance structures 

(6) Common and global IT demand management processes 

(7) Consistent alignment of IT to suit business processes 

Solution Approach 

 

Consolidation of all Conergy IT activities worldwide 

and 

Establishment of an adequate technological basis through 
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Value and vision of the Conergy IT organization 

Maximum business support on a best-in-class basis by providing: 

1. Excellent IT services for business or mission critical processes  

to all business units and all subsidiaries 

2. Appropriate IT services based on standard solutions  

to all other business areas 

Scope of the Conergy IT organization  

| Network (LAN, WAN) 

| All IT systems, IT applications and IT processes within office networks 

| General purpose IT systems (clients or server) in production networks 

| Smart phones 

| Telephony systems including VoIP and cell phones 

Described in 

detail within the 

Corporate IT&P  

service catalog 

 

Out of scope are IT systems that are integral part of a production system or machine 

All business 

units and all 

subsidiaries 
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Conergyôs development towards PV System Supplier has 

implications for the IT landscape 

Operations 

based on ITIL 
Centralization 

IT-Strategy 

Core elements: 

 

Derived requirements for an IT strategy : 

| Scalability  

| Flexibility 

| Best Practice standard processes  

| Global Services 

| Concentration of IT on core competencies  

| Cost efficiency 

 

Disciplined 

multi-sourcing 
Standardization 
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CLIP: Conergy Lean Integrated Process Framework 

1

2

Global 

Process 

Responsibilities

Definition and global 

implementation of 

roles and 

responsibilities for 

process organisation

Process 

Performance 

Measurement 

3 Definition of 

standardized KPIs as 

basis for process 

performance 

measurement

Process 

Governance

4
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über 
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Verarbeitung 

Kundenauftrag
Einrichtun

g

Lieferung 

und Logistik
Erstes

Billing

Order-to-Cash
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eingang in OMS 
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zum AE
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Bearbeitungs-
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Buchungen

DLZ vom AE bis 
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DLZ im Teil-
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Kunde
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Versand
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é

KPI-Hierarchy

Continuous 

Improvement of 

Processes ïregular 

review of process 

performance

Demand to Stock
(Demand & Supply Chain Planning; 

Operational Procurement; Manufacturing; Inbound Processing; A/P )

Idea to Product
(Innovation; Product Development; Life Cycle Management; 

Portfolio Controlling)

Lead to Order
(Market & Customer-Analysis; Marketing Plan; Sales Plan )

Aftersales
(Customer care & service strategy; Claim Management; 

Measure and evaluate customer service operations; Excursion Management) 

Project Develop. to Execution
(Project Development; Project Engineering; Project Financing; 

Project Execution; Operations & Maintenance)

Order to Cash
(Sales Operations; Logistics & Warehousing; 

Deliver service to customer; Billing; A/R) 

2

1

4

5

6

3

Customer CustomerCustomer Customer

T.  Meyer

A. Gorski

A. Gorski

N. Apfel

A. Gorski

F. Tillner

S1

Strategy & 

Planning & 

Reporting

(A. Lenz) *

S3

Quality 

Mgmt

(D. Müschen)

S4

Master Data

Mgmt

(A. Gorski)

S5

Information

Technology

(R. Sakel)

S6

Human

Resources

(U. Dunker)

S2

Financial

Enablement

(J. Vannerum)

S7

Risk 

Management

(tbd)

S8

Strategic 

Purchasing

(D. Müschen

Process 

Standardization 

& Implementation

Standardized process 

documentation and 

global implementation

of processes through 

structured trainings

Demand to Stock
(Demand & Supply Chain Planning; 

Operational Procurement; Manufacturing; Inbound Processing; A/P )

Idea to Product
(Innovation; Product Development; Life Cycle Management; 

Portfolio Controlling)

Lead to Order
(Market & Customer-Analysis; Marketing Plan; Sales Plan )

Aftersales
(Customer care & service strategy; Claim Management; 

Measure and evaluate customer service operations; Excursion Management) 

Project Develop. to Execution
(Project Development; Project Engineering; Project Financing; 

Project Execution; Operations & Maintenance)

Order to Cash
(Sales Operations; Logistics & Warehousing; 

Deliver service to customer; Billing; A/R) 
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T.  Meyer

A. Gorski
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F. Tillner

S1
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Reporting

(A. Lenz) *

S3
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(D. Müschen)

S4

Master Data

Mgmt

(A. Gorski)

S5

Information

Technology

(R. Sakel)

S6

Human

Resources

(U. Dunker)

S2

Financial

Enablement

(J. Vannerum)

S7

Risk 

Management

(tbd)

S8

Strategic 

Purchasing

(D. Müschen

Customer

Demand to Stock
(Demand & Supply Chain Planning; 

Operational Purchasing; Manufacturing; Inbound Processing; A/P )

Idea to Product
(Innovation; Product Development; Life Cycle Management; 

Portfolio Controlling)

Lead to Order
(Market & Customer-Analysis; Marketing Plan; Sales Plan, Sales Operations)

Aftersales
(Customer care & service strategy; Claim Management; 

Measure and evaluate customer service operations) 

Project Develop. to Execution
(Project Development; Project Engineering; Project Financing; 

Project Execution; Operations & Maintenance)

Order to Cash
(Order Management; Logistics & Warehousing; 

Invoicing; A/R) 

2

1

4

5

6

3

Customer

T.  Meyer/

J. Palisaar

A. Gorski/

B. Silvestre

A. Gorski/
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tbd
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S3
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S4

Master Data
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B. Steiger)

S5

Information

Technology

(R. Sakel/

K. Peters)

S6

Human
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(U. Dunker/
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S2

Financial

Enablement

(J. Vannerum/

M. Frebel)

S7

Risk 

Management

(A. Knaup/

C. Bley)

S8

Strategic 

Purchasing

(D. Müschen/

C. Wengel)
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Customer

Demand to Stock
(Demand & Supply Chain Planning; 

Operational Purchasing; Manufacturing; Inbound Processing; A/P )

Idea to Product
(Innovation; Product Development; Life Cycle Management; 

Portfolio Controlling)

Lead to Order
(Market & Customer-Analysis; Marketing Plan; Sales Plan, Sales Operations)

Aftersales
(Customer care & service strategy; Claim Management; 

Measure and evaluate customer service operations) 

Project Develop. to Execution
(Project Development; Project Engineering; Project Financing; 

Project Execution; Operations & Maintenance)

Order to Cash
(Order Management; Logistics & Warehousing; 

Invoicing; A/R) 

2

1

4

5

6

3

Customer

T.  Meyer/

J. Palisaar

A. Gorski/

B. Silvestre

A. Gorski/

J. Kahnert

A. Lenz/

tbd

A. Gorski/

F. Danner

F. Tillner/

C. Wolf

S1

Strategy & 
Planning & 
Reporting
(A. Lenz/ A. 

Knaup/C.Bley) 

S3

Quality 

Mgmt

(D. Müschen/

R. Siebert)

S4

Master Data

Mgmt

(A. Gorski/

B. Steiger)

S5

Information

Technology

(R. Sakel/

K. Peters)

S6

Human

Resources

(U. Dunker/

D. Thömen)

S2

Financial

Enablement

(J. Vannerum/

M. Frebel)

S7

Risk 

Management

(A. Knaup/

C. Bley)

S8

Strategic 

Purchasing

(D. Müschen/

C. Wengel)

IT Process Framework based on industrial standard ñITILò 

IT&P focus today mainly on operations 

Service Delivery

Service & Support

Leistungserstellung

Information & Communication Technologie (ICT)

M
a

n
a

g
e

r
A

n
w

e
n

d
e

r
K

u
n

d
e

L
ie

fe
ra

n
t

Account Mgmt.

Service Strategy

Unternehmens- und

Wettbewerbspolitik

Human Ressource

Management

Infrastruktur/

Architektur

Qualitäts-/

Programm 

Management

Entwicklung

Service 

Design

Service

Build & Test

Service

Desk

Incident

Management

Problem 

Management

Supplier

Management

(Zusammenarbeit

Gem. Underpinning

Contracts)

Messwerte

(für SLM und 

Planung)

Configuration

Management

Release

Management

Service Planning

Business

Relationship

Management

Service Level

Management

Financial 

Mgmt.

Availability

Mgmt.

Capacity

Mgmt.

Continuity

Mgmt.

Change

Management
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Basis Module 

| For all IT assets (hardware, 
software, manpower) the 
full lifecycle must be 
defined and provided to 
reach manageable IT 
services 

 

| Depending on the asset 
classification, single 
lifecycle elements may be 
more or less emphasized 

Lifecycle of IT Assets ï  

óFrom Service Creation to Service Shutdownô 

1 

2 

3 4 

5 

8 

7 
9 

10 

6 

Planning 

Procurement 

Provisioning 
Delivery 

Installation 

Move, Add, Change 

End of life 

Operate, Support 

Sourcing 

Conergy IT services are managed under the rules of IT Service Management 

IT Service Management (ITSM) 

according to ITIL V3 

http://todoendescargas.com.ar/wp-content/uploads/2008/11/blackberry_curve_movistar.jpg
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Customer / User interface to Conergy IT 

Customer 
User 

Request 

IT&P 

(Service Center) 

Incident Service Request Change Request 

| Phone 

| Face-to-face contact 

| Email 

| Service Center call 

 

Ą Ticket 

| Qualification 

| Routing 

Business 

IT&P 
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Retained Organisation 
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Conergyôs development towards PV System Supplier has 

implications for the IT landscape 

Operations 

based on ITIL 
Centralization 

IT-Strategy 

Core elements: 

 

Derived requirements for an IT strategy : 

| Scalability  

| Flexibility 

| Best Practice standard processes  

| Global Services 

| Concentration of IT on core competencies  

| Cost efficiency 

 

Disciplined 

Multi-Sourcing 
Standardization 
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Examples for areas of basic standardization 

SLA Management 

Project Management Hardware Software 

Operations Management Process Management 
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Process Definition IT Comments 

| Process 

Definition 

finalized on Level 

1 and 2  

| Level 3 Process 

Definition started 

and to be finished 

in Q4/2010 

Incident 

Management

Problem 

Management

Change 

Management

Release 

Management

Configuration 

Management

LEVEL 1 b

S 5 Information Technology
(Roland Sakel)

Events

Requests

Inquiries

IT SolutionLEVEL 0

Role

LEVEL 2

| Record

| Classify

| Investigate

| Resolve

| Close

| Monitor

| Escalate

| Problem Control

| Identify, Classify 

solve, raise KE

| Error Control

| Review KE´s

| Proactive Probl. Mgmt

| Analyse trends

| Log / Filter

| Categorize

| Assess

| Authorize

| Schedule

| Build, Test, Implement

| Review

| Policy

| Schedule

| Design / Develop

| Build, Test, 

Accept

| Plan / RollOut

| Distribute / install

| Plan

| Identify

| Control

| Status accounting

| Audit / verification

1st Level + CC CC´s CC´s (+ PM*) CC´s (+ PM*) CC´s

Multiple or 

serious 

incidents

Requests 

For Change

Plan/

Schedule

changes

Events

Requests

Inquiries

Release

Lifecycle
Available IT

Solution

FUNCTION

Service & Support
(Operations)

Service Delivery
Business Relationship 

ManagementLEVEL 1 a

Incident Manager

(RASH)

Problem Manager

(FRLV)

Change Manager

(OLS)

Release Manager

(YOB)

Config. Manager

(HOJ)

Process Standardization: Industrial Standard ITIL 
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Conergyôs development towards PV System Supplier has 

implications for the IT landscape 

Operations 

based on ITIL 
Centralization 

 

Derived requirements for an IT strategy : 

| Scalability  

| Flexibility 

| Best Practice standard processes  

| Global Services 

| Concentration of IT on core competencies  

| Cost efficiency 

 

Disciplined 

Multi-Sourcing 
Standardization 

IT-Strategy 

Core elements: 
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IT Principle Centralized IT 

Prerequisites 
 

| Homogeneous business models and homogeneous requirements for IT services 

| Cost minimization and synergies more important than high level of local 

responsiveness 

Consequences 
 

| Maximizes synergies and minimizes overall IT cost and IT staffing level byé  

ÅAvoiding redundant work and duplication of internal expertise by shared resources  

ÅDeliver comprehensive IT services along all IT lifecycle elements 

ÅUsing economies of scale to reduce costs for external service providers 

| Facilitates global integration of IT systems and communication media 

| Keeps complexity of system landscape on low level and allows dynamic development 

| Simplifies creation of IT transparency 

| May limits responsiveness for local needs 

| Needs intensive communication between central IT and local IT units 

 

Overall IT Cost & Resources 

Multilocal Centralized

Federated

Multilocal Centralized

Federated

Potential Synergies 

Multilocal Centralized

Federated

Multilocal Centralized

Federated

Multilocal Centralized

Federated

Multilocal Centralized

Federated

Complexity of IT Organization  

and System Landscape 

| Represents broadly todayós global IT setup 

| Advantages outbalance disadvantages, minor modifications necessary for full 

realization 

| Very common in most modern IT organizations 

Evaluation 

Current State of global IT 

Planned State of global 

IT 
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IT Infrastructure Services: a global approach provided for 

about 45 Conergy locations 

V  

V 

Full service provided by Central IT  

Service provided jointly by Central IT and local Organizations 
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1 Network

1.1 Wide Area Network

1.2 Local Area Network

1.3 Remote Access (VPN)

1.4 Internet Access

2 Server & Storage

2.1 File Service

2.2 Print Service

2.3 Application Service

2.4 Terminal Service

2.5 Backup

2.6 Databases

3 Communication

3.1 Mail Infrastructure

3.2 Telephony

3.3 Fax

3.4 Mobile Phones

3.5 Mobile Mail

4 User Support

4.1 Service Center

4.2 On-Site Support

V V V V

V V V V

V V V V

V V V V

Location

AmericasAPACEuropeGermany

Simplified for Illustration 
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5 IT Security

5.1 Authentication (Active Directory)

5.2 Virus Protection

5.3 Patch Management

5.4 Authorization

6 Collaboration

6.1 Portals (Int./Ext., Public/Private)

6.2 Middleware

7 Client Management

7.1 Hardware

7.2 Software

8 Business Applications

8.1 ERP/Navision

8.2 ERP/SAP

8.3 CRM

8.4 Employee Self Service

9 Project Support & Consulting

9.1 IT Consulting

9.2 IT Project Management

9.3 Application Development

9.4 Maintenance

10 Volume Licences

10.1 Microsoft Licences V V V V

V V V V

V V V V

V V V V

V V V V

V V V V

Location

AmericasAPACEuropeGermany
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5 IT Security

5.1 Authentication (Active Directory)

5.2 Virus Protection

5.3 Patch Management

5.4 Authorization

6 Collaboration

6.1 Portals (Int./Ext., Public/Private)

6.2 Middleware

7 Client Management

7.1 Hardware

7.2 Software

8 Business Applications

8.1 ERP/Navision

8.2 ERP/SAP

8.3 CRM

8.4 Employee Self Service

9 Project Support & Consulting

9.1 IT Consulting

9.2 IT Project Management

9.3 Application Development

9.4 Maintenance

10 Volume Licences

10.1 Microsoft Licences V V V V

V V V V

V V V V

V V V V

V V V V

V V V V

Location

AmericasAPACEuropeGermany

é 
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Conergyôs development towards PV System Supplier has 

implications for the IT landscape 

Operations 

based on ITIL 
Centralization 

 

Derived requirements for an IT strategy : 

| Scalability  

| Flexibility 

| Best Practice standard processes  

| Global Services 

| Concentration of IT on core competencies  

| Cost efficiency 

 

Disciplined 

Multi-Sourcing 
Standardization 

IT-Strategy 

Core elements: 
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Value Creation 

indirect 

direct 

Customer proximity low high 

Source: Moser / Dalla Vecchia, 2006 

Strategic Sourcing 

Risks in business critical 

Fields 

 

e.g.  Server Operations 

Simple Sourcing 

Commodity 

Focus Availability/Cost 

 

e.g. Printing Services 

Selective Sourcing 

Critical Availability in  the 

Field of Customer  

 

 

e.g. Firewall Services 

Inhouse 

USP-relevant Core Processes 

 

e.g. Development of 

Conergizer 

Insourcing 

potential Outsourcing 

USP = Amount of Unique Selling Positions of products or services of a company in comparison to other 

suppliers  

Conergy´s Sourcing Approach 
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Application / Services 

Individuell (USP) Applications: 

ÅConergizer (PV Planning Tool) 

ÅCustomized Data Warehouse 

ÅBusiness Consulting Services 

Application / Services  

Standard Business Application: 

Å ERP ï SAP, NAV 

Å E-Mail, Blackberry 

Å CRM - Salesforce 

Å SLM platform 

 

S
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 P
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n
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- Outsourcing 

IT-Infrastruktur ï Operational Services 

          

                                                                            First level      
                                                

                           LAN               WAN Voice                                                    

                Mobile, PSTN 

- Insourcing 

Clientsystems 

Clientsystems 

Server & Storage 

Printers 

Network 

Hard- and Softwareprovisioning 

                                   Network          First level 

                           LAN               WAN                Voice 

 

Server & Storage 

Printers 

Sourcing Status 2011 - Overview 

http://blog.geocortex.com/wp-content/uploads/2009/02/salesforce-logo.gif
http://www.google.de/imgres?imgurl=http://www.ordix.de/ORDIXNews/2_2001/logo_telekom.gif&imgrefurl=http://www.ordix.de/ORDIXNews/2_2001/aktuell_2.html&usg=__XcxDrRvG2NRN02AwRF8AUg6j9H4=&h=176&w=458&sz=3&hl=de&start=5&zoom=1&tbnid=24Uh5v9UfXJ5RM:&tbnh=49&tbnw=128&prev=/images?q=telekom+logo&hl=de&gbv=2&tbs=isch:1&itbs=1
http://www.google.de/imgres?imgurl=http://pressemitteilung.ws/files/hp-logo.jpg&imgrefurl=http://pressemitteilung.ws/node/219806&usg=__MVBJqmMc2EwedddL9nm6Xl6E0UA=&h=300&w=291&sz=20&hl=de&start=1&zoom=1&tbnid=CL32cUg0dtLBKM:&tbnh=116&tbnw=113&prev=/images?q=hp+logo&hl=de&gbv=2&tbs=isch:1&itbs=1
http://www.google.de/imgres?imgurl=http://pressemitteilung.ws/files/hp-logo.jpg&imgrefurl=http://pressemitteilung.ws/node/219806&usg=__MVBJqmMc2EwedddL9nm6Xl6E0UA=&h=300&w=291&sz=20&hl=de&start=1&zoom=1&tbnid=CL32cUg0dtLBKM:&tbnh=116&tbnw=113&prev=/images?q=hp+logo&hl=de&gbv=2&tbs=isch:1&itbs=1
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| Conergy is consistently following the ĂIT-as-a-Serviceñ / Cloud Computing approach 

| 80% of all business applications are derived from the cloud today 

| 90% of all infrastructure services are derived from the cloud 

Lessons Learned 

| Time-to-Market, scalability and flexibility are clear arguments for the cloud 

| usage-dependent payment minimizes the investment volume; individual consideration of costs 

is still always necessary  

| Dynamic, global applications are possible for the mid-size firm sector too 

| Ability to gather internal requirements and control external service providers are the main 

part of the internal IT performance  

| Trust in the service-provider is essential (security, etc.) 

| Standardisation (of our own processes) helps intensely  

| Individualisation vs. standardisation in interaction with the ability of integration in existing 

landscapes  / systems will be the focal point in the near future 

ĂCloud Computingñ at Conergy Today 

Sourcing Status 2011 ï Cloud Computing 
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trustworthy I sustainable I profitable 

I.   Conergy ï The world of PV business 

II.   IT- Strategy @ Conergy 

III.   IT Governance  and Performance Measurement 
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IT Governance @ Conergy is driven by Corporate Governance 

 

 

 

Corporate Governance 

IT Governance 

| Corporate governance is 

the set of processes, 

customs, policies, laws, 

and institutions affecting the 

way a corporation (or 

company) is directed, 

administered or controlled. 

| "IT governance" are the 

processes that ensure the 

effective and efficient use 

of IT in enabling Conergy 

to achieve its  business 

goals.  

IT governance @ Conergy is 

designed and implemented 

as a cohesive, integrated 

process linked to the 

principles of  

corporate governance.  

  

Source: Springer Verlag 2006; IT Governance in der Praxis 
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IT Governance @ Conergy 

IT-Board 

IT Document 

Framework 

Policy 

Standard 

Procedure 

Contracts 
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IT Governance @ Conergy 

| "IT governance" are the 

processes that ensure the 

effective and efficient use 

of IT in enabling Conergy 

to achieve its  business 

goals.  

Effectiveness  ï Doing  the right 

thing 

 

 The degree to which objectives are 

achieved and the extent to which 

targeted problems are solved 

Efficiency ï Doing things right 

 

The comparison of what is actually 

produced or performed with what 

can be achieved with the same 

consumption of resources (money, 

time, labor, etc.).  

   

IT Governance, Performance Measurement and KPI 

Measured by performance indicators  

mainly related to the degree of 

fulfillment of Conergyós IT Strategy 

 

  

Measured by performance indicators 

in matters of industry benchmarks  
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Process Performance Measurement:  

Based on standardized KPIs with clearly defined targets 

IT Process Performance Measurement  Comments 

| KPIs defined to 

measure the 

performance along 

the IT Process map 

| Standard format 

for KPI Definition 

implemented 

| Targets aligned 

with IT CC´s 

| Regular Reporting 

Cycle defined to 

closely review 

performance along 

the process 

Incident
Management

S 5 Information Technology
(Roland Sakel)

LEVEL 0

Process KPI´s

Problem

Management

Change

Management

Release

Management

Configuration

Management

Service & Support Service Delivery

| No. of double 

incidents

| Remote Incident 

resolution

| No. of escalations

| No. of incidents

| Resolution time

| 1st Level resolution 

rate

| Resolution within 

SLA 

| No. of problems

| Problem resolution 

time

| No. incidents per 

problem

| No. Incidents per 

known problem

| Time to identify 

problem

| Resolution time

| No. of important (major) 

changes

| No. of CAB-Meetings

| Time to authorize 

change

| Change acceptance 

rate

| No. of urgent changes

| No. of releases

| Duration of major 

deployments

| No. of rollback 

releases

| No. of automated 

deployed releases

| No. of CMs reviews

| Duration CMS review

| Efforts for CMS Review

| CMS Coverage

| Coverage automated CMS 

Update

| No. of identified CMS 

errors

Aggregated KPI´s Customer satisfaction - Average Change Time ïAverage Incident Resolution Time

SLM PlatformSource SLM Platform SLM Platform SLM Platform SLM Platform

Business Relationship 

Management
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Cust. 
satisfaction 

costs 
Assets 

Each KPI along the IT Process roadmap is defined in a 

structured template 

For internal use only 40 

EXAMPLE - KPI ï Change Accept Ratio 

OBJECTIVE 

| 85% in Q1 2011 

| 90% in Q3 2011 

DEFINITION 

| Ratio of accepted / authorized to approved 
changes 

RESPONSIBILITY 

| Lead: Change Mgr. 

KPI CALCULATION RULE  

| Owner:  

| Director Infrastructure 

  PROCESSES 

Reference Process 

Service & Support 
Service Delivery 
Consulting 
 

Frequency 

Annually 
Quarterly 
Bi-Monthly 
Monthly 
Weekly 

Source 

SLM 
SAP-CC 
Navision CC 
Web-CC 
CRM-CC 

Effects 

CAR (%) = number of authorized changes  

                  related to approved changes 

KPI Definition 



41 11-10-07 

SLA/KPI Measurement  

| Asset Management/CMDB  already available 

| Rudimentary depiction of  incident workflows 

| Rudimentary depiction of  change workflow 

| Rudimentary depiction of  SLA and KPI 

| Rudimentary depiction of  escalation processes  

| Developers of ticket management system not 

longer available 

| No depiction of  IT service catalogue 

| No depiction of  standard change catalogue 

| No interfaces to service providers 

| No dashboards 

Ticket Management System 

Workflow 

SLA Management as of today 
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SLA management  tomorrow -   

The users view (IT service catalouge) 
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SLA management  tomorrow -   

The processors view  
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SLA management  tomorrow -   

The management view 


