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EA - Assets and Locations

Assets and Locations Element

• Defines which activities are executed where, the scope of the perpetual long-term Enterprise resourcing & 
Planning versus Change & Transformationfocussed resourcing & Planning

Questions

• Is Solutioning (Solution Architecture) aligned with the EA and thereby with business strategy and customer 
value proposition?

• What is the scope for further optimising the EA function as well as the change& transformation planning?

• What is the scope for creating a more globally unified EA and integrated enterprise change planning?

• How to ensure tasks and responsibilities are assigned to best resources, locations, organizations, … 

• Whar are the opportunities for rationalising  staffing, resourcing, hence change pla

▪ Cost efficiency opportunities as well as several existing 

programmes will have significant property implications 

▪ Decisions around the offshoring provocations could also have 

a dramatic effect

▪ There is much commonality regarding potential exits which if 

combined could provide suitable tipping points in specific 

locations

▪ Mixed business unit site occupation, location specialism and 

contractual CP obligations make it difficult to optimise capacity 

planning  – and also drive higher exit costs

▪ Timing is likely to be critical to take advantage of lease-breaks, 

e.g. Bradford in June 2007

Key Recommendations

▪ Cost and efficiency review should be the catalyst to ensure a 

coordinated approach detailing a single UK wide integrated 

property strategy based on 

▪ A clear understanding of the NU strategy 

▪ Identification of the current and future business unit 

demand

▪ Acknowledgement of the relevant social and political 

factors

▪ A push for the minimum run-rate cost

▪ An understanding of the required working environment

▪ Create a series of options for Exec Team which run from 

tactical to strategic, driven by existing change activity and the 

Cost and Efficiency Review

XCo – Claims & Collections 
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YCo – NUL Synergies
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Core questions: where and when does what customer make what kind of 

transaction?

What type of branch is required for these transactions?

Illustrative – Client ExampleIllustrative – Client Example

P R O V I D E  R E S E A R C H ,  A N A L Y T I C A L ,  A N D  A D V I S O R Y  

S E R V I C E S  T O  S U P P O R T  D E C I S I O N  M A K I N G  A R O U N D  

R E L O C A T I N G ,  A C Q U I R I N G ,  E X P A N D I N G  O R  

C O N S O L I D A T I N G  A N D  C L O S I N G  B U S I N E S S  

O P E R A T I O N S  T O  O P T I M I S E  C H A N G E  A N D  

T R A N S F O R M A T I O N  P L A N N I N G

• C O M P E T I T I V E  P O S I T I O N  

A N A L Y S I S

• C O S T  Q U A L I T Y  M A P

• C O U N T R Y  M O N I T O R S

Opportunities exist to establish centralized cost-effective geographic 

centers, rationalize the number of offices, and source non-core processes

Brazil - Provide 

service for Latin 

America and 

Caribbean countries

India - Provide 

service for Africa, 

Middle East and 

English speaking 

countries Philippines - Provide 

services for South 

East Asia and the 

South Pacific

China – Provide 

services for Asia, 

Korea and Japan

Poland – Provide 

services for Europe 

and Russia 

CONCEPTUALCONCEPTUAL



EA- Skills & Planning

Major emphasis is needed on providing advanced technical training and the realignment of management resources 

that do not exhibit the needed level of business and leadership skills

A skills assessment will provide the needed visibility into 

training requirements and career advancement 
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ILLUSTRATIV
E

A framework that covers the key elements around human resources 

should be used to analyze the IT profession maturation level, and its 

ongoing improvement within Client

Operating Strategy & ModelOperating Strategy & Model

Skill Gap 

Assessment

& Analysis

Skill Gap 

Assessment

& Analysis

Market ResearchMarket Research

Role to Skill 

Alignment

Role to Skill 

Alignment

TrainingTraining Career PlanningCareer Planning

▪ Operating Strategy & 
Model –
A strategy to implement the vision 
identified in a company’s business 
strategy.  The Operating Model 
identifies the key enablers: 
Process, Metrics, Tools, 
Technology, Skills and 
Organization that are required to 
realize a companies vision

▪ Skill Gap Assessment & 
Analysis –
Develop and administer skill 
assessment survey, identify 
current skills within organization 
and asses gaps in skills needed 
for particular roles

▪ Role to Skill Alignment –
Analyze skill assessment results 
and re-align employees to 
appropriate role (or hire from 
outside) as appropriate

▪ Performance Metrics –
Establish and communicate 
appropriate performance metrics

▪ Training – Identify areas for 

training based upon Gap Analysis 
and skill assessments

▪ Career Planning – Establish 

appropriate performance metrics 
based on the baseline 
assessment to identify career 
progression plan

▪ Market Research –
Identify and monitor competitive 
skills and salary in the 
marketplace in an ongoing basis 
to ensure West pay and benefits 
are comparable to market

IT practitioners are expected to have business-focused qualifications to supplement their technological skills

Performance MetricsPerformance Metrics

Professional qualifications in IT need to focus more 
on how IT can serve the business and less on simply 
the technical and architectural considerations

Source: IBM Analysis

A simple Knowledge Management tool will provide a repository for
all units of the support organization – this will help in promoting 
consistency and knowledge sharing across the organization

• Since Tier 1 will be outsourced, maintaining a 

central repository will be essential for basic 

helpdesk procedures and user administration 

functions

• KM system will be utilized by Tier 1 helpdesk 

to perform basic troubleshooting procedures 

and appropriately decide where to route a 

ticket in case trouble cannot be resolved

• Platform administration and Application 

Administration support functions will need to 

leverage Tier 2 and Tier 3 organizations’

resident application knowledge that they 

would need for conducting support tasks

• Tier 2 will gain more expertise for application 

troubleshooting over time, reducing the 

number of tickets routed to the Tier 3 

personnel

Knowledge 
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System
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Tier 2 Tier 3

Outsource 

Agency

Skills & 
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And

Infrastructure 

Objectives &

Mission

Customer 

Experience

Processes 

And Tools 

Metrics

Organization

Skills & 
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Applications 

And

Infrastructure 

Objectives &

Mission

Customer 

Experience
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Metrics

Organization
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Target Model Deliverable Sample: 
Organization and Governance

Opportunities exist to establish centralized cost-effective geographic 

centers, rationalize the number of offices, and source non-core processes

Brazil - Provide 

service for Latin 

America and 

Caribbean countries

India - Provide 

service for Africa, 

Middle East and 

English speaking 

countries Philippines - Provide 

services for South 

East Asia and the 

South Pacific

China – Provide 

services for Asia, 

Korea and Japan

Poland – Provide 

services for Europe 

and Russia 

CONCEPTUALCONCEPTUAL

The organization structure will be reconfigured to align with the 
Operations Support model
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Tier 2 and Tier 3 

organizations will be 

aligned within the 

Product Development 

Groups

Personnel will have to 

be designated to 

manage the outsourced 

agency

Support Operations 

organization will be 

added to support the 

NIS organization

Product Development groups will not be negatively impacted since they provide most application support 

today- instead the groups can leverage this to train junior programmers to perform Tier 2 support along with 

development tasks and utilize senior programmers to provide Tier 3 and more complicated support activities

Client

Establish a CIO position and an IT Governance Board to align IT with 

business priorities, as well as a Center of Excellence that will include 

centralized support functions required to streamline Client operations
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PMOPMO
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Delivery & 
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Technology 

Operations

Technology 
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Tech Sourcing 

& Applications

Tech Sourcing 

& Applications

Risk 

Management

Risk 
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▪ CoE will provide the essential linkage between Client and 

Business units as well as the necessary process 

knowledge and infrastructure required for product support 

provided by Business Units

▪ CoE will also ensure consistency in execution within Client 

and, as an extended function, across business units

▪ Center of Excellence (CoE) will include the following 

functions: Customer Experience (IT Business Partners and 

Business Support Engineers), Process Excellence, 

Analytics, Training, Problem Management and PMO

▪ Although the Center of Excellence functions may require 

14-17 FTEs are net new hires

Center of Excellence (COE)

Chief Information Officer (CIO) 

▪ Will provide technology vision and 

leadership in the development and 

implementation of the company 

wide information technology (IT) 

program

▪ The CIO will have direct reporting 

from the leaders of the COE and 

Client, and dotted line reporting 

from the BU IS VPs

IT Governance

▪ Will help improve effectiveness 

across all areas of technology 

management 

▪ Will be used to oversee major 

activities of the IT organization 

and ensure standards and 

decision-making guidelines are in 

place

Technology Operations

▪ Level 1-2 Support will be 

consolidated within the NOC to 

provide consistent and effective 

customer service

Existing New Optimized

The CIO, IT Governance and Center of Excellence positions are critical to successfully transform Client’s Operating Model since these 

roles will be assigned accountability for the functions that have already been identified in Customer Experience, Process & Tools, Metrics, 

and Skills and Capabilities

() Indicates net new resources

VP ISVP IS VP ISVP IS VP ISVP IS VP ISVP IS VP ISVP IS

IT Governance improves effectiveness by overseeing major activities 

of the IT organization and ensuring that standards and decision-

making guidelines are in place
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the decision made?

What information will 

the person possess?

Who will be making 

the decisions?

What decisions 
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Intangible 
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(Skills, IP, 

Knowledge)

Security, Risk & 

Compliance 

Management

Service 

Management

Application 

Management

Infrastructure 

Management

Responsibility

Area

Decision Making
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Direction, Control, Execution, Communication and Guiding Principles

Roles, Teams, Functions, Boards, Councils, Committees

Required inputs and controls?

What form does that accountability take?

Strategies, Architectures, Policies and Plans 

Clarity? Communicated? Education?

When should it be reviewed? How? Who?

▪G O V E R N A N C E  L A Y S  O U T  T H E  O N G O I N G  O P E R A T I O N A L  
G O V E R N A N C E  S T R U C T U R E ,  W H I C H  I S  B R O A D E R  T H A N ,  B U T  
S H O U L D  B E  I N T E G R A T E D  W I T H ,  T H E  R O A D M A P  G O V E R N A N C E  
D E V E L O P E D  I N  T H E  N E X T  P H A S E

The business architect’s role is to ensure that the investment portfolio 

delivers the target state operating model

Ensure project portfolios are in alignment with business needs, industry 

trends and the organisation’s strategic direction
– Provide an understanding of the areas where projects can have the highest 

impact
– Ensure that projects are proceeding in line with objectives (e.g. cost 

reduction)
– Provide confidence that project investment is building towards an agreed 

operating model

Identify and enforce the design of common components

Assist individual projects to make the right design decisions

Build strong working relationships with business and IT
– Provide a plan of the improvements to the business over the next three years

Identify, where possible, portfolio cost savings through project re-
prioritisation

ALIGNMENTALIGNMENT

THE RIGHT DESIGN 

DECISIONS

THE RIGHT DESIGN 

DECISIONS

COST REDUCTIONCOST REDUCTION

COMMUNICATIONCOMMUNICATION

Role has four major objectives:

The business design authority is a joint business and IT decision making 

forum…

Director of Change
Director of IT

Business Directors From Relevant Area
Head of Business Architecture

Business Architecture 
Function

Business Programmes

• Portfolio managers

•Business Managers

IT Architecture

• IT Architects

•Portfolio Management

Design 
Authority
- Steering 

Committee

Core Support 
Team

• Review design decisions

• Assess options

• Ensure the process provides business 

value

• Coordinate necessary input into meetings

• Develop and maintain target state design 

deliverables

• Co-ordinate Business Alignment reviews 

across the organisation

• Own the final deliverables

• Manage reviews to completion

• Ensure sufficient business involvement 

• Provide specific input to individual 

projects 

• Utilised on an ‘as needed’ basis

• Provide supporting frameworks


