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Executive Overview

In 2001, the StorageTek IT organization provided the technical infrastructure and application portfolio for over 20 countries around the globe. Core application systems such as SAP, Siebel, Exchange and Oracle were supported. Approximately 10,000 laptop and desktop computers, 500 servers and 10 mainframes were supported by the IT organization. An extensive global voice and data network infrastructure is in place to service StorageTek customers, partners, suppliers and employees. 

In April, 2002, StorageTek signed an agreement with EDS to outsource most of it’s North American IT operations and applications management. Included in this outsourcing to EDS were helpdesk, desktop support, computer operations, asset management, application support and application development. StorageTek retained responsibility for IT architecture and strategy. Also, in alignment with StorageTek’s vision is to be the Storage Experts, other IT functions were retained. Engineering support for new product development and testing was retained. Control of storage management, backup/restore, disaster recovery, business continuity and pre-release product evaluation and testing were also retained by StorageTek. 

 

With this new relationship, management of the EDS contract will be extremely important and will receive a high level of focus. Good contract management will lead to not only cost controls but also opportunities to exploit the relationship to benefit StorageTek.

 

Within three years StorageTek can count on having a solid IT architecture, implemented by EDS, that provides business flexibility and cost reductions. EDS will be smoothly running the day to day IT operation within budget and Service Levels. StorageTek will be able to focus on strategic issues and continue to provide business support to the corporation. StorageTek will always be seen as the ‘Storage Experts’ and will make it clear that EDS implements our plans when it comes to storage solutions. We will focus on IT architecture and will align to StorageTek’s storage and storage management solutions.

 

A focus will be put on consolidation of IT resources and increased disciplines in terms of use of IT assets. We will leverage EDS process and discipline to accomplish these goals. 

 

 

 

 

IT Operations Strategy

 

Vision Statement

· Be the Information Technology experts who architect and manage the delivery of an effective, flexible computing, networking and storage infrastructure to manage and protect StorageTek’s corporate information.

  Goals:

a. Deliver an IT infrastructure that aligns to the business process and application roadmap delivered on time and architected to handle application needs and capacity and performance requirements.

a. Create an IT enterprise architecture – see IT enterprise architecture strategy

a. Align globally both architecturally and operationally

a. Leverage the EDS outsourcing relationship

b. Deliver service levels that meet or exceed current levels. 

b. Manage closely the EDS SLAs

b. Create closer alignment and increased involvement with the disk and tape business groups

b. Improve customer satisfaction levels

b. Improve system availability 

c. Deliver a cost effective infrastructure and operations environment.

c. Manage EDS contract and associated costs

c. Exploit opportunities provided by EDS contract

c. Implement architecture that is based on standards and consolidation

c. Drive down engineering mainframe costs

d. Deliver an IT infrastructure that demonstrates and showcases StorageTek products.

d. Focused effort on pre-release testing

d. Preliminary customer assessment process

d. Focus on storage management

d. Focus on business continuity, backup/restore, archival and HSM architectures and implementation

d. Increase alignment with Marketing, Customer Visits and Corporate Communications

e. Implement new performance management system assuring goal alignment and 

development and career plans are in place for all employees.

 

Strategies:

a. Deliver an IT infrastructure that aligns to the business process and application roadmap delivered on time and architected to handle application needs and capacity and performance requirements.

a. Create an IT enterprise architecture

a. Form a cross functional team of experts consisting of experienced IT architects, who will focus on establishing the future architecture of STK’s IT environment.  This architecture will include storage, server, network, security and application.

a. Utilize EDS expertise and experience as part of the team.  The new EDS contract requires EDS to participate in the architecture process and provide ideas on improvement.

a. Focus on a high availability architecture using technologies such as server clustering, failover and disk mirroring.  StorageTek products will be used to ensure data availability and protection.

a. Integrate the application architecture with the infrastructure and operations architecture.  Application rationalization will be included in the overall IT architecture plans.

a. A key architecture strategy will be data center and server consolidation.  This will lower costs and improve manageability and availability.  The new EDS contract requires execution of this strategy to meet pricing baselines. 

a. Create an information security strategy and architecture that will protect StorageTek’s corporate data and systems.  This strategy must address network, system and data access and permissions. 

a. Standardize and reduce the number of desktops by providing ubiquitous desktop environment.  Currently StorageTek maintains approximately 1.7 desktop devices per employee.  We must provide a desktop environment that allows employees to perform all necessary job functions with one standard device.

a. Web enable system access.  This strategy will help with number 7 above.  Secure access to our systems from any device, any time and from any place will improve productivity for all employees, partners and suppliers.

a. We will move to a single WAN provider globally, to drive down cost, standardize the environment and ease the manageability.  Worldcom will be our single WAN provider and their relationship with EDS will enable cost savings and improved service.

a. Unified messaging, the integration of a common voicemail and email environment will provide improved communications among all employees.

a. Implementing a storage architecture based on StorageTek products and solutions will ensure availability and protection of StorageTek’s corporate information, while demonstrating to our Customers, the best storage solutions available.

a. Align globally, both architecturally and operationally

a. International IT organizations will participate on the cross functional architecture team to ensure global standards.  A consistent global architecture will lead to cost savings.

a. A global operations management team will be in place to ensure IT decisions for StorageTek meet the needs of the global community.  This team will drive common process, standards and integrate the outsourced portions of the global IT organization with the StorageTek managed portions.

a. Global standards and processes will enable cost savings and ease of management.

a. The global WAN rollout will enable cost savings, ease of management and a consistent vendor relationship.

a. International web sites will be consolidated in Louisville.  This strategy aligns with the architectural goal of consolidating data centers and servers.  Consolidation in Louisville allows cost savings and improved reliability and business continuity.

a. Under the new contract, EDS is committed to provide some level of international support.  We will ensure that the EDS obligations are met and leveraged to provide value to StorageTek.

a. Drive all major project requests through the BET PMO process and deliver projects using the Project Management Process.

a. Leverage the EDS outsourcing relationship

a. The StorageTek retained Operations team will understand the EDS contract in detail and will make sure that all opportunities available in the new contract are exploited to StorageTek’s advantage.

a. The EDS contract specifies liaisons for both StorageTek and EDS.  Experience has shown that good relationships between liaisons leads to advantage for both parties.  We will focus on these relationships in order to make sure we get the absolute most out of the contract.

a. EDS is obligated to provide StorageTek with continuous improvement ideas on a regular basis.  These ideas can be cost savings, service improvement or business improvement.  We will hold EDS to this obligation and leverage the good ideas provided to us.

4. Learning from the ‘greater’ EDS through tours of EDS facilities or other EDS customer sites will be a focus for the Operations organization.  We will leverage what we learn to improve our own IT organization and to also gather ideas that may help the StorageTek business groups. 

5. We will continue to explore expanded relationships with EDS in order to drive cost reduction, improve service or enhance our ability to deliver competitive advantage.  The potential to do joint product testing with EDS has been discussed and we will continue to explore this potential opportunity.

6. EDS brings strong process and discipline to the IT Operations environment.  This will help StorageTek implement desired changes and improvements to the IT infrastructure environment.

 

b.
Deliver service levels that meet or exceed current levels

1. Manage closely the EDS SLAs

1. A disciplined Operating committee will be in place to manage EDS service level agreements, invoicing, out of scope work and any issue that requires conflict resolution.  Weekly meetings will ensure that EDS is held accountable for the contractual service levels.

2. There will be three focused STK liaisons for the IT Operations organization.  This team will work closely to cover all aspects of the contract and will have the capability of backing each other up.  Focus on the contract will ensure EDS compliance to SLAs and responsibilities.

3. By enforcing the continuous improvement EDS obligation, we will constantly introduce changes that help improve service levels to StorageTek employees, Customers, partners and suppliers.

2. Create closer alignment and increased involvement with the disk and tape business groups

1. The disk and tape business groups will have a dedicated Business Area Manager to address any IT related issues.  This BAM will ensure that customer satisfaction levels remain high for the business groups.

2. In order to deliver the best possible service to the disk and tape business groups, we will meet with key players to learn and understand the strategies and roadmaps of the two groups.  Alignment to these strategies and roadmaps will be the responsibility of the Business Area Manager.

3. A mainframe steering committee will be maintained to ensure that the development and test requirements of the engineering groups are met in the mainframe environment.

3. Improve customer satisfaction levels

1. Setting realistic expectations with all customers as to what they can expect in terms of service levels will be crucial.  The contractual obligations of the EDS contract need to be interpreted and communicated to all internal customers.  

2. We will hold EDS accountable for delivering on committed service levels.  One of those service levels is customer satisfaction.  Ongoing meetings with key customer groups will be used to ensure satisfaction is high.

4. Improve system availability

1. Architect and deliver high availability environment as described above.  Server clustering, failover and disk mirroring will be deployed.

2. We will identify and eliminate critical single points of failure in the IT infrastructure.  

3. The mentality of disaster recovery will be replaced with business continuity for critical systems.  Plans will be implemented to ensure that critical systems are always available.  Failover and mirroring between two datacenters will be put in place to enable this.

4. Leveraging EDS disciplines and processes will help to improve system availability.

5. The implementation of StorageTek products and solutions will lead to improved data availability.

c. Deliver a cost effective infrastructure and operations environment

1. Manage EDS contract and associated costs

1. A disciplined Operating committee will be in place to manage EDS service level agreements, invoicing, out of scope work and any issue that requires conflict resolution.  Weekly meetings will ensure that costs are controlled.

2. Three focused STK liaisons for IT Operations will manage the contract and ensure that costs associated with the EDS contract are controlled.

2. Exploit opportunities provided by EDS contract

1. Enforcing EDS’s continuous improvement obligation will lead to cost reduction ideas.  We will hold EDS accountable for this obligation.

2. EDS has several relationships with StorageTek suppliers.  We will work with EDS to explore leveraging the EDS relationships to drive down StorageTek costs.

3. Understanding the EDS contract thoroughly will enable StorageTek to exploit opportunities for cost savings. 

3. Implement architecture that is based on standards and consolidation

1. Server consolidation is a requirement of the new contract.  If we do not reduce the number of servers we have, our EDS costs will go up significantly.  We also have the opportunity to receive savings if we drive down the server number below the contract baseline.  We will architect IT solutions that require fewer servers. 

2. Using the Linux operating system on mainframe computers can allow the reduction of physical Unix servers.  We will explore this opportunity.

3. Consolidating data centers to one primary and one backup is our strategic direction.  This will mean consolidation of the MRDC data center and field servers where appropriate. 

4. Currently file serving is provided by multiple servers running multiple operating systems.  Our strategy will be to move to one standard file serving platform, reducing servers and complexity.

5. Standardize and reduce the number of desktops by providing ubiquitous desktop environment.  We must provide a desktop environment that allows employees to perform all necessary job functions with one standard device.

6. Moving to a single WAN provider will standardize, simplify and drive costs down for our global networking infrastructure.

4. Drive down engineering mainframe costs

1. The Mainframe steering committee will continue to focus on strategic direction of the corporate mainframe computing needs and opportunities to drive costs down.

2. Exploit EDS relationships with mainframe software suppliers to take advantage of any EDS price breaks that can be passed on to StorageTek.

3. Establishing a roadmap for mainframe CPU replacement and upgrade will put StorageTek in a better negotiating position with IBM and other third party suppliers.

d. Deliver an IT infrastructure that demonstrates and showcases the effective use of StorageTek products

1. Focused effort on pre-release testing

1. StorageTek will retain a small, focused team of IT and product experts to perform pre-release testing of StorageTek products.  Beta testing of our products will provide engineering and marketing with valuable, real world knowledge about our products, prior to Customer shipment.

2. Strong partnerships with engineering and marketing will be established.

3. We will establish partnerships with the professional services and alliances groups.  

2. Preliminary customer assessment process

1. The IT Operations organization will participate in assessments of new StorageTek product ideas.  Because StorageTek’s internal IT organization is representative of most StorageTek customers, we provide valuable, early input to the product development process. 

2. We will evaluate new StorageTek products and solutions and provide business cases, value propositions and critical analysis from a customer perspective.

3. Focus on storage management

1. StorageTek has retained responsibility for directing storage management activities under the EDS contract.  We will work closely with the Storage Management strategists within StorageTek to ensure our internal storage management aligns with our corporate direction.  EDS will follow our direction in this area.

2. We will provide participation to corporate MAP, PMP and PDP teams to ensure that a customer perspective is represented and that our internal IT architecture is in alignment with corporate direction.

3. Our internal storage architecture will showcase StorageTek’s products and solutions.

4. Focus on business continuity, backup/restore, archival and HSM architectures and implementations

1. Conduct regular Business Impact Analysis with business and functional groups to prioritize critical systems.  

2. Architect business continuity solutions that align to StorageTek corporate offerings.  We will work closely with the professional services group to share our experiences, ideas and implementations of business continuity solutions.

3. Drive EDS to complete archive, HSM and business continuity projects using StorageTek products, solutions and architectures.

5. Increase alignment with Marketing, Customer Visits and Corporate Communications

1. Advertise and conduct Customer tours of our data center to showcase and explain our internal use of StorageTek products and solutions.  Customers appreciate and trust the information they receive from their peers at StorageTek.

2. We will provide and participate in Customer presentations.

3. We will publish white papers and technical articles explaining our use of StorageTek products and the associated benefits.

4. We will provide marketing collateral and case studies for Marketing.

 

e. Implement new performance management system assuring goal alignment and 

development plans are in place for all employees.

1.      Develop C-Smart performance and development goals aligned with the

               corporate goals.

2. Create and define opportunity paths for employees that define education,

training, skills, and experience needed for promotion/or movement into new positions to support development and career goals.

 

 

 

 

Metrics:

a. Deliver an IT infrastructure that aligns to the business process and application roadmap delivered on time and architected to handle application needs and capacity and performance requirements.

i. Complete first draft of IT architecture by July, 2002

b. Deliver service levels that meet or exceed current levels

i. System availability of 99.8%

ii. Customer satisfaction of 80% (4/5 on surveys)

iii. Hold EDS to all 74 SLAs

iv. Internal contract service levels met or exceeded for disk and tape business groups

c. Deliver a cost effective infrastructure and operations environment

i. Meet or under-run 2002 IT operations budget

ii. Manage the EDS contract within budgeted number

d. Deliver an IT infrastructure that demonstrates and showcases StorageTek products.

i. Customer satisfaction for Customer tours of 80%

ii. Submit 2 patents per year

iii. Publish 5 white papers and 2 periodical articles per year

iv. Customer satisfaction for pre-release testing of 80%

e. Implement new performance management system assuring goal alignment and



Development plans are in place for all employees.




1.  Develop C-Smart performance and development goals aligned with




corporate goals.

· % employees with C-Smart performance and development goals

 

 

SWOT Analysis

Strengths:

STK product knowledge

Budget management

Technical and industry knowledge

Management team – discipline

Local architectural knowledge 

Excellent staff – talent

Good reputation with engineering groups

Outsource management experience

Communication skills

 

Weaknesses:

Project delivery (scope, execution, and velocity)

Discipline of employees 

Capacity/performance management

Lack of retained network technical skills

Integrated architecture

 

Opportunities:

EDS knowledge of technical security

EDS discipline – to drive process

EDS ability to deliver continuous improvement opportunities

Ability to focus on architecture, strategy and management issues

Server consolidation & PC rollout, if completed, could lead to additional EDS savings

Change culture – more discipline and priority setting

Flexibility using EDS

Leveraging the greater EDS

 

 Threats:

Security of technical knowledge and IP

Lack of monitoring of EDS (Auditing)

Mainframe and server security

Capital cuts – (architecture could be delayed-can’t meet delivery dates.

Workload/bureaucracy created by new contract

Small number of people on new team

Global team falling apart due to new contract

Large new contract causing lack of control

Extra EDS costs 

Server consolidation and PC rollout projects are critical to cost containment

  Critical Success factors:

Focused and disciplined management of the EDS contract will be essential to success.  The contract must be managed from a service delivery and cost containment perspective.

Delivering a complete, global infrastructure and application architecture and roadmap is a contractual obligation of the EDS contract that we must fulfill.

Retaining our key employees is critical.  We have a very small team of highly talented people that are important to our success.

Ensuring that there is adherence to the Program Management Process, Operating Committee and other governance entities will allow proper prioritization and resource allocation.

Strengthening our partnership with the disk and Tape business groups and working closely with all Business Area Managers is essential.

Roadmap Milestones Summary:

2002 
An enterprise architecture will be established for servers, storage, network, security and applications.

Transition of operational responsibilities to EDS will be completed.

System availability will exceed 99.8%.

Business continuity for SAP, Exchange and Clarify will be in place.

Servers will be reduced from 414 to 320.

Desktops will be reduced from 6800 to 5200 in North America.

2003
WAN consolidation to Worldcom will be completed.

Unified messaging for North America will be completed.

IT operations costs will equate to 40% of overall IT budget.

2004
Ubiquitous desktop environment implemented.

Servers reduced to 178.

System availability will exceed 99.9%.
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