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«3 largest utility company in the US

*Headquartered in Minneapolis

+9,700+ Employees

+10B Revenue

«Utilities in 8 States

+3.3 million electricity customers / 1.8 million natural gas customers

/ +Outsourced to IBM
+US & Off Shore Development teams
*Culture of Buy Software, instead of Build Applications

+26 Critical Applications
+Complex Application Integrations

+1,000s of servers and all platforms )
+2 Data Centers, Outsourced Disaster Recovery
+Lots of existing tools and investments
*Tribal knowledge locked up in people
Challen 8[=ES) -Disruptions directly impact revenue and incur regulatory penalties )
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® Business Perspective

e Implementation Management
|n00mp|ete e Service Management (Support and Delivery)
e Infrastructure Management

e Application Management

e Cultures built on Personalities
e Technologists do “Favors” not aware of their “Duties”
e Management Thrives on raising issues to get visibility

Owners &
Founders

e Creating Processes takes Budget
e Lack of Process is easily substituted by finger-pointing

e Smaller organizations have high turn-over; leads to issues with
knowledge retention

e Larger organizations face issues with letting people go; leads to
issues with lack of creativity

Financial
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Call Routing,
Simple Issue
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Before

)/ Management &
Technologists
are in their
Regular Duties

They know their
responsibility

They Know how
they are
integrated

Management

understands
Technology

Technologists
understand their
role within their
“Silo”

Everyone knows
who does what,
when, how, and
why

Returns to
Regular Duties

Technologists
clean the
Damage

Finishes
Documentation

Management
Adds Improved
Process Steps



