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Enterprise Ap HPWORLD 2003
Components
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When Do Enter
Offshore?

Business Requirements

- Cost

- Speed, time to market

. Quality

- Obtain readily available resources

- Shift lower value work to third party

Technical Requirements

- New skKills: networking, software, middleware, migration
- R&D

- Single point resolution of cross divisional issues

Project Requirements
X]Business Solutions

- Domain (industry) expertise

- Process and business consulting
Gartner Copyright © 2002
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Landscape for Of prom)zoos
Services

Strategy Consulting and Managed Services/
(Management Consulting) Systems Integration Outsourcing

/ Enable/ \

~ Operationalize/
Implement /
(architect and build

Strategize /
Conceptualize

or Operate

Business
Process

Design v
Packaged Call

Apps. Centers AMO/BPO

Operational
Consulting
Custom

Apps Analytics

Unlikely to go Near Future Priority Current Priority
Offshore for Offshore for Offshore
G artner Copyright © 2002
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Solutic po

Forre

“What percentage of your company’s total external technology services and outsourcing

“ . g ; ;
Is your company using offshore service providers for technology services or S e w1 ffahisre [T seryikis Firms is 50007 In D027

outsourcing?”

Base: 145 firms

|
|
|
|
60% | 2002 2003
56% 2002 2003 i
! 42%
: 35%
| 26%259%
|
30%30% ! 0, 17%
| = 129 13%
: 8%
14% : 2% 2% 2%
1054 : 1%-5% 6%-10%  11%-20%  21%-30%  30%or Don'tknow

| more
|
| 2002 base: 43 firms using offshore providers

Yes No Don't know | 2003 base: 48 firms using offshore providers
|
|
|
|
|

“For each of the following services, please indicate where offshore firms provide their
sarvices to your company.”

70% 7 0% AT My site Offshore
3094 32%
25%
20% IO 20% 20%
: 14%16% 116%%0 ik
it T 5%

App Custom System Packaged Call center/ Infrastruc- System IT strategy
mainten- app admin/ app BPO ture analysis and

ance develop- support implemen- outsourc- outsourc- architecture

ment tation ing ing planning
Base: 44 firms using offshore providers Source: Forrester Hesearch, Inc.
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Common Iss

Loss of control

Abdication of customer responsibilities
100% offshore implementation / support??
Communication / language

Quality

|IP protection

Security

Time difference

Software licenses

Economies of scale
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Project Plan
*Schedule
*Effort

Closure

*Customer acceptance
*Feedback

*Formal close out

Continuous
Improvement

Reviews
*Weekly
*Monthly
*Milestone

HP World 2003 Solutions and Technology Conference & Expo

P

HP WORLD/2003

Quality Plan

*Verification

*VValidation
*Audit

*Defect prevention

Reports
*Weekly
*Monthly

Metrics Plan
*Metrics

*Goals
Measurements

Other Plans
«Configuration
*Risk
*Resource
*Training
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There is only O! HPWORLDZOO3
Implementation

Solutions and Technology Confererice & Expo

Oracle SAP Siebel CommerceOne Ariba
AlIM ValueSAP eRoadmap GSIM AribaLive
Plan Planning
Definition Project Define Discover
Preparation
Operations Business Discover Analysis and Plan
Analysis Blueprint Design
Solution Design Design
Design
Build Realization Configure Installation and Build
Configuration
Validate
Transition Final Deploy Deployment Deploy
Preparation
Production Go Live and Sustain Support Evolve
Support
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Example -V HPWORLD)2003

Collaborativ

Planning & Initiation

Preparation

Solutions and Technology Confererice & Expo

Create Project Charter

Create project plan

Analyze business processes

Design system landscape & document
Conduct Overview Training

Analysis & High
Level Design
Detailed Design

Business

Blueprint

Requirements collection

Conduct Level 2 Training

Create Business Process Master list OﬂSlte-.=.
SAP Organization Structure Definition |

Prepare Business Blueprint document

Offshore

Coding / configuration

Realization

Baseline configuration

ABAP/4 development and interfaces

20% 80%
Create Test plan

Unit Testing
Final Configuration and documentation

Preparation

Integration testing

Develop Cutover Strategy

Master data migration L

Conduct/Co-ordinate end user training
Migrate downtime transaction data/ope iy — |

Go Live & support

Testing & acceptance

11/12/2003

Go-live &

Performance monitoring and fine- tunmgg
Manage and resolve problems

Monitor daily and weekly transactions
Period End closing

HP World 2003 Solutions and Technology Conference & Expo page 15



Implementat

Vendor due diligence by customer
Localization issues

Ad,eﬁ'u’a%gislation on IPR & business
infor\(natioj protection

Attritiony %
Termin

y

Absence of onsite co-ordinator
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Implementation O 003
Planning & Initia

Solutions and Technology Confererice & Expo

Engagement Model

Communication
— PrOjeGHeportlng and Team communication

Resource Mobnlzauon Planning
- Trével plans and visas

High level offshore / onsite work split
Method les and Standards
Connectivity, Access & Security
Development environment

Loosely defined engagement model
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Implementation -
Analysis & High Le

Predominantly onsite

Offshore team set up

Key offshere team members participation onsite
Customer core team availability critical

Procé‘se; ownership

Critical processes / interfaces identification
Design R(wdards

Sign off onsite

Attrition

Don’t push work offshore purely for cost reduction
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Implementatic
Detailed Desic

Delivered through offshore resources

CRP / Rapid prototyping of critical processes &
inte,rféi:es ONSITE

Conk’nuniq tion
Complete knowledge transition to offshore
Owners 'Rassignment for configuration
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Implementation HP WORLD)2003
Coding / Configu

Solutions an

Leverage CMM Level 5 processes for defect
prevention and process improvement

Legaéy”ﬁ‘ig?ration and interfaces
- Sercs and testing — ONSITE

Platform:configuration

]

Coding standards / naming conventions
Admin access to development servers

Avoid using multiple development platforms

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 20



o w@zoo.s
SO]uth‘TIS and Technology L._onf-srence g

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 21



Implementatio
Go-Live & Supg

Critical process checks
Leyﬁa@ifshore for documentation & training
I

Core development team should be available for Go-

Live
Post g I‘{ e support done offshore
Warran %eriod & post implementation support

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo
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Engageme HP WORLD)2003

Solutions and Technology Confererice & Expo

(Onsite He S

O f-shore . On- Ste : Cust omer
g Project Seering Comnmittee ) < | Customer S eering
i I Comnittee
|
PC —‘—I—: PM < PM
. .' : y, I
1 1 I |
' R R — ! 1
' TL TL bl O PO
™M M | M ™™ ™™ M : PU PU PU PU

Planning and Initiation
Analysis and High Level Design
Go-Live and Support
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Engagemen HPWORLD 2003
(Offshore He

G f-shore : On- 9te Cust omer
Project Seering Comnittee ﬁ Customer St eering
i Commttee
I
PM * PC . e . PM
A : | |
TL | TL l 1 1@ 1
L |
| P e e m—
TM M } | » PU PU PU PU

Detailed Design
Coding / Configuration
Testing and Acceptance
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SAP BW Imp HPWORLD 2003
Sample Enga

Collaborative Model - BW Implementation Communication flow

Receive Business J

Requirement from User

Document from User
1

T—
¥ . X Realization
Prepare Requirement Std Clarifications

[ Template
‘ﬁ’/_d ——
Review Bus. Req. Doc |
Ne v

Analyze Requirement J

Bus.Blue Print

Approved by

Usear A
[ Approved by
User

Onsite
210YSsHO

NES
4 LI =
Unit Testinﬂ as Eer Test Plan I
Unit Test =+ Development
H"‘x.m Accepted _—A
Unit Testing OK

Transport To QA system

Int Test &

. + Integration Testing
. Accepted e — I

.

Transport To Production system |
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HP WORLD 2003

Perceived Bene

An lllustration
Number of Resources = 20
Onsite Rates = $ 10000/resource/per month
Offshore Rates = $ 5000/resource/per month

Savings from Offshoring
= 20 x $(10000 — 5000)

Nol So SIMPLE![l

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 26




Implementation HpWoRLD-2003
Analysis

Solutions and Technology Confererice & Expo

Fixed
A staffing
Controlled
Ramp up
and down

$$8S 1

o 555

=

=

= N Stesdy Gomtimuous
8 . : State | Improvement
&) $

0
Implementation Phases
Legend Legend
Onsite Resources Size is : o
Onsite

representative

23| of numbers
Offshore Resources i Onsite-Offshore —
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According to

“The i ggest threa tothe Appicaion Support donainis
thelack o urgency totransf o mitsdf......

faluetotransfa mthe enmronnent wil resut inan
under-optim sed, opport un stic approach to apdicaion
support vs. a drat egc approach”

Gart ner resear ch

on | BM Applicaion Managed Serv ces
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Application

Completely

. Other Factors
> Onsite
= Global Spread
S Consolidation
= Technology
O || Completely = Completely Quality

Offshore Offshore

Low Complexity High

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 30



AMS Consideratio

AMS methodology

Project / Change Management
Quality-processes and certification

Lev}eragin& commonalities to improve efficiencies
Vendor infrastructure & connectivity

Availab%’ty of SMEs / Key functional resources

Engage \Sqnt Model
Multiple time zones and shifts

Ability to achieve productivity improvements

Don’t push work offshore purely for cost reduction
Beware of hidden costs

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 31



SEI - Capability Maturity

Level

5
Optimizing

4
Managed

3
Defined

2
Repeatable

1

Initial

11/12/2003

Characteristics

Improvement Routinely Fed
Back into the Processes

Quantitatively measured
Processes

Project and Technical
Management Integrated and
Institutionalized

Project Management Practices
Institutionalized, Gaps in
Technical Practices

Key Project Management and
Tracking Inconsistent

Key Challenges

Continuous Process
Improvement

Changing Technology,
Problem Analysis, Problem
Prevention

Process Measurement,
Process Analysis,
Quantitative Quality Plans.

Training, Tech. Practices,
Process Focus
(Studs, SEPG)

Project Planning, Project
Management, Configuration
Management, Software QA

HP World 2003 Solutions and Technology Conference & Expo

HP WORLD 2003

Solutions and Technology Confererice & Expo

Results

Both the
productivity
and Quality

are high
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AMS - Phase
Transition Pl

Well defined scope

Eng;g ent model
- Onsite / affshore work split

Trark\sition,, imelines

Operation Level Agreements
Resource mobilization planning
Plan forattrition

Loosely defined engagement model

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 33



i HP WORLD)2003
Transitior Wiz

" Knowledge transfer
© Call anagement

r&Ilcel Support from offshore
vel Agreement

 Attritio
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AMS - Phase 3
Post Transition

SLA based tracking
Metpiﬁs?m\nitoring
KnolWIedgg base
Continuous improvement

k.

- Team cross training and learning curve
- Proce \emprovement Projects (PIP’s)
- Defect Prevention

- Root Cause Analysis
End user satisfaction surveys

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 35
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Solutions and Technology Confererice & Expo

Resource Pool Mode

The pool concept provides for fixed cost (base
resources) & variable cost (buffer/spot resources)

Periodic monitoring & evaluation of the number of

base and buffer resources to help optimize resource
utilization

Cost
® e;n/urces \T
: Re

®
N
Buffer Resources Minimum Committed usage (say 50%)

Base Resources

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 36



Cost Analysis - O
New AMS

HP WORLD '2003

Solutions and Technology Confererice & Expo

Fixed
A staffing Slow ramp
Controlled down / low
Ramp up intensity
and down

$$$$7

$$$

Cost Units

Steady Continuous
Improvement

r‘“‘*r, __________________
| Fast ramp down /

greater intensity

Legend

Onsite Resources

r"‘“" /‘\
1

I

Offshore Resources

11/12/2003

Support Phases

Size is
representative
of numbers

HP World 2003 Solutions and Technology Conference & Expo

Legend
Onsite
Onsite-Offshore
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Cost Analysis — HP WORLD)2003
Existing AMS "

(7))
x
[ = I S ... — S oo, W S, G A
- Continuous
"t;; Improvement
O N o
o ¢
0® =
()
(7]
<
1P
~NQ
Support Phases
Legend Legend
Onsite Resources - Size is _ Existing customer —
representative i
4| of numbers support organization to
Offshore Resources [+ offshore

I
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Metrics Reportin

Samples

HP WORLD/2003

Solutions and Technology Confererice & Expo

11/12/2003

L Priority-wise ticket Status
Module-w_lse ticket Status Jan. 1st - Jan. 21st
April 22, 2003
160
50
45 — 140
40 +—
120
35—+
100
30 — M Closed
OPending OPending
25 +— i DWm‘k In Progress 80 OWork In Progress
;:sslgned W Assigned
ew ENew
20 —— 60
15 +—— I
40
10 +— I
0 || ) -
ABAP/4 MM PP SAP Security SD Urgent High Medium Low
First Time Right - Offshore Schedule Variance - Offshore (P3/P4)
120% 0
45 4 = - -
100% - + + e__\‘___Y_______o a0 4
a5
0% 4 -
== 30 4 - -
£ a
3 0% 1 "5 25 1
E = 20 4
40% 1 s 4
20% A 109
5
0% T T r T o . . . . .
Qct02 Mavw02 Dec-02 Jan-03 Fekb03 har-03 Oct-02 P02 Dec-02 Jan-03 Feb-03 Mar-03
0ct-2002 | Mow2002 | Dec-2002 | Jan-2003 | Fek-2003 | Mar-2003 Oct-2002 | Mow-2002 | Dec-2002 | Jan-2003 | Feb-2003 | Mar-2003
#— % First Time Right 100% 100% 100% a2, 99%, —e— Act. Time Avo fdays) 14.4 1049 16.2 4.4 14
—m— nternal Goal (days) 45 45 45 30 30 30
Mo nth Month

HP World 2003 Solutions and Technology Conference & Expo
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Forrester Facts

Issue

Smaller is
not
better

1,000 points
of offshore
light

Bargain

shopper

Infrastruct-
ure detour

Absentee
landlords

Description

Firms pick one or more small
applications (fewer than 5

people and less than $100,000)

to pilot offshore initiative.

Each business unit does
its own thing with a separate

vendor.

Firms become obsessed with
getting the lowest rates.

Firms overlook all logistics
details for security proced-
ures, setting up network
links, and software licensing.

Companies abdicate respon-
sibility for project to the
vendor and don’t manage
project on an ongoing basis.

Problems

Small scale negates savings,
and transition takes forever.

No best practices or gover-
nance model established; for
every success, there is a

cost or on-time delivery failure.

Vendors put junior people on
the project; they miss second-
level benefits because contract
lacks productivity incentives.

Projects delayed by months as
client addresses security issues
and attains correct licenses
from software vendors.

Projects late because vendor
lacks feedback on specifica-
tions, requests for clarification,
or acceptance criteria.

HP WORLD -2003

Solutions and Technology Confererice & Expo

Telltale signs

No one can find the
savings to justify
the expense and
oversight overhead.

People struggle to
validate offshore
savings.

Firms use reverse
auctions to get
lowest rates.

Staff in India is idle
waiting for access to
development tools.

No weekly check-in
meetings.

11/12/2003

Source: Forrester Research, Inc.

HP World 2003 Solutions and Technology Conference & Expo
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Solut

“How would you compare offshore providers with large US services firms on each of the
following attributes?”

Much worse Somewhat worse || Somewhat better [l Much better

B63%0

53%

53%
o 35% 3404
2994 3320 o
25%: 2494
17%
o 14%
129¢ %% 12%
0% 0% 0% 0%
Value for the Quality of the On-time Having the Cultural and
money deliverable delivery skills that

we neead

language

differences

Base: 44 firms using offshore providers

“Based on your experience, how challenging are the following when working with
offshore providers?”

Not a challenge Some challenge | A challenge ] A major challenge

57%
47 %
43%%0
3596 37%
20904 30% 30%
22% 22% 22%
18% 16% 18% 18% . |
2% 0% 12 /OUf’u
My company’s We do not We do not They lack high-  The cultural Their quality/
lack of project have a good have the right level business differences project
management process for performance and industry between management
skills specifying metrics for process their staff processes do
the work managing knowledge and ours not support
their performance larger
projects
Base: 44 firms using offshore providers SDLIrCE" FDI‘I’E‘StEI‘ H'ESEﬂr{h In{
. I .
11/12/2003
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Experimentation Commitment Full exploitation
- (years 1-3) (years 4-6) (years 7-10)
Offshore BPO
savings
e e
Savings as a
% of revenue
I —— = o
-
T — Offshore
0 IT savings
* Bounded + Multimillion-dollar - BPO added
conversion apps investment - Megadeals drive down
* Multiple vendors * App maintenance costs
+ Limited oversight sent offshore * Project management
- Small savings « Best practices clear becomes core competency

* Two close vendor
partnerships

«|T staff trained

*Vendor's CMM
expertise incorporated

Source: Forrester Research, Inc.

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 43



NN
HP WORLD’2003
Solutions and Technology Conference & Expo

HP @RLD 2003

Sulutluns and Technology Conference & Expo

Interex, Encompass and HP bring you a powerful new HP World.

=l interex 89"’1““355 D]

shared knowledge « shared power AN HP USER GROUP invent

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 44



	Leveraging Offshore Services in Planning, Implementation & Management of Enterprise Applications
	Table of Contents
	Table of Contents
	Enterprise Application Components
	Applications for the Extended Enterprise
	Table of Contents
	When Do Enterprises Go Offshore?
	Landscape for Offshore IT Services
	Onsite/Offshore Proportions
	Forrester Facts
	Common Issues & Concerns
	QMS @ Work
	Table of Contents
	There is only ONE Implementation Methodology!
	Implementation Considerations
	Implementation - Phase 1 Planning & Initiation
	Implementation - Phase 2 Analysis & High Level Design
	Implementation - Phase 3 Detailed Design
	Implementation - Phase 4Coding / Configuration
	Implementation - Phase 5 Testing & Acceptance
	Implementation - Phase 6 Go-Live & Support
	Engagement Model(Onsite Heavy Phases)
	Engagement Model(Offshore Heavy Phases)
	SAP BW Implementation Sample Engagement Model
	Perceived Benefit Realization
	Implementation Cost Analysis
	Table of Contents
	According to Gartner…
	Application Nature Vs AMS
	AMS Considerations
	AMS – Phase 1Transition Planning
	AMS – Phase 2Transition Execution
	AMS – Phase 3Post Transition Management
	Resource Pool Model
	Cost Analysis – Outsourcing New AMS
	Cost Analysis – Outsourcing Existing AMS
	Metrics Reporting – Some Samples
	Table of Contents
	Forrester Facts
	Forrester Facts
	Forrester Facts

