CcOnNeRGY

Nl T Governance and Service Perfor
Standardi zed KPI so

October 2011
Roland Sakel
Vice President IT&P / CIO

11-10-07 1



Amw
(| ] ]
s

CcOnNeRGY

. Conergy 1 The world of PV business “

lI. IT- Strategy @ Conergy

lIl. IT Governance and Performance Measurement

11-10-07 2



smw
[ |
wwr

CcOnNeRGY

All solar premium services from a single source

ﬂFrom private and commercial roof tops to solar parks

Planning Finance Installation Monitoring Operations Maintenance Insurance

QEMI,
EXAMPLE: EPC-SERVICE Qd EXAMPLE: MONITORING

CONERGY

150 MW at 120 locations

About 100 operating companies
About 80 private customers
Ten years of service experience

| 310 MW implemented in 120 projects Quan<s
| Installations in Europe, America, APAC

| Spain: Parks on average 5% above the
calculated performance

11-10-07 3
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Conergy has already sold more than 1.5 Gigawatts

CcOnNeRGY

1.5Gigawatts solar energy more than 500 Megawatts in solar parks
equivalent to serving about 1. / M ilion people each year or a city like Ham bu g

More power than one large-scale nuclear plant can produce

11-10-07 5
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Only Conergy delivers sol ar

cOoneRnGY

ONne Producer
- Conergy System Technology -

ONEe Point of Contact ONe Service Provider

- Conergy System Sales - - Conergy System Services -

éso only we can provide synchroni
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These three components form a Conergy solar system i
CONERGY

hWe call this the nNnConergy Syste

through high efficiency through premium materials

and optimization . and on-going maintenance

i
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‘5,“" ,,,,.'
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through plug-and-play installation through extensive warranties
and practical flexibility and positive power tolerance
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1 Point of Service: Conergy System Services
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ﬂFrom nNAO f or architecture to
*_/__—,—//J .

12 Years of experience 4 Service areas 1Tota| worry-free offer

Conergyos
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1 Point of Contact: Conergy System Sales
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gFrom nAo0 for Austr al

N

a to

Sales in 40 Countries 44 Branches  more than 10,000 customers

PARTNER |ri
PROGRAMS — \\
MARKETING g

SUPPORT < e

INSTALLATIONS
TRAININGS

SALES
SEMINARS

Business in 40 markets T locally located in 15 countries

11-10-07
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Conergy facts and figures

CcOnNeRGY

l:l 914 m. turnover in 2010

40 Countries 44 Branches 5Continents 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 vears of experience

OUR WORLD IS FULL OF ENERGY

11-10-07 10



The solar market continues to grow

CcOnNeRGY

Annually installed Gigawatts peak worldwide

[ Conservative scenario

B Progressive scenario

2007 2008 2009 2010 2011 2012 2013

11-10-07 11



Conergy is building this future now

CcOnNeRGY

European Union climate goal:

20% in 2020

Renewable Energy

As well as our customersi cur r ent and future o

11-10-07 12



The IT Challange

CcOnNeRGY

Dynamic Development 2004 - 2009

Employees
2.494

B Legal Entities
I Locations

— Employees
Revenue (Miou)

600

4 A 4
2004 2005: 2006 2007: 2008: 2009

IPO Liquidity Crisis World Economic Crisis

11-10-07 13
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Resulting IT Requirements

| 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

A for all locations, in all countries

| Fast sequences of change

| Cost transparency

| Efficient cost and investment optimization
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cOonenGy

(1)
(2)

(3)
(4)
(5)
(6)
(7)

=

Consolidation of all Conergy IT activities worldwide
and
Establishment of an adequate technological basis through

Vast standardization of IT infrastructure and business applications
Flexible IT sourcing strategy (infrastructure and applications)

I.  Consistent outsourcing of commodity services and

. Vast usage of nCloud Computingo
lii. Delivery of own services only where it differentiates (Make)
Extensive centralization of all IT services

Vast standardization of all IT service processes (ITIL)

Common and global IT governance structures

Common and global IT demand management processes

Consistent alignment of IT to suit business processes
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. Conergy 1 The world of PV business

lI. IT- Strategy @ Conergy “

lIl. IT Governance and Performance Measurement
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Value and vision of the Conergy IT organization

Conergy mounting systems

Maximum business support on a best-in-class basis by providing: 5

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) Described in
All business || All IT systems, IT applications and IT processes within office networks | detail within the
units and all || General purpose IT systems (clients or server) in production networks | Corporate IT&P

subsidiaries | Smart phones E service catalog
| Telephony systems including VolIP and cell phones R

11-10-07 17




Conergybs development towar dsimPV
. . . wr
implications for the IT landscape coneRay

Derived requirements for an IT strategy :
Scalability

Flexibility

Best Practice standard processes

cantral invertars

Global Services 1
Concentration of IT on core competencies

Cost efficiency

i

ARy,

L
IT-Strategy
CparEions Standardization D|§C|plme.d Centralization
based on ITIL multi-sourcing

11-10-07 18
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CLIP: Conergy Lean Integrated Process Framework

Definition and global
implementation of
roles and
responsibilities for
process organisation

3. palivans o Global
Idea to Product >

(Innovation; Product Development; Life Cycle Management; PI‘OCGSS
Portfolio Controlling)

Responsibilities
Demand to Stock B. Silvestre

(Demand & Supply Chain Planning;
Operational Purchasing; Manufacturing; Inbound Processing; A/P )

e i G e p —_— Standardized process
eaa to oraer roCcess me - - ——— i
(Market & Customer-Analysis; Marketing Plan; Sales Plan, Sales Operations) 0 g 'z‘_L ; . —— docum.e N and.
. GoreKil Standardization T ~ global implementation
Customer Order to Cash Customer & Implementation ~ of processes through
(Order Managenrﬁcgicligg.isl&il?)& Warehousing; ) structured trainings

5 5 F. Tillner/
Project Develop. to Execut|0r> e

(Project Development; Project Engineering; Project Financing; B o= e Definition of
Project Execution; Operations & Maintenance) Process _ standardized KPIs as

900000

Aftersales > Performance basis for process
e e e R Measurement performance
measurement
s1 s2 s3 s4 s5 6 s7 s8
st | e || Gy | v R | ey | e, ° oo
(iefg;tzlpg 3. Vannerum/{| (0. Mischen/ || (A Gorskil || (R. Sakell | | (U. Dunker/ || (a. Knaup/ || (D. Muschen/ Process |mpr0vem?nt of
Khaup/C. Ble M. Frebel) R. Siebert) B. Steiger) K. Peters) D. Thémen) C. Bley) C. Wengel) Governance Processes ] regu|ar

review of process
performance

11-10-07 19
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IT&P focus today mainly on operations
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Customer

S1

Strategy &
Planning &
Reporting
(A. Lenz/ A.
Knaup/C.Ble

T. Meyer/
Idea to Product J. palisaar
(Innovation; Product Development; Life Cycle Management;
Portfolio Controlling)
A. Gorski/
Demand to Stock B. Silvestre
(Demand & Supply Chain Planning;
Operational Purchasing; Manufacturing; Inbound Processing; A/P )

tbd
Lead to Order
(Market & Customer-Analysis; Marketing Plan; Sales Plan, Sales Operations)
A. Gorski/
Kahnert Customer
(Order Management; Logistics & Warehousing;
Invoicing; A/R)

| -
Project Develop. to Executio rieae;

(Project Development; Project Engineering; Project Financing;

Project Execution; Operations & Maintenance)
A. Gorski/
F. Danner

aim Management;
ice operations)

Order to Cash

Aftersales

(Customer care & service strg

9,000 .0 0

s7 S8

S2 S3

Financial Quality Information Risk Strategic
Enablement Mgmt Technology Management || Purchasing
(J. Vannerum/| | (D. Muschen/ (R. Sakel/ (A. Knaup/ || (D. Muschen/

M. Frebel) R. Siebert) K. Peters) C. Bley) C. Wengel)

11-10-07

Service Strategy
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% Service Delivery
= Account Mgmt. Service Planning Entwicklung
R(?Ilellst;ilcr)]:ssﬁip Financial Availability Capacity Continuity Service
Management gt Mgmt. Mgmt. Mgmt. Design
(] : Service
o J/—\ | Service Level :
g N— Management | | Build & Test
X [
(; o
(0]
Change S
Management =
Service & Support
—
- A o
Service Incident Problem Supplier
Desk Management Management Management .
— * (Zusammenarbeit
o ~ 7 T l< Gem. Underpinning /k\,:>
-8 5 . Contracts)
) Configuration
= Management Va ™
E . > Release
Management
4 N > Messwerte
Leistungserstellung (ftr SLM und
Information & Communication Technologie (ICT) Planung)
———————
20



Lifecycle of IT Assets i i
&rom Service Creation to Ser vl e

IT Service Management (ITSM)
according to ITIL V3

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

Procurement

~— —
| For all IT assets (hardware, 9/ © (4] e Delivery
ing

Provisioni

software, manpower) the A ®

full lifecycle must be oureing
defined and provided to _

reach manageable IT | Bk
services

| Depending on the asset‘ !

classification, single

@ o
lifecycle elements may be rd Of“fe\ o - -0
more or less emphasized - @ Move, Add, Change

Operate, Support

11-10-07 21
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Customer / User interface to Conergy IT
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conerauY @ ﬁ

Customer

</
ﬂ | Useré _—
Business

| Phone

| Face-to-face contact
| Email

| Service Center call

Request

A Ticket

| Qualification

Service Center | Routing

|

[ Incident ] [Service Request]

Change Request

11-10-07
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Retained Organisation L
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Hamburg

Frankfurt/Oder

Zweibriicken

Rangsdorf

Spain

Service Center Hamburg
07:00 am.- 06:00 p.m.
4 supparters

Service Center, ALIS
01:00a.m. - 04:00 a.m.
1 supporter

Switzerland

France

ltaly

North America

‘ Greece

Asia f Pacific

11-10-07

1800 customers worldwide

about 50 % of all tickets are
solved in the Service Center

Service Center, ALIS
01:00 am. - 04:00 a.m.
1 suppaorter

The rest is prequalified and

routed to our 2nd level units

Semwvice Centar, LISICAN
0600 pam. - 0100 a.m.
2 suppoarters

Virtual Centralized Service
Center follow-the-sun
conhcept
(24h x 9)

t
o
c
o
S
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°
=
€
™

Sourcing

Client Support

Active Directory

Network

WEB CC

MNavision CC

SAP CC

HP Data Centre

HP SAP

HP Exchange

HP Blackberry

Avodag VolP

Avodag LAN

IS Firewalls

Telekom/Sprint MPLS

23



Coner gegvéament towards PV System Supplier has
implications for the IT landscape

7\
(| [
s

cOneRr

GY

Derived requirements for an IT strategy

Best Practice standard processes

QUALITY )

Global Services

Scalability E
Flexibility '

Concentration of IT on core competencies | | B
Cost efficiency

"\!u
Conergy string and
cantral invertars

i

AWy,
&

\COnNERGY

IT-Strategy

Core elements:

Operations
based on ITIL

Standardization

Disciplined

Multi-Sourcing Centralization

11-10-07
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Examples for areas of basic standardization

i PROJECT FROZEN S SO
—

Ay 3

Microesoft .u '® Microsoft
Windows®  Office
Ado obat- MCAfGE’

Proven Security™

: " » '
e
“ Microsoft Dynamics Na

oenpm ok puciages and achisved ik aicsey Wy tesies.

Dietrition of nequremerts (Pre.Saes. Saes. Al Sais) Promst freezing ur e
Mnnwuamag and Lead wopect ‘Chjeciree: Parial project closing far CAM groject

Trg 8 gpro o Campan ! Lo tfc
- IIUE TR o CUSNVGT BTN {375

AT WO SR
- QUSRI O QSRR 10 G GRSls

- 3. Frelgabeprozess fUr IT-Projekte
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Process Standardization: Industrial Standard ITIL
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CcOnNeRGY

LEVEL O

LEVEL 1 a

LEVEL 1 b

Role

LEVEL 2

FUNCTION

Process Definition IT

Comments

S 5 Information Technology

(Roland Sakel)

@

Service & Support
(Operations)

Service Delivery

Business Relationshi
Management

p

Incident Problem Change Release Configuration,
Management Management Management Management Management
Incident Manager Problem Manager Change Manager Release Manager Config. Manager
(RASH) (FRLV) (OLS) (YOB) (HOJ)
| Record | Problem Control | Log / Filter | Policy | Plan
| Classify | Identify, Classify | Categorize | Schedule | Identify
| Investigate solve, raise KE | Assess | Design / Develop | Control
| Resolve | Error Control | Authorize | Build, Test, | Status accounting
| Close | Review KE's | Schedule Accept | Audit / verification
| Monitor | Proactive Probl. Mgmt | Build, Test, Implement | Plan/RollOut
| Escalate | Analyse trends | Review | Distribute / install
1st Level + CC CC’s CC’s (+ PM¥) CC’s (+ PM¥) CC’s

11-10-07

Process
Definition
finalized on Level
land 2

Level 3 Process
Definition started
and to be finished
in Q4/2010

26



Conergyos devel opment towar dsiirv
Implications for the IT landscape coneray

Derived requirements for an IT strategy :

Scalability
Flexibility
Best Practice standard processes

Global Services )
Concentration of IT on core competencies

Cost efficiency

i

AWy,
&

\COnNERGY

IT-Strategy

Core elements:

Operations
based on ITIL

Standardization

Disciplined

Multi-Sourcing Centralization

11-10-07
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IT Principle Centralized IT

cOonenGy
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/Prerequisites A
| Homogeneous business models and homogeneous requirements for IT services
| Cost minimization and synergies more important than high level of local
\_ responsiveness J
~

Consequences

Maxi mi zes synergies and minimizes over
A Avoiding redundant work and duplication of internal expertise by shared resources
A Deliver comprehensive IT services along all IT lifecycle elements
AUsing economies of scale to reduce costs for external service providers

a Facilitates global integration of IT systems and communication media

a Keeps complexity of system landscape on low level and allows dynamic development
a Simplifies creation of IT transparency

e May limits responsiveness for local needs

\e Needs intensive communication between central IT and local IT units

J
/Evaluation \

| Represents broadly todayods gl obal I T
D | Advantages outbalance disadvantages, minor modifications necessary for full
realization
K | Very common in most modern IT organizations /

11-10-07

Potential Synergies

Federated

Multilocal

Centralized

Complexity of IT Organization

al | anf Systey lprdscapey n g

Federated

Multilocal

Centralized

Overall IT Cost & Resources

Federated

o
ASe]

S et

Centralized

mmmms) Current State of global IT

IT

28
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IT Infrastructure Services: a global approach provided for ﬁi
about 45 Conergy locations conencs

Location

Americas Americas

Conergy AG
Components
Switzerland
Australia
Singapore
South Korea
Components
Switzerland
Australia
Singapore
South Korea

Service Name Service Name

1 Network 5 IT Security

1.1 Wide Area Network 5.1 Authentication (Active Directory)
1.2 Local Area Network V 5.2 Virus Protection

1.3 Remote Access (VPN) 5.3 Patch lylan.agemem

1.4 Internet Access 5.4 Authorization

2 Server & Storage 6 Collaboration
6.1 Portals (Int./Ext., Public/Private)

2.1 File Service | 6.2 Middleware |

2.2 Print Service
7 Client Management
7.1 Hardware

2.3 Application Service

2.4 Terminal Service

2.5 Backup | 7.2 Software |
2.6 Databases

c
3.1 Mail Infrastructure 10 Volume Licences
32 Telephony 10.1 Microsoft Licences
3.3 Fax V \/ V V V V V

3.4 Mobile Phones Simplified for lllustration
3.5 Mobile Mail

<
<
<
<

<

4 User Support

4.1 Service Center
| 4.2 On-Site Support V V V V

I

\/ Full service provided by Central IT

Service provided jointly by Central IT and local Organizations

)

11-10-07 29



Conergyod6s development towar dsiﬁ?V
implications for the IT landscape conenes

Derived requirements for an IT strategy :
Scalability

Flexibility

Best Practice standard processes

cantral invertars

Global Services 1
Concentration of IT on core competencies
Cost efficiency

i

IT-Strategy
Operations N Disciplined N
Standardization . :
based on ITIL Multi-Sourcing Centralization

11-10-07 30



_ /1Y
Conergy’s Sourcing Approach -

cOonenGy

Value Creation

A
Strategic Sourcing Inhouse
Risks in business critical USP-relevant Core Processes
direct Fields
e.g. Development of
e.g. Server Operations Conergizer
Simple Sourcing Selective Sourcing
indirect Commodity Critical Availability in the
indirec i
Focus Availability/Cost sl ClEl
e.g. Printing Services e.g. Firewall Services
. >
low high Customer proximity
|:] Insourcing
| potential Outsourcing Source: Moser / Dalla Vecchia, 2006

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

suppliers
11-10-07 PP 31



Sourcing Status 2011 - Overview

cOonNeERGY
Application / Services Application / Services
Individuell (USP) Applications: Standard Business Application:
A Conergizer (PV Planning Tool) A ERPI1 SAP, NAV ( / GC_,
A Customized Data Warehouse A E-Mail, Blackberry GE)
orce
A Business Consulting Services A CRM - Salesforce '/ <
A SLMplatform s lvedirect %
Smart Service Integration z
IT-Infrastruktur i Operational Services
@)
Server & Storage A Network A =
Printers AL 1M AA First level =
DIMEN[S;:?[: DIMENgI:?r: ) ('_d
@ Clientsystems o
LAN WAN Voice
Mobile, PSTN
c
Hard- and Softwareprovisioning 'S
. >
Server & Storage Network F.II‘S'[ level (%
Printers LAN WAN Voice Clientsystems

| -insourcing | | - Outsourcing


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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Sourcing Status 20117 Cloud Computing

ACl oud Computingfi at Conergy Toda

| Conergy is consistenaslasetrolilcewi ngCl bedAICODmputing
| 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

| Trustin 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
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. Conergy 1 The world of PV business

lI. IT- Strategy @ Conergy

lIl. IT Governance and Performance Measurement “
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IT Governance @ Conergy is driven by Corporate Governance UL

CcOnNeRGY

Gesetzliche

Vorgaben Governancevorgaben

Unter=

Regulatorische
Branchen-
Anforderungen

Investoren Unternehmenskultur

Source: Springer Verlag 2006; IT Governance in der Praxis

11-10-07

Corporate Governance

| Corporate governance is
the set of processes,
customs, policies, laws,
and institutions affecting the

Woettbewerb .
way a corporation (or
company) is directed,
K administered or controlled.j
Industrie- IT governance @ Conergy is

Best Practices designed and implemented
as a cohesive, integrated

process linked to the
principles of
corporate governance.

Interne
Stakeholder IT Governance

| "IT governance" are the
processes that ensure the
effective and efficient use
of IT in enabling Conergy
to achieve its business
goals.

36



IT Governance @ Conergy
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CONERGY

IT-Board

11-10-07
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| IT Governance Strategy '
| « Domains 1

+ Principles |
: IT Governance | Decision Rights |
: |

IT Governance Operations

l IT Management Primary

Business Primary Responsibility l Responsibility |

Demand Supply-Side

Governance Governance
(What Should the IT Organization Work On7) {How Should the IT Organizats
Monitor !
Businlalss I:Jnil EEE;EF
Prioritization Oversight
i
Intrafinter Business
Enterprise Benefits
Prigritization Realization
Owerall f Izsue
qestment | Councis! Escalation/ L L
Resolution
< IT Gov. .
IT Senice h Project
Funding E'?C! 1'“"35” - Management

Multif
Outsourcing

ol r Compliance i

Monitor Compliance

Plan

+ Implement
* Manage i
+ Monitor Compliance

®

And 50 0n...

Policy

Standard

Procedure

Q

=

CONERGY
IT Document

Framework

J

Q

ARw
—
w
CONERGY
Contracts

37



IT Governance, Performance Measurement and KPI

cOoOnernGY
| "IT governance" are the
processes that ensure the
Effectiveness 1 Doing the right effective and efficient use Efficiency i Doing things right
thing of IT in enabling Conergy
to achieve its business The comparison of what is actually
The degree to which objectives are goals. D produced or performed with what
achieved and the extent to which can be achieved with the same
targeted problems are solved consumption of resources (money,

] time, labor, etc.).

\ )
‘Pf \

/

: W
Measured by performance indicators
l% )

mainly related to the degree of \ A
fulfillment of Co &

Measured by performance indicators

in matters of industry benchmarks
ategy

]

Y PERFORMANCE

INDICATORS

11-10-07



Process Performance Measurement:

Based on standardized KPIs with clearly defined targets

[ 1
(&

cOonenGy

IT Process Performance Measurement

Comments

LEVEL O

Aggregated KPI's

Process KPI's

Source

S 5 Information Technology
(Roland Sakel)

)

Customer satisfaction - Average Change Time i Average Incident Resolution Time

Service & Support

Service Delivery

Business Relationship

Management
Incident Problem Change Release Configuration
Management Management Management Management Management
| No. of double | No. of problems | No. of important (major) | No. of releases | No. of CMs reviews
incidents | Problem resolution changes | Duration of major | Duration CMS review
| Remote Incident time | No. of CAB-Meetings deployments | Efforts for CMS Review
resolution | No. incidents per | Time to authorize | No. of rollback

| No. of escalations

| No. of incidents

| Resolution time

| 1st Level resolution
rate

| Resolution within
SLA

problem

| No. Incidents per
known problem

| Time to identify
problem

| Resolution time

change
| Change acceptance
rate

| No. of urgent changes

releases
| No. of automated
deployed releases

| CMS Coverage

| Coverage automated CMS

Update

| No. of identified CMS

errors

SLM Platform

SLM Platform

SLM Platform

SLM Platform

SLM Platform

11-10-07

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

39
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KPI Definition o

cOoOnernGY
Each KPI along the IT Process roadmap is defined in a
structured template
EXAMPLE - KPI'T Change Accept Ratio
OBJECTIVE DEFINITION
| 85% in Q1 2011 | Ratio of accepted / authorized to approved
| 90% in Q3 2011 changes
RESPONSIBILITY KPI CALCULATION RULE
| Lead: Change Mgr. | O_Wner: CAR (%) = number of authorized changes
PROCESSES
Reference Process Frequency Source Effects
Service & Support [y Annually [ ] SLM Cust. V]
Service Delivery [ ] Quarterly [ ] SAP-CC [ ] satisfaction
Consulting [] Bi-Monthly ] Navision CC|[ | costs L]
Monthly [ ] Web-CC H Assets
Weekly [ ] CRM-CC



SLA Management as of today

Ticket Management System

S arm ke - r B e )

]

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

Workflow



SLA management tomorrow -

The users view (IT service catalouge)

selvedirect

Smart Service Integration

[ 1Y
[ 1]
-y

CONERGY

A.5ervice

Humber ».5ervice

+-> 6 Backup/Restore > E-Mail
+> 9 Blackberry > E-Mail
+{> 4 Business Connector [» E-Mail
+-> 5§ Citrix Server (Terminal Server) [> E-Mail
+{> 6 Co-Check > E-Mail
+{> & Conergy Supply Chain Planning [» E-Mail
+{> 6 Cotel > E-Mail
+{> & Data Warehouse [» E-Mail
+{> 26 E-Mail ‘E-Mail
+> 6 ETWeh > E-Mail
+> 6 FaxSenices > E-Mail
+> 8 File Server > E-Mail
+{> & Intranet |

+> 6 Marketing Picture Library

+H{ 6 MK

+{> & Mavision

+{> 12 Netwark

+{> 7 Cther Application Servers

+{» 9 PC, Motebooks

+{> 7 Printer

+{> & Salesforce

+{> 5 35aP

+{> & SharePaoint

+{> 5 Ticketzystem (solvedirect)
+H{> & Virus Protection
+H'> 20 ValP Telenhonv

11-10-07

Request Type
Incident

Incident

Senice Request
Senvice Request
Change Request
Change Request
Change Request
Change Request
Change Request
Change Request

gﬂ‘ Create new call
c| Contract/SLA:

Requester data

| Hame: >
Department:

| E-mai:

Details

I Subject:

Description;

Category:

Consequences
ifnot done:

Budget:
IPriDrit'_.':
Ilmpact:

Category

Cutlook

Senvice unavailable
Question

| do not know

Single Mailbox restore
Distribution List creation
Distribution List modification
Distribution List deletion
Senvice Mailkox creation
Senvice Mailbox modification (1

{1 Canergy CHG /CHGH

Test-ZernviceCustomer, Dipl. Ing., Conergy

[Marketing
michael koning@solvedirect.com

bers/Maming/Zend as/E-Mail address)

|F'Iease change distribution list. j

Distribution Listname: Typ of Change: -

E-Mail

Distribution List modification

| =)
|

|CHG 4-Standard x|

I j'

J Save+Back tolist||  Save || ¥ Cancel|
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SLA management tomorrow -
The processors view

s@lvedirect

Smart Service Integration

[ 1Y
[ 1]
-y

CONERGY

el
NewCaIIbySLA SC Quick Incident | INC Create Incident | INT Quick It

—| Select calls:

Setup Type Status
[ Conergy Al Calls = fALL AL
CalllD Rs Rt
[ ¥YFWF
VW
Ap ¥
GOL]

191 selected calls (Page 1 of 7)

|<<

“, wCallD Type
282070998 OTH
281657229 SRY
281557307 OTH
281556877 CHG
281551253 OTH
281547221 CHG
274807507 OTH
274120085 OTH
274119953 CHG
274114321 SRV
272062418 OTH
272062260 CHG
271041019 INC
271039732 PRB
271034166 INC
271018330 INC
270599849 INC
PRARRATAI OTH

11-10-07

33 J 3333 3 L1333 333

PAdAAAAET App TR TRETT 2"

Status
CMDMO10-Create/Upd
SREVO30-IMNT In Proces|
CHGZ30-REQ Replied
CHG110-CM In Proced
CHG230 i
CHG110
CMDMO40-Released
CHG230-REQ Replied
CHGO30-REQ Approve
SREVO10-INT Created
CHGZ230-REQ Replied
CHG190-0F Transitio
INC180-EXT Accepted
PRBOVO-EXT Assigne
INCAT70-EXT Assigned
INCATO-EXT Assigned
INC180-EXT Accepted
CHG230-REO Renlier

| NewCall by SLA SC Quick Incident | INC Create Incident | INT Quick Incident

Update call 267225226

4 Back
sDCallD: 207220226
Call=tate: CHG140-Tl Assigned
Ext ID:
Requester data
Mame: Peters, Karl-Hermann
Department: Sernvice Cperations
E-Mail: K.Petersi@conergy.de
Details
Subject: Please change distribution list. :ll
Descgotion: Distribution Listname: Conergy_IT_HH -
Typ of Change: Drop KAPT -
Category: E-Mail
- Distribution List modification
Consequences :lI
if not done:
Remarks:
Action Setup NextCall State
. Tl assian Frocess TI Tl Assigned
GmUpﬁ N - [% Tlappr?we Process Tl TIEIuiIcIE|
Technician: [> Tlreguestinfo Change Question REC Info Requested
Timestamps [ Tlreject Reason CW Rejected
Qpen: 2011-03-04 16:37-CE [> Tlrequest authorization Request Authorization REQ Waiting for Authorization (Parent)
Close: [> Tldeploy Process T REC Reviewed
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