Hollywood
Dreams

Hollywood Dreams gives you Cooperation

a real-life experience of this between business
and IT suppliers does

and prepares you for the existing not happen by itself.
challenges'in your organisation.
: It requires direction!
by GamlngWorks The governance of
outsourcing is
a high-priority
agenda item for
organisations.

Service Integration
and Management
(SIAM) involves
integrating the
sub-services of all
kinds of internally
outsourced
services (including
shared services)

. _ and externally
Hovy can you build the bridge b?tween .the outsourced services
business (demand) and underlying service includi loud
providers (supply) in order to deliver the value (|nc U mg ctou
that the business needs? services) into an IT

chain that increases
the efficiency of
business processes
and helps realise
business goals.

How can you ensure that suppliers make the
best possible contribution to the business?

How do you ensure the right choices
and priorities?

How do you analyse, improve and adjust
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About

Hollywood Dreams

o L
CIO/CEO

AS CIO/CEQ you are managing the HollyWood Dreams company. You
lead the team of Contract Manager, Incegration Manager, and the
business managers Business Development, Marketing and Finance.
YYour first 6§ months of this year were a bit disappointing, sales was
behind and the profit was low. The next & months you have decided
to improve the business. There For you have decided to move the IT
services to 3 suppliers:

B Trillion IT Support Services

g Purple IT Operation Services

IT Application Services

We already experienced the first month of IT Services by vendors.
From now on IT Services must be improved.

Your targets for this year are:

Sales 5 400M currently Sales is S 90M

Profit $ 120M currently Profit is 5 20M
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Set up of

the Simulation

Integration Manager

s ceoration Manager you wilplan the neegracon’ o ehe new
your ncegration Board

When venders re going o updace nfastrucare, o buld
new oplicaions you need o planan ncegracion card onthe
incegration board

Manager Finance

s ManagerFinance, ou will b responsibleFr coses and efcency
food e

Vol have s Few Buiness Demands snd ogecher wich the GO/
CE0 you have toplan hese demands o he busines portFo.
Vouwilhere chis porcflio withyour Contract Manager and
Integraion Nanager i oder o makesue the rojects are.

everything works,ontme andwihouk micaes

Suppore Fthesraeay changes, you need o update your lans.

Sheintegracon

1Fan negracen's wrong, ther s o sls nd o profc You lso
e 20 da thewrk nth next moncn
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Hallwiood Dr
Operatona coss =60 % o Revenue
Tote Costs = Operetional costs - upport contracts

Marketingncdene o tafan by Helpdazk 1ot
Matkecingncdentnos soved
eachcall that ccurs
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Round 1

Experience how
Hollywood Dreams
is managing

their suppliers

The team must organise themselves
and will receive a package of work.
The team will get used to integrating
the work and coordinating with the
three suppliers. All contracts are
different.

Are the roles and processes

clear? The integration managerin
relation to the vendors? What is
the role of the Contract manager?
Is there reflection and feedback for
renegotiation?

In the meanwhile office, operational
and applications incidents occur
and are all reported at one supplier
which lead to overload of work. The
suppliers need to collaborate and
activate Incidents management and
proactive changes to improve the
Operations as well as build projects
of the business. They will discuss
what is the role of each supplier

The use of reports and graphs
(utilisation rate, #incidents). What
is the revenue and the effect of not
solving the incidents? Each business
role knows the loss of revenue of not
receiving the calls and not solving
the calls. Does the business use this
information and are they informing
the service integration and contract
manager? What is the proactivity of
the service integration and contract
manager and the suppliers?

Round 2

Optimizing the
supplier contracts

The team will use the feedback of
their own reflection session in order
to improve the service integration
and management. They will start
portfolio management and the
service improvement and innovations
conversation are initiated with
suppliers.

Re-contracting with all suppliers will
take place

Root Cause of incidents can be found
to use the Problem Management
service and find the Known Errors
(KE) is this part of the negotiation
process with Trillion.

Service Innovations are introduced
and can be prioritised; like Service
Desk self service, Automated Testing,
Infrastructure as a Service and
Security Management

The team starts to meet regularly
with the suppliers and integrations of
services is subject of discussion

Round 3

Collaboration and
integration of services

The strategy is changing, the business
has new ideas to increase sales and
lower costs. These changes have a
huge impact on the existing contracts
and require synchronisation with all
vendors.

In this round the contract manager
will improve the reporting

Suppliers have more innovation
possibilities to optimise the service
delivery.

Round 4

Optimization of the
Collaboration

and integration

of services - changed
strategy

Contracts are adjusted and well
integrated with the strategy of
Hollywood Dreams. If necessary
suppliers are flexible to anticipate
any business opportunities that pops
up in the ever creative minds of the
Business Managers.

Your team will be able to react fast
without the need to negotiate the
contract or adjusting the processes.

Are you ready to reach Hollywood
Dreams goals of sales profit in this
round?

Program

This simulation can be delivered with
teams of 8-12 participants and will
take max. 8 hours.

Target audience

Hollywood Dreams Simulation is
qualified for all managers and their
employees involved in outsourcing,
directing and integrating digital
services.

« Employees of IT (Operations)
teams

* IT managers and team leaders
e Development teams

» Business roles

* Contract Managers

» Service Integration Managers
* SIAM specialists

e Students having followed SIAM
training can experiment with
translating SIAM theory into
practice




