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STRATEGIC CAPABILITY MODEL (SCM): ETOM (1)
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STRATEGIC CAPABILITY MODEL (SCM): ETOM (2)

STRATEGY, INFRASTRUCTURE & PRODUCT

MARKETING & OFFER MANAGEMENT

SERVICE DEVELOPMENT

RESOURCE

DEVELOPMENT
& MANAGEMENT

SUPPLYCHAIN
DEVELOPMENT
& MANAGEMENT

& MANAGEMENT

STRATEGY & COMMIT

MARKET STRATEGY & POLICY
» Gather & Analyze Market Information
» Establish Market Strategy
» Establish Market Segments
» Link Market Segments & Products
= Gain Commitment to Marketing Strategy

PRODUCT & OFFER PORTFOLIO PLANNING
= Gather & Analyze Product Information
= Establish Product Portfalio Strategy
* Produce Product Portfolio Business Plans
* Gain Commitment to Product Business Plans

SERWVICE STRATEGY & PLANNING
* Gather & Analyze Service Information
= Manage Service Resesarch
Establish Serwice Strategy & Goals
Define Service Support Strategics
Produce Service Business Plans
Develop Service Partnership Reguirements
Gain Enterprise Commitment to Service Strategies

RESOURCE STRATEGY & PLANNING

= Gather & Analyze Resource Information
Manage Resource Resecarch
Establish Resource Strategy & Architecture
Define Resource Support Strategies
Preduce Resource Business Plans
* Dewvelop Resource Partnership Requirements
= Gain Enterprise Commitment to Resource Plans

SUPPLY CHAIN STRATEGY & PLANNING
= Gather & Analyze Supply Chain Information
= Establish Supply Chain Strategy & Goals
= Define Supply Chain Support Strategics
= Produce Supply Chain Business Plans
= Gain Enterprise Commitment to Supply
Chain Plans

ENTERPRISE MANAGEMENT

STRATEGIC & ENTERPRISE PLANNING PROCESSES

STRATEGIC
BUSINESS PLANMNING

BUSINESS
DEVELOPMENT

GROUP ENTERPRISE
MANAGEMENT

FINANCIAL & ASSET MANAGEMENT PROCESSES

FINANCIAL
MANAGEMENT

ASSET
MANAGEMENT

INFRASTRUCTURE LIFECYCLE MANAGEMENT

PRODUCT & OFFER CAPABILITY DELIVERY

* Define Product Capability Requiremients
Capture Product Capability Shortfalls
Approve Product Business Case
Deliver Product Capability
Manage Handover to Product Operations
Manage Product Capability Delivery Methodology

MARKETING CAPABILITY DELIVERY
= Define Marketing Capability Reguirements
= Gain Marketing Capability Approval
= Deliver Marketing Infrastructure
= Manage Handower to Marketing Operations
= Manage Marketing Capability
Delivery Methodaology

SERWICE CAPABILITY DELIVERY

= Map & Analyze Service Reguirements

= Capture Service Capability Shortfalls
Gain Service Capability Imvestment Approval
Design Service Capabilities
Enable Service Support & Operations
Manage Service Capability Delivery
Manage Handover to Service Operations
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RESOURCE CAPABILITY DELIVERY

= Map & Analyze Resource Reguirements
Capture Resource Capability Shortfalls
Gain Resource Capability Investment Approval
Design Resource Capabilities
Enable Resource Support & Operations
Manage Resource Capability Delivery
= Manage Handower to Resource Operations

L]

SUPPLY CHAIN CAPABILITY DELIVERY
=+ Determine the Sowrcing Reguirements

PRODUCT LIFECYCLE MANAGEMENT

PRODUCT & OFFER DEVELOPMENT & RETIREMENT

= Gather & Analyze New Product [deas

= Assess Performance of Existing Products

= Dewelop New Product Business Proposal

*= Dewelop Preduct Commercialization Strategy
* Dewelop Detailed Product Specifications
= Manage Product Development
= Launch New Products
= Manage Product Exit

SALES DEVELOPMENT
= Moniter Sales & Channel Best Practice
= Dewelop Sales & Channels Proposals
= Dewelop New Salbes Channels & Processes

PRODUCT MARKETING COMMUNICATIONS & PROMOTION
= Define Product Marketing Promotion Strategy
= Dewvelop Product & Campaign Message
» Select Message and Campaign Channels
* Dewelop Promotional Collateral
= Manage Message and Campaign Delivery
= Monitor Message & Campaign Effectivencss

SERVICE DEVELOPMEMNT & RETIREMENT
= Gather & Analyze Mew Service [deas
= Assess Performance of Existing Servioes
= Develop New Service Business Proposal
= Dewelop Detailed Service Specifications
= Manage Service Development
= Manage Service Deployment
= Manage Service Exit

RESOURCE DEVELOPMEMNT & RETIREMENT

= Gather & Analyze NMew Resource Ideas
Assess Performance of Existing Resources
Develop Mew Resource Business Proposal
Develop Detailed Resource Specifications
Manage Resource Development
Manage Resource Deployment
Manage Resource Exit

SUPPLY CHAIN DEVELOPMENT & CHANGE MAMAGEMENT
= Manage SupplicrfPartner Engagement

=+ Determine Potential Supplicrs/Partners = Manage Supply Chain Contract Wariation
=+ Manage the Tender Process = Manage SupplicrfPartner Termination
=+ Gain Tender Decision Approval
=+ Megotiate Commercial Arrangements
=+ Gain Approval for Commercial Arrangements
ENTERPRISE RISK MANAGEMENT PROCESSES
ENTERPRISE BUSINESS CONTINUITY SECURITY
ARCHITECTURE MANAGEMENT MANAGEMENT
MANAGEMENT
AUDIT INSURANCE
MANAGEMENT MANAGEMENT

OPERATIONS

CUSTOMER RELATIONSHIP MANAGEMENT
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SUPPLIER/PARTNER
RELATIONSHIP
MANAGEMENT

FRAUD MANAGEMENT

REVEMNUE ASSURANCE
MANAGEMENT

= Maroge Revenue Amurance: Policy Fromework
= Mamags F!nmue.ﬂm.lnrusr jons
= Suppert Revenue Scurance ons

STAKEHOLDER & EXTERNAL RELATIONS MANAGEMENT PROCESSES

CORPORATE
COMMUNICATIONS
& IMAGE MANAGEMENT

PROCUREMENT
MANAGEMENT

COMMUMNITY RELATIONS
MANAGEMENT

LEGAL MANAGEMENT

SHAREHOLDER RELATIONS
MANAGEMENT

REGULATORY
MANAGEMENT

BOARD &
SHARES/SECURITIES
MANAGEMENT

OPERATIONS SUPPORT & READINESS

CRM SUPPDRT & READINESS

Suppart Customer Interface Management
Suppart Order Handling

Suppart Problem Handling

Suppart Bill Invoice Management
Support Bill Payments & Reccivables Management
Suppart Retention & Loyalty

Suppart Marketing Fulfillment

Suppart Selling

Suppart Bill Inquiry Handling

Manage Campaign

Manage Customer [nventory

Manage Product Offering Inwentory
Manage Sales Inventory

SMED SUPPORT & READINESS

Manage Service [nventory

Enable Service Configuration & Activation
Suppart Service Problem Management
Enahle Service Quality Management
Suppart Service & Specific Instance Rating

RMED SUPPORT & READIMNESS

Enable Resaurce Provisioning

Enable Resaurce Performance Management
Support Resource Trouble Management

Enable Resource Data Collection & Distribution
Manage Resource Inventory

Manage Workforce

Manage Logistics

SPRM SUPPORT & READINESS

Suppart S/ Requisition Management

Support S/P Problem Reporting & Management
Support S/P Performance Management
Suppart S/P Settlements & Payment
Management

Suppart S/P Interface Management

Manage Supplicr/Partner Inventory

FULFILLMENT

CUSTOMER INTERFACE MANAGEMENT
+ Manage Contact

= Manage Request (Including Self Service)

MARKETING FULFILLMENT RESPONSE
» Issue & Distribute Marketing Collaterals
* Track Leads

SELLING
= Manage Prospect
» Qualify & Educate Customer
= Megotiate Sales
= Acguire Customer Data
= Cross/Up Selling

ORDER HANDLING

* Determine Customer Order Feasibility
Authorize Credit
Track & Manage Customer Order Handling
Complete Order
Rprt Custamer Order Handling
Issue Customer Orders
Close Customer Order

SERVICE CONFIGURATION & ACTIVATION
» Design Salution
Allocate Specific Service Parameters to Services
Track & Manage Service Provisioning
Implement & Configure & Activate Serwvice
Test Service End-to-End
Issue Service Orders
Report Service Provisioning
Clese Service Order
Recover Service

RESOURCE PROVISIONING
= Allocate & Install Resource
Configure & Activate Resource
Test Resource
Track & Manage Resource Provisioning
Report Resource Provisioning
Clese Resource Order
[ssue Resource Orders
Recover Resource

RETENTION & LOYALTY
= Personalize Customer Profile for Retention & Loyalty
= Establish & Terminate Customer Relationship

ASSURANCE

= Analyze & Report

on Customers

= Mediate & Orchestrate Customer Interactions

BILL INVOICE MANAGEMENT

PROELEM HANDLING
* Isalate Customer Problem
* Report Customer Problem
* Track & Manage Customer Problem
= Close Customer Problem Report
* Create Customer Problem Report
» Correct & Recower Customer Problem

CUSTOMER QoS SLA MANAGEMENT
= Assess Customer QoS Performance
* Manage QoS/SLA Violation
* Report Customer QoS Perf
* Create Customer QoS Perf Degradation Report

Track & Manage Customer QoS5 Perf Resolution

Close Customer Qo5 Perf Degradation Report

SERVICE PROELEM MANAGEMENT

= Create Service Trouble Report

= Diagnose Service Problem
Correct & Resolve Service Problem
Track & Manage Service Problem
Close Service Trouble Report
Survey & Analyze Service Problem

SERVICE QUALITY MANAGEMENT
= Maonitor Srvc Quality = Track & Manage
= Analyze Srvc Quality Srvc Quality
= Improve Srvc Quality Ferf Resolution
= Report Srvc Quality Perf = Close Service Perf
= Create Service Perf
Degradation Report
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RESOURCE TROUBLE MANAGEMENT
* Survey & Anahee Rac Thl = Reoport Rsec Thl
* Localize Rsre Thl
= Correct & Recowver Rere Thi = Create Rsrc Thl Rprt
= Track & Manage Rsrc Thi

RES0URCE PERFORMANCE MANAGEMENT
= Monitor Rsrc Perf * Create Rsrc Perf
» Analyze Rerc Perf Degradation Rprt
* Caontrol Rsrc Perf » Track & Manage
* Report Rsrc Perf

RESOURCE DATA COLLECTION & PROCESSING

= Collect Management
Information & Data

5P REQUISITION MANAGEMENT

Select Supplierf/Partner

Determine S/P Pre-Requisition Feasibility
Track & Manage S5/P Reguisition

Receive & Accept S/P Requisition

Initiate 5fF Requisition Order

Repart 5P Requisition

Close S/P Reguisition Order

S/P INTERFACE MANAGEMENT
* Manage S/P Reguests {Including Self Servicel

ENTERPRISE EFFECTIVENESS MANAGEMENT PROCESSES

PROCESS MANAGEMEMNT

ENTERPRISE QUALITY

PROGRAM & PROJECT

& SUPPORT MANAGEMENT MANAGEMENT
ENTERFPRISE
FERFORMAMNCE FACILITIES
ASSESSMENT MANAGEMENT & SUPPORT

HUMAN RESOURCES MANAGEMENT PROCESSES
HR POLICIES & ORGANIZATION WORKFORCE
FRACTICES DEVELOFMENT STRATEGY
WORKFORCE EMPLOYEE & LABOR

DEVELOPMENT

RELATIONS MANAGEMENT

= Process Management
Information & Data

5P PROELEM REPORTING & MANAGEMENT
Initiate S/P Problem Report

Receivwe S/P Problem Repaort

Track & Manage S/P Problem Resolution
Repart S/P Problem Resolution

Close S/P Requisition Order

S/P PERFORMANCE MANAGEMENT

Monitor & Control S/F Service Performance
Track & Manage S/F Performance Resolution
Report S/P Performance

Close SfF Performance Degradation Report
Initiate S/P Performance Degradation Report

#
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Analyze & Repart 5/F Interactions

-

Apply Pricing, Discounting,
Adjustments & Rebates
Create Customer Bill Invoics
Produce & Distribute Bill

BILL PAYMENTS & RECEIVAELES MANACEMENT

» Baild Customer Insight
» Aralyze and Manage Customer Risk -
= Validate Customer Satisfaction =

Manage Customer Billing
Manage Customer Payments
Manage Customer Debt Collection

BILL INQUIRY HANDLING

Create Customer Bill Inguiry Report

Assess Customer Bill Inguiry Report
Authorize Customer Bill Invoice Adjustment
Track & Manage Customer Bill Inquiry
Resolution

Report Customer Bill Inguiry

Clese Custamer Bill Inquiry Report

SERVICE & SPECIFIC INSTANCE RATING

-

Degradation Report

= Close Rarc Thl Report

Rsrc Perf Resolution

* Distribute Management
Infarmation & Data

Mediate Usage Records
Rate Usage Records
Analyze Usage Records

= Audit Data Collection
& Distribution

S/PSETTLEMENTS & BILLING MANAGEMENT

-
-
-
-

Manage Account

Recoive & Assess Invoice

MNegotiate & Approwve [Invoice

Izsue Settlements Notice & Payment

= Mediate & Orchestrate Supplier/Partner Interactions

KNOWLEDGE & RESEARCH MANAGEMENT PROCESSES

KNOWLEDGE
MANAGEMENT

RESEARCH
MANAGEMENT

TECHNOLOGY
SCANNING



STRATEGIC CAPABILITY MODEL (SCM): ETOM MAPPED TO BUSINESS CANVAS
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Enterprise Domain

Party Performarice

Management

Party Training and Party Special Event
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STRATEGIC CAPABILITY MODEL (SCM): ETOM (3) - STRATEGY X-MATRIX

X X Customer Experience
X X X X improved customer loyalty and reduced churn X
X X X Optimised and unified invoicing x x x
X Modular flexible product and service selection X X X
Image
Trusted and respected in the marketplace by our
X X X X X X X X
partners
Recognised and res the marketplace, by
our partners, employ communities X X X X X
x| |Be the industry leader a# the next generation X x x x
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Customer Experience

improved customer loyalty and reduced churn

Optimised and unified invoicing

Modular flexible product and service selection

Image
Trusted and respected in the marketplace by our

partners

Recognised and respf €, n the marketplace, by

our partners, employe, S a4 communities

Be the industry leader as the next generation
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Strategic Objec

PRODUCT MARKETING COMMUNICATIONS &

PROMOTION
RVICE DEVELOPMENT & MANAGEMENT

SERVICE STRATEGY & PLANNING
SERVICE CAPABILITY DELIVERY

RVICE DEVELOPMENT & RETIREMENT

EVELOPMENT & MANAGEMENT
RESOURCE STRATEGY & PLANNING

STRATEBIC:
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STRATEGIC CAPABILITIES

TO KPI'S, AND THERETHROUGH
TO STAKEHOLDER VALUES AND

STRATEGIC OBJECTIVES

HENCE BUSINESS-MEASURABLE

HEREAFTER
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2-BUSINESS CAPABILITY MODEL (BCM)







TRACEABILITY FROM KPI'S TO CAPABILITIES/PROCESSES/SERVICES/IT

Traceability from system functionality = Capability = Process Step = e2e process = business KPI, creating a
premise to base all application rationalization/modernization initiatives on KPIl impact.

: : o A Ti Fulfil Distributi :
% First Call Resolution Average Wait Time verageorlgweer to Fult |strgohua’\c:]onnefscross % Repeat Problems %e-Bills Issued
(o) 1 1 (0) D 1 ()
% Problems Resolved InC|dent.Resqut|on % Orders gllvered by || % Problems Reported by % Bills Inaccurate ey by Eheninel
by Due Date Time Commit Date Customer

Trouble to Resolve Trouble to Resolve Billing

Supported by:

d Y4 Y4 Y4 Y4 B

Customer Customer Incident Bill Calculation and Payments and

Order Management .
Management Management Presentment recharging
\_ VAN VAN VAN VAN J
Realized through:
IT Systems that . 4 4 -
implement the CRM Functionalities Ticketing Functionalities Billing Functionalities
Capabilities | ™~ 7 )
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TRACEABILITY FROM KPI'S TO CAPABILITIES/PROCESSES/SERVICES/IT (2)

Traceability from system functionality = Capability = Process Step = e2e process = business KPI, creating a
premise to base all application rationalization/modernization initiatives on KPIl impact.

App Functionality

View

Average Wait Time Average Time to Fulfil Order

Customer Interface
Management

Inbound Call Store Token/Queue
Routing Management

% Orders Delivered by
Commit Date

Manual Customer

Interaction ]
N

Inbound Call Routing

Communication Gateway

eVoice




Strategy

Manage

Execute

Business
Administration

Business Planning

Business Unit
Tracking

Staff Appraisals

Staff
Administration

Production

Administration
L

New Business
Development

Sector Planning

Sector Management

Product
Management

Product Directory

Marketing
Campaigns

Relationship
Management

Account Planning

Relationship
Management

Credit Assessment

Credit
Administration

Servicing & Sales

Sales Planning

Sales Management

Sales

Customer Dialogue

Contact Routing

Financial Control and

Product Fulfilment :
Accounting

Fulfilment Planning | Portfolio Planning

Compliance

Fulfilment
Monitoring

Reconciliation

Product Fulfililment

Customer Accounts
Document
Management General
Ledger

Target
Competency

Base

Competitive

Differentiated




Strategy

Manage

Execute

Business
Administration

Business Planning

o .

Business Unit
Tracking

M

Staff Appraisals

Staff
Administration

I

Production
Administration

I

New Business
Development

Sector Planning

.
Sector Management
.

Product
Management

Product Directory

B

Marketing
Campaigns

~

Relationship
Management

Account Planning
L

Relationship

Management
L

Credit Assessment

Eml L

Credit
Administration

~

Servicing &

Sales

Sales Planning

L

x

Sales Management

.

Customer Dialogue

L

Contact Routing

L

Product Fulfilment

Fulfilment Planning

Fu..*'ment Planning

M

Product Fulfillment

Ml

*

Document
Management

B -

Financial Control and
Accounting

Portfolio Planning
M

Compliance

_

Reconciliation

I

Customer Acrn.

Target
Competency

Base

Competitive

Differentiated

Revenue /
Cost

B Revenue
Cost
(H, M, or L)

*“Hot”

Component

Revenue/Profit
i | Improvement
opportunity

Ge.
Ledger

Cost control

- opportunity



3-ENTERPRISE CAPABILITY MODEL (ECM)




ENTERPRISE CAPABILITY MODEL (ECM): TELECOMS

ALFABE

ALFABET

Data Qualty  Import/Export

Business & Strategy Organization
Profile & Oversight Link Profile & Oversight Link .

o Research &
Business S Development

s Information
Resilience Strategy
Strategy Management

Strategy

Client Business
Development

% Strategy Value Chain Strategy

Business Po
Market Manageme

Management

Platform Strategy Value Chain Planning

Bus. Enterprise

Architecture Regulatory Knowleglge

Compliance Development

Strategy Capability
Management

Value Chain Rules & Policies

Channel Strategy Enterprise

Resource Strategy

e

Management
Solution

Production Operations &
Management Maintenance

Knowledge
Capture &
Availability

IP Capitalization

Solution
Engineering
Solution Compo-
nent Development Solution Warranty
Collaborative Integration Management
Design-In

i ; Client Inventory
Engineerin
g 9 Logistics Management

Bus. Processes

& IT Infrastructure
Solution

Marketing

Information Flows

1 N 1 1 1
Market Portfolio Manage Standard Business Process Solutions
Management Business Models k Compliance Information Architecture Value Chain Management
" Financial — Resource
Client profile Management Security, Privacy Management Developm. Process
management Nata Protection Deployment
Demand & Supply Management
Opportunity Performance ed Risk Development
Management IT Management agement ‘ Intellectual Program Magt.
g - Property Partner Process Partner
Sales Human Resources g N Management Release Integration Integration management
Management Management 0 C Planning
' ' ' ' [ ALFABET
Account & Financial Data & Content Procurement Services LI o |
Territory Operations Management Execution Management

HR Operations

Manage Contract
Lifecycle

Business
Resilience &

Disaster recovery

Legal Management

& Support support

Asset Lifecycle
Wanagement

Enterprise IT App., Data, Technology Change Portfolio- PGMs & Projects
Profile & Oversight Link Profile & Oversight Link

EA TRANSFROM CONFIDENTIAL
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 Fact based analysis made with 4+1

mapping
 Business capabilities are assessed Iin

Human | Management

A== E=N relation to the 4 aspects

Sales

. * Optimised roadmap and change
(implementation) planning made based
Organisation Lens on uptodate valid enterprise insight and
data

Business Value Lens (SCM relation)

Asset Mgmt &
Development
Sales &
Channel
Management
New
Business
Customer
Finance

Monitor and

Business
Adm i
Asset Mgmt &
Product
Development
Sales &
Channel
Management
New
Business
Customer
Service

:‘:’“‘“.‘9& Manufacturing Operations Accounting
aysis Planning Planning

Refinement
M M Wanage
Nonior and Resource HEEREE
Manage
R Product
Managemen Wl pManagement Operational
[ Advisor/
encutomef] 1
vis

Business Capability Model

e
MARKETING &

marketing _ff Consumer CUSTOMER MERCHANDISING CHANNEL (DIGITAL) SUPPLY CHAIN
viso Product ales MANAGEMENT
BCM 8
Execution and Senarting
o Training ] CUSTOMER PRODUCT STRATEGY
RELATIONSHIP
£ STRATEGY
8
X . § PRICING STRATEGY
Business —— Business . . Branch & New Customer ~ Customer %
Financial . Retail Banking P . s L !
& Resource Management Portfolio Product Delive Distribution  Business  Servicing Relationship 5
Admin g Management & Services Development & Sales Development CHANNEL DESIGN &

LAYOUT
Business
and Resource|

Si
Planning Pla

Business
and Architecture

IN-BOUND

Analysis Alliance & S
G ortfolio T
¥ Authority Analysis ) ‘ LA Lol COMPANY, OU
Management PRICE/ PROMOTIONS MPATNTA G E N BN LOGISTI
(;J‘isg;essi 5 . MANAGEMENT
Checks | [IEiEms Menagenc Behevior 3t : REPLENISHMENT
a i

Prodi

& Models

ustomer
Accounting
Policies

Asset Mgmt &
Development
Marketing
Sales &
Channel
Management
Customer

SOURCING & VENDOR CHANNEL BAGCK

HANAEEUENY OFFICE OPERATIONS
NANAS 20T CUSTOMER ORDER

PRODUCT LIFECYCLE MANAGEMENT
MANAGEMENT (PL

o
-
Controls = -

Branci -
Collections
Network
Operations

=
>
=
»
(2]
m

Planning

; Manufacturing Operations Accounting
Analysis & Planning Planning i

Refinement

INVENTORY
VISIBILITY

Human Monitor and R e
Resource Manage
Management Operational ¢
acilies ] Advisor/
Operations h%gi:;gggﬁé End-custome Egi;sumer
ag | BEE m— = e,
Adminsston Fionder 5 MASS MARKETING &

Execution ADVERTISING

ALLOCATION

Administration Consolidation Information
" Tradin — Campaign
Fixed Financial Bank -
Asset Registe (Back Office) eller Bervices Execution

pi
K nds
Reparting Customer [Management
aining Administratio
[Intelligent | n
: Sales
Support

Correspondend M

PURCHASE ORDERS

ILNo23X3

Web)
Help Desk) Ledaer (S Services Processing Management Management Campaigns Histo

I LABOR AND
SOCIAL MEDIA
MARKETING ' ORKFORCE

Portfolio Lens

5 3= = 5
The Valug
Chain
Business
Activity Level
Operations
Distribution Planning
Planning
== |
" ‘mwm

End
End custom«
o marketing :.7:""‘"

Product
o pme ¢ mpal
a ign
Execution Gor ¢l

-
a0 =
EA TRANSFROM CONFIDENTIAL




ENTERPRISE CAPABILITY MODEL (ECM): USED AS BASELINE TO ASSESS
CURRENT ENTERPRISE AND OPTIMISE PROGRESSION TO TARGET
OPERATING MODEL (TOM)

BUSINESS
STRATEGY

OPERATING CAPABILITIES

ue|d ®» Abarens

41NO03X43

MARKETING &
CUSTOMER
MANAGEMENT

CUSTOMER
RELATIONSHIP
STRATEGY

CUSTOMER SERVICE
MGMT

MASS MARKETING &
ADVERTISING

SEARCH MARKETING

SOCIAL MEDIA
MARKETING

MERCHANDISING

PRODUCT STRATEGY

PRICING STRATEGY

PRICE / PROMOTIONS
MANAGEMENT

SOURCING & VENDOR
MANAGEMENT

PRODUCT LIFECYCLE
MANAGEMENT (PLM)

ALLOCATION

PURCHASE ORDERS

CHANNEL (DIGITAL)

CHANNEL DESIGN &
LAYOUT

CHANNEL BACK
OFFICE OPERATIONS
MANAGEMENT

SALES AND
CUSTOMER
TRANSACTIONS

BACK OFFICE /
INVENTORY
OPERATIONS

LABOR AND
WORKFORCE

SUPPLY CHAIN

DISTRIBUTION,
WAREHOUSE, SUPPLY
CHAIN STRATEGY

IN-BOUND, INTRA -
COMPANY, OUTBOUND
LOGISTICS

REPLENISHMENT

CUSTOMER ORDER
MANAGEMENT

INVENTORY
VISIBILITY

FOCUS ON
EVALUATING
OPERATING
CAPABILITIES

BUSINESS
STRATEGY
ELEMENTS
NOT
EVALUATED

EVALUATION
FOCUSED ON
ENTERPRISE
WIDE
MARKETING,
MERCHANDISI
NG AND SCM
AND DIGITAL
CHANNEL
FRONT END

LEGEND

SIGNIFICANT
POTENTIAL TO

IMPROVE FOR
SCALABILITY

EA TRANSFROM CONFIDENTIAL e



OPTIMISATION OF THE IT FUNCTION WITH CAPABILITY OWNERSHIP (ILLUSTRATIVE)

Co Source

In Source

Optimize



4-CHANGE CAPABILITY MODEL (CCM)




THE 4-STAGE EVOLUTION OF THE CAPABILITY MODEL (XCM)

1. B

SCM- Strategic Capability
Model: WHAT does the
business want to do and
achieve, and what high level
capabilities and services are
envisaged to provide the key
products and services?

BCM- Business Capability
Model: HOW can the
business be established
and operate to optimise
how it provides the key
products and services?
want to do and achieve, in
a manner that is
AGNOSTIC TO FUTURE
IMPLERMENTATION.

Market_Sales Domain

Senvice Problem Service Quality Service Guiding &
Management Management Mediation

Resource Domain

Market Strategy & Market Sales Sales Performance Marketing Campaign Loyalty Program
[ olicy Market Research Sales Development Support & Readiness Seling Management Management Brand Management Management
) =] 2 2] £ ] z
Sales Strategy & . Marketing Sales Channel Market Performance Contact/Lead/Prospe SR .
Planning welising C i Management ct Management BRI
H H H B | + L i 2]
) ) Product Domain -
Product & Offer Product & Offer Product Specification Product Support & Product Product Performance Product Capacity Product Lifecycle Product Offering
Portfolio Planning Capability Delivery & Offering Develop... Readiness Configuration Mana... g g g
e 2] £ B i) i e i) 5]
Customer Domain
Customer Support & Bill Invoice - ) Bill Payments & Manage Billing Customer Customer QoS/SLA
Readiness Orderfiandiing Bicblemiijanding Management Bill Inquiry Handling Receivables Manag. Events Experience Manage... Managemont
2} a8 B ) ji2)
Customer Customer Interaction Customer ch " Bal Customer
Experience Manage. Management Information Manage. ag‘"g E‘“E'gex alances Management

Resource Strategy & Resource Capability Resource RM&O Support & Resource Resource Trouble Resource Resource Mediation Resource Data
Planning Delivery Development & Reti... Readiness Provisioning Mana%ement Performance Mana. & Reporting Collection & Distrib...
2 =] & B ) =] i =]
Workforce
Manag‘emer\l

Party Tender
Management

Party Support &
Readiness

Party Strategy & Party Offering
Planning Development & Reti
Reli

Party Agreement Party Privacy Party Relationship Party Interaction
ge o D ent & Man

’ Financial & Asset ]

Party Revenue
Management

Enterprise Domain

Strategic & ‘ Enterprise Risk ‘ Enterprise Common Enterprise

Stakeholder & ‘

Human Resources ‘

Knowledge & ‘

) Party Problem Party Performance Party Training and Party Special Event
RIy@ ”1 Handling Hangiing Education Management

Enterpns% Planning Mana%emem E(fecnvengss Mana. Mana%emenl External F%elahons Managﬂemenl Proz:l%sses Research Managem...
U
Common Process Patterns Domain
&l Capacity Configuration Enterprise Audit
ataloging Management Specification and C. Management
] 3

Research &
Development
Strategy

Business &

Client Business
Finance Strategy

Development

Asset &
Information
Management
Strategy

Business
Resilience

Business Portfolio Stategy

Management

Market
Management

Channel Strategy
)

Platform Strategy

Bus. Enterprise
Architecture Regulatory
Compliance

Strategy

Knowledge
Management
Strategy

Development
Capability

Enterprise
Management

Resource Strategy

Value Chain Strategy

Value Chain Planning

Value Chain Rules & Policies

Value Chain Management

Bus. Process
Performance

Market Portfolio Manage Standard Business Process Solutions
Management Business Models Compliance Information Architecture
- Financial — Resource
Client profile Management Security, Privacy Management Developm. Process
management - & Data Protection Deployment

Opportunity
Management

Integrated Risk
Management

Development
Program Mgt.

Demand & Supply Management

Intellectual

Property
Management

IT Management

Partner Process
Integration

Sales
Management

Regulatory
Compliance Mgt.

Release Integration
Planning

Human Resources
Management

Partner
management

Account & Financial Implement Data & Content Research Procurement Services

Territory Operations Compliance Management Execution Management
Management Policies Solution o

Knowledge ineeri i ion
&Iall-,rsl_nm?:iﬁe Capiureg& Engineering MF‘roclucmnt Operations &
Solution Quaily Availabilty Solution Compo- DAL Mainkenance

i Management

Marketing R Opertons g — nent Develop'menl Solutio_n Warranty

IP Capitalization Collaborative Integration Management
B Design-In
Manzg;gglrgracl Legal Management Resilience & Asset Lifecycle Engineering Solution Client Inventory

& Support Disaster recovery Management support Logistics Management

ECM- Enterprise Capability Model: How
will the established and optimized
business strategy and Design be
IMPLEMENTED by a supporting
enterprise (People, Technology, Plans,
...) optimise how it provides the key
products and services?

CCM- Change Capability Model: What
specific areas need to be implemented
or changed and transformed in order to
ensure that the business has the agility
and speed to improve redefine how it
provides the key products and
services, ,

erprise [T App., Data

Engineenng,
Design &
Development
Strategy

Organiza
p n R p
ofile & 0
P " == et
Devebopraent " \Svagy I-th edormaton ‘Shategy e
i s
o e
K fe— -
cammaisn s o o e cro s i
g e e -
o o
oo [ Vo e P ot
el el N o Noors Gt
Fwncl ok
Gt 2 e el
R o bt L
Opponunty Pertrmarce R Devescoment
Aangumwrt - viectusl Program Wt
e e N e
Mgt ansgirant Parerg. o -
—
ioms Towsat o e = Poswont swen
ey [y Tt o e
— “Sokon
s e Yoo ey Prncion T
AT e Gt e [l -
= e fropsid = =
[PyS— powuonn [l comorm e et
e
Vi Gt [ (ol oagomant Resserce s Uecre =y toen rE—
Lo A 5upt O oy fost Lagates
olog D D

Production
Strategy

Project Strategy

& concept
development

Financial Strategy
& Planning

Business Strategy
and Planning
HR Poicies &
| -
Acquisitions and
Divestments

Strategy

SHEQ policy &

Product & Service
Lfe-cycle
Management

Knowledge
management

Engineering
competence
development

Demand driven
Resource
Capadity Planning

Product Qualty
Control

Project Planning
hnd Management

Project Cost
Control

Project Risk
Management

Contract
management

Daily project
management

Service Qualty
Control &
Warranty

Management

[ fork Preparation

l
- hnical Support

Performance
Monitoring

Governance and
Organization
Development

Investment
Planning

E
E

Safety Health
Environment &
Qualty
management

Execute SHEQ
activities



CCM (CHANGE CAPABILITY MODEL) COMPRISES OF ONLY
THE AREAS OF CHANGE IDENTIFIED ON THE CAPABILITY
MAP

Segment Strategy Business Strat
Engineering, Financial Strategy and phnnh;gy
Design & & Planning
Development
orec - Producton || " ot EE
SUategy development
Acquisitions and SHEQ policy &
Divestments procedures
Strategy
|
Market I | |
Demand driven
| Proguct & Zeewte Resource Project Planning Goggg:nce and
Capadcty Panning nd Management Dev
EX || v - R
Regional Sales Performance
Management Monitorin
Project Cost 0
Marketin : Control
i 9 Safety Health
Environment &
Control Quality
management
Knowledge Project Risk
management Management
Sales Contract Service Qualty
Management Control &
Warranty
Or Engineering Product Qualty ot Management
competence Control e t
development Mol
Communications
Sales & Account
{ Froduct Daty project [
: projec
‘ management
@ —_J
855 Execute SHEQ
Valdation & Dev ent =xecute SHE
Execute Proposal oo Sep activities
engineering & Execution and pervice Execution kg
Calculation Assembly Reviews
Execution
Engineering Technical Support HR administration




