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» Staatlich anerkanntes, privates Institut fur hhere
Bildung

» Akkreditierte Studiengange (FIBAA)

» 20 Jahre internationale Erfahrung in nicht-
akademischer Ausbildung im Service-Management
und Marketing fur fihrende Service-Organisationen

MBA Service Management Service Management Institut
* Teilzeit-MBA mit Schwerpunkt Service- * Think Tank ftir Service-Forschung
Management und Losungsgeschaft « MaRgeschneiderte Unternehmens-
* ISS-Lehrkorper und anerkannte Lehrkrafte programme fur Service-
aus Industrie und Lehre Organisationen
e Start 2. Gruppe: Januar 2009 * Innovative Forschungsprogramme

BBA Service Management

* Bachelor of Business Administration als
Teilzeitprogramm mit Schwerpunkt Service

* Beginn August 2009
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|ISS — Service hat Prioritat

Der einzigartige Kundenfokus, einschlagige
Forschung, das starke Engagement von
FUhrungskraften und der inspirierende Unterricht
machen ISS zu einer fihrenden internationalen
Business School flr Service-Management, die
Fuhrungslaufbahnen im Bereich Service sowie
profitables Wachstum mit Services unterstitzt.
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Agenda

1. Outsourcing vs. Managed Services

2. Prinzipien erfolgreicher Sourcing Governance — Ergebnisse einer
ClO-Studie

Sourcing-Framework
Formale Governance
Informelle Governance
MalRgeschneiderter Ansatz

Hwn e

3. Schlussfolgerungen
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Outsourcing vs. Managed Services

Extern erbrachte Services
kein Insourcing

Durchgangig, SLA-basiert
kein Projektgeschaft

Selektiver Umfang
kein komplettes Outsourcing

Kein Transfer von Assets und Personal
kein herkdbmmliches Outsourcing

(Quelle: Berlecon Research)
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Sourcing-Framework: Strategieauswabhl

Contract @

duration
ﬁ Number Pricing /

of |
providers Incentives

Relation-
ship

(Quelle: TUM/SIS CIO Survey)
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Zahl der Anbieter

(n=196) Steigt mit der
Outsourcing-Erfahrung

(Quelle: TUM/SIS CIO Survey)
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Preismodell

—
Time and material _ 17,3%

27,0%

Transaction orusage-based pricing

Performance-based (shared risk/reward) I 1,0% _ _ _
Oft in Verbindung mit

vertraglicher Governance

Other

7,1%

(n=196) 0% 5% 10% 15% 20% 25% 30% 35% 40%

(Quelle: TUM/SIS CIO Survey)
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Formale Governance: Geordnetes Vorgehen

o Spezifizierung von  Benchmarking
Services  Kooperative Strategie

* Vertellung von e Service Level
Zustandigkeiten Management

* Leistungsparameter » Vertragsmanagement

(SLA)
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Grenzen der vertraglichen Kontrolle

Easy to precisely specifiy the services and
objectives in the contract

Contract sufficient to cover all contingencies

Easy to specify and control services with the
contract

Contract fully specifies tasks and
responsibilities

0%

M fully disagree M disagree

(= 196) relatively agree M agree

(Quelle: TUM/SIS CIO Survey)

10% 20% 30% 40% 50% 60% 70% 80% 90%100%

relatively disagree  neutral

B strongly agree don't know
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Prozesse fur Governance: Abweichungen beachten

Benchmarking

Collaborative Strategy

Service Level Management

Contract Management

II"

0% 20% 40% 60% 80% 100%
M fully disagree M disagree relatively disagree neutral
relatively agree M agree W strongly agree don'tknow

(n=196)

(Quelle: TUM/SIS CIO Survey)
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Informelle Governance: Gutes Arbeitsklima erhalten

Erfahrung Arbeitsbeziehung

e Nutzung lhrer  Einen Rahmen fur Aus-
Informationen Uber einen tausch und wechsel-
bestimmten Partner seitige Kommunikation

« Outsourcing-Erfahrung schaffen
der Mitarbeiter fordern,  Regelmaldige Aktivitaten
Ubernehmen und nutzen Im Bereich Beziehungs-

management und -
verbesserung
durchftihren
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Governance mit Erfahrung: Status quo oder neue Wege

Staff with experience with outsourcing

Experience with supplier (long-time working
relationship)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B fully disagree M disagree relatively disagree neutral

(n= 196) relatively agree W agree W strongly agree don't know
n=

(Quelle: TUM/SIS CIO Survey)
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Bedeutung einer guten Arbeitsbeziehung

Acting as partners important

Relationship management important _

Discussion and exchange take precedence over
contract

0% 20% 40% 60% 80% 100%

| fully disagree m disagree relatively disagree neutral

(n=196) relatively agree M agree M strongly agree don't know

(Quelle: TUM/SIS CIO Survey)
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Einbeziehung der Anbieter

80%

70%

60%

50%

40%
30%
20%
10% -
0% -

(Quelle: TUM/SIS CIO Survey)

Ca. 70% fuhren
mindestens einmal im

Jahr Workshops durch,
rund 35% mindestens
alle 6 Monate

® [nnovationworkshops:
Collaborative development of
innovationforIT-based products
and services, or IT improvements

u Supplierworkshops:
Customersgiving feedbackto
suppliers with proposalsforthe
evolution of delivered services
and the service portfolio of the
provider

(n=196)
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Einbeziehung der Anbieter. Gemischter Erfolg und Zu friedenheit

Proactive proposals for innovation

Proactive proposals for cost reduction and process
improvement

Iniative for planning and evolution of the current
sourcing project

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

W fully disagree M disagree relatively disagree neutral

(n=196) relatively agree M agree W strongly agree don't know

(Quelle: TUM/SIS CIO Survey)

© 2009 Prof. Dr. Tilo B6hmann Governance von Service-Beziehungen 16



INTERNATIONAL
BUSINESS SCHOOL OF
SERVICE MANAGEMENT

ISS

Sourcing-Ziele: Die Erwartungen unterscheiden sich

erheblich

Focus on core competencies

Greater flexibility

Servicefocusof IT

Costreduction

Risk transfer to the provider

Cost variabilization/transparency

Improved quality

Extended use of existing IT assets

Access to top IT talent

Proposals for new IT-based products and services
Knowledge acquisition from provider

Access to better technology

IT modernization
Creating competitive advantage
Collaborative development of new IT-based products and services
Business transformation

18%
17%
21%
17%
19%
22%
20%
22%
26%
18% 19%
16% 22%
21% 25%
22% 24%

17% 19% 20%

16% 13% 18%

21% 16%

16%

12%
10%
11%

19%

7% BIRa%
NG7a01+
T

% R
T

o %
2% O 5

0%

B verystrong M strong relatively strong neutral

(n=196)

10% 20% 30% 40% 50% 60% 70%

relatively weak M weak ®veryweak/notatall

80% 90%

don'tknow

100%

(Quelle: TUM/SIS CIO Survey)
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Ein kompetenter Navigator werden

Strategic
transformation

Technology

exellence

Cost
reduction

Business
service
support
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Notwendigkeit fr einen mal3geschneiderten Ansatz

H1a: 0.323"***
H1b-NIS: 0.409****
H1b-IS: 0.315****

Vertragliche
Governance

H3a: 0.800****
H3b-NIS: 0.770**>

H3b-IS: 0.837/***
Zufriedenheit

Service -
Qualitat

RZ:0.268 RZ: 0.641
RZNIS: 0.251 R2-NIS: 0.592
Relationale H2a: 0.378*+  R*IS:0.439 R2-IS: 0.700
Governance H2b-NIS: 0.265***
H2b-IS: 0.550****
Bedeutungsgrade:

# p>0.1 keine e p<=0.01 groR
¥ p<=0.1  gering o p<=0.001 extrem grof
*  p<=0.05 méiRig

NIS: Non-Innovation Seekers (keine IT-gestiitzten Innovationen fiir Geschéftsvorteile erwartet)
IS: Innovation Seekers (IT-gestiitzte Innovationen fiir Geschaftsvorteile erwartet)

(Quelle: TUM/SIS CIO Survey)
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Vier Schritte zu einer erfolgreichen Service-Governa  nce

Purpose Process

Partnership

© 2009 Prof. Dr. Tilo B6hmann Governance von Service-Beziehungen

20



