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Personal Biography

£y Alexandre HEDAYAT

o ".
Mobile: +41 (79) 244 63 35
Email: alexhedayat@yahoo.com

Mr. Hedayatbrings 30 yearsof extensiveglobalexperience more specifically
in Switzerland Europe,Russiaand the United Statesin information systems,
consulting,sales& businessdevelopment,technology,finance,and covering
numerouskey industry sectors His clients have benefitted from his unique
know-how, and deep knowledge in strategy, operations, management,
strategic sales, negotiations, advisory, consulting, transformation, and
outsourcing He also brings a very unique mix of perspectivesfrom his
extensiveclient, advisoryconsultingandserviceLINE @ Jexp&ibidoed

Mr.1 S R &nuliirdséiplinarybreadthand depth of experiencehasallowed
him to bringrecognizedtrusted and valuedadvisoryguidanceand consulting
both at operational and Board level. This,in areassuch as management,
strategic sales, strategy, service delivery, global operations, megadeal
outsourcing leadership& advisory Further experiencealso includes high-
profile transactions,transitions and transformations, finance, applications,
audit, security, organization,change,and telecommunicationsMr. Hedayat
hassold and led a number of key sourcingtransactions,developedsourcing
and IT strategies,advisedon numerouscritical global negotiationsfrom all
sidesof the table, supportedset-up of governancepperations& deliveryand
providedstrategic,Boardleveladvisoryto a numberof clients Hisexperience
coversa wide rangeof industriessuchas Manufacturing,ChemicalOil & Gas,
Energy,Insurance AerospaceBanking,Finance,ConsumerGoods,Telecom
munications Defenseand Governments He has supportedhightlevel clients
in the United States RussiaEuropeandthe Nordics
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Prior to working with 1SGfor the last 6 years,Mr. Hedayatspent 15

yearsin global roles working for Du Pont de Nemours,in Financial
Audit, IT Service Delivery, Telecommunications, Strategy,
Transformation, Executive Board Advisory as well as providing

leadershipfor a $5hillion outsourcingfor DuPontl.T. includinga 4000

FTEglobalworkforcetransfer. Mr. Hedayatthen joined CSGor 8 years
where he held global project, delivery and businessdevelopment
roles,aswell asworkingon megadealsizedoutsourcingengagements
up to $8billion both in the civilianand defensesectors Hethen joined

OrangeBusinessServiceso build and lead their global Outsourcing
StrategicSalesteam, winning over $2billion worth of new business
during his 6 yearsin Orange He is alsoa regular speakerat industry

andeconomicevents

Mr. Hedayatis a Swissnational, lives in Geneva,with Russianand
Persianbackgrounds,has worked and lived in the United States,
Russiaand Europe He speaks fluent French and English, and
understands German and Russian He has solid multi-cultural
experience,working with a global and diverse group of corporate
clients Heholdsa degreefrom the EcoleSupérieurede Commerceof
Genevaand hascontinuouslyrefreshedand updatedhis expertiseand
thought leadership through executive education and development
over 25 years Mr. Hedayatis a current aircraft and helicopter pilot,
andis activein the field aviationsafetyand humanfactors
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Virtually every ISG Client has this Problem Today. . .

Many different Service Providers . . .

How can | make Multisourcing
seamless to my customers?

What management activities do |

HP
NN need to keep vs outsource?

yeEliy  Howdo | handle poor
performance?

How should | implement
Multisourcing?

How do | handle risk?

How can | make the
Providerswork together?
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Outsourcing / Managed Services Contract

General: Contract addressésur key areas:
1. Establishinghe relationship
: : : Control and
2. Managingthe relationship Governance
3. Payingfor the relationship
4

. Terminatingthe relationship (and transitioning to Scope
a new relationship)

Price

Unigueaspects of an outsourcing contract: L2

A Longterm arrangement with fixedinit prices

Ab2 AGLINPRdzOGE¢ |G GKS SYR 2F (KS LIN

A Outsourcipg sgryiceg are not (;omrpodity §erviges, UaItAhough irr]portgnAt to
A LINRRdAzZOUAIl S¢ UKS aSNIAOS o{uldSYS

Ab2 yIGdz2NIt af SOSNFISE F2NJ Odzad2YS|

A Delegation of important operating functions to a third party

A A contract for flexibility fowariability of demand and continuous
improvement, adapting tehangein business and IT needs.

A Delegation ofmportant operating functions to a third party
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The paradox of interests of managed services

e R Customersvant asmuch additional servicess they can
get, at the highest quality, fasted time, and a lowest

@B1%of suppliers possible cost

believe that poor or _ _ :
failed outcomes are Supplierswant to deliveronly the things absolutely

primarily or completely necessaryat the lowest possible cost, to increase their
the O dza {1 208 N 3 own revenue and profit

89%o0f customers
believe that poor or
failed outcomes are

primarily or completely _
thed dzLILIF & B8N ¢  Customersvant Suppliergo be successful so that they

providesolid servicess their partner

International Association of
Outsourcing Professionals

Suppliersvant Customergo be successful so that they
_ Y, extendtheir services and will be a good reference
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The paradox of interests of managed services

Once the contract has been signed, the goals of both parties take on their more
natural business characteristics . . .

Your Viewpoint

You want to get: Service Provider wants to deliver:
Everything the Service Provider Only the things that absolutely have
can offer . . . to be delivered
At the highest levels of quality, At the lowest cost possible
with the fast possible response While doing everything possible to
times . .. increase revenue and profit

With as many additional and
value added services included
(at no chargey, provided at
the lowest possible cost
And enjoy: And receive:

Immediate reductions in Notice for all changes

charges if volumes drop or Payment for exceptions
there is a need to scale back
And ! And !
You will reward your staff for Service Provider will reward its staff
making the above take place for making the above take place
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The Triangleg The WHAT is: 1. SOW, 2. Service Levels, 3. Price

4/4
y.

3 For you to focus on the
G2 KIFGéx €&2dz2NJ F ANBSYS
to implement delivery of
G2 KI G ¢ of Work

3 Essentially, what you have

agreed with your Service

Provider is

A Specific services (your

Statement of Work)
2. Service :
Levels (o) 3. Price

3 These three items are

explicitly linked and together

A Executed to specific standards
(your Service Levels)
RSAONAROGS &2dzNJ a2 KIF ¢

A For a specific price (your Fixed
Price)
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Before Managed Services

al 290 ¢

C 2 Odz

How services are delivered

Fixing systems, work products, employee
issues

Managing the input to the services

Being watched by the Customer/BU

Doing tasks associated with service
delivery

Managing to customer/BU perceptions

Communicating customer needs down to
your entire staff

© 2014 Information Services Group, Inc. All Rights Reserved

What services are delivered

Fixing behaviors, processes, perceptions
and expectations

Managing the output from the services

Watching out for the Customer/BU

Overseeing and facilitating service delivery
work

hdSNESSAY3I { SNIAOS t N2

to required Service Levels

Communicating direction and expectations
to Service Provider management
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Managed Services Changes Behaviors

" IT becomes aEnabler of Business Resuitdien more time is spent with the business

Areas which can
provide high returns in
terms of business
alignment for time &
effort invested

Activities which can be
competently
performed by mature
Providers with some
oversight by the
retained team

© 2014 Information Services Group, Inc. All Rights Reserved

Provider
Performance
Management

Operations
Management

Technology visioning, Architecture
direction

___________________________

Business value monitoring and
management

___________________________

Relationship metrics, Value
monitoring and management

___________________________

Dayto-day monitoring of
operational progress

Operations
Management

IT Direction Setting

Business Liaison

Provider

Performance
Management

Split of IT Org focus
using Managed
Services
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Managed Services Contract Structure

Key Legal Terms & Conditions
Contract Term

Masier Services Agreemeint (MSA)

A Termination Rights
A Liability
A Proprietary Rights
A Seurtyiiud
- ecurity/Audi
Exhibit 1- Definitions o =eliee
A Warranties
" " " A Indemnities
Exhibit 2 Exhibit 3 Exhibit 4 é Dispute Resolution Standards
Statement of Work Service Level Pricing & Financial A Xgégtss
(SOW) Agreement Schedules (not an altinclusive listing)
- Defines the activities to be - Service level methodology - Base Prices & Oréne
delivered by Supplier, both - Service level definitions and Charges
the crossfunctional services calculation methodologies - Definition of Resource Units
(ex: change management) - Expected performance levels - Payment terms and
and the specific and service credits invoicing provisions
infrastructure services - Tools to calculate - Adjustments to charges
- Activities include all support performance - Pricing related dispute
functions required during the resolution

course of the Agreement

Exhibit 5- HR Provisions Exhibit 7-Sites
Exhibit 9- Projects Exhibit 13- Service Reports
Exhibit 14¢ Customer Satisfaction Survey

Exhibit 16- Transition Exhibit 17¢ Termination Assistance
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Managed Services RFP (and resulting contract) Structure:

/,f

., What | do today , What | want

Business and Legal Terms

Baseline Volumes Pricing and Financial
Statements of Work Service Level Agreement

, How | manage it

Current Environment Description (Tech, Fin, SLA, Vol, Loc)

Definitions

RFP

Copyright © 2012 Information Services Group, Inc. All Rights Reserved
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StandardContractingFramework¢ ManagedServices

“In order to be able to guarantee eitotend SLAS, the service
delivery chain needs to be delineated across the different
Suppliers and be supported by OLAs.

Service Integration Contracting Framework SLAs & OLAs

Component Service Level

Agreement (SLA)

End-to-End SLAs 9 between Client and every
S e ; === Supplier

Operating Level

Agreement (OLAfjor
hand-offs between
Suppliers
@ Endto-End Service Levels
LM O,_AS across individual Supplier
components
@ Collaborative Service
Levels (Key Meastures)
for shared Governance
and process compliance

Multi- Suppller Governance @
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Summary- How Sourcing Mgd Services Changes the Way You W

"~ Outsourcing drives behavior and process change throughout the organizatioan and

should be a change for the better.

@ Focus oWHAT not HOW

Manage
Service Provider
results

Manage the
Service Provider

Promotes positive Promotes negative
Client/Service Provider Client/Service Provider
relations relations

Data
Driven

Consistent

Expectation

© 2014 Information Services Group, Inc. All Rights Reserved

Focus on Demand and
Consumption, not
utilization of resources

Standard,
repeatable
framework to
manage
services
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World class Sourcing Methodology

Vd

L{DQa a8iK2R2f238 Ifft26a 2dzNJ Of A Sy
structured, documented, and procdasased manner, with clear outcomes.

1. Initiate 2. Discover (RFP) Q 3. Define (Proposal) 4. Contract <C>
Example
Times

A 4
Typical NDA, Management / Finalize Sourcing Strat, Proposals Reviews Draft Agreement
Steps & Board level alignment RFJ Short List, RFP draft Report Cards Negotiations
Deliverables
Program Initiation RFP(s) ready and Due Diligence (DD) & Signature process
Sourcing Strategy released on Market Supplier DD Report Final Agreement
Project Team on va!l Qaz t NE|UI RevisedBAFQ Transition Launch
Board & Ready Workshops, Updates Proposals
| Manage sourcing journey program, market presence, tender process governance and results, selection, transition and irtipieam|enta
—
Interaction @<—Q&A——>@ ®<—Due Diligenoe—bo
examples © 606 © 00
Executive Alignment SessionsAg: EAS ~ MVD MVD (MVD) Walkthrough(s)
focus on establishing and maintaining . . P . . LA -
Executive relationships QEANB a L2 yRa U2 { SNIAOS plNRiGhRANR Elierft boRiPmTshidce
Mutual Value DiscoveryMVD): collaboration duestions regarding the RFP _ t NEGARSNDRE OF LI O0ATAGASE |
sessions focus more on Scope and Impact of ~ Walkthroughs are used to clarify and improve i 2 g1 ¢t ARF S / t A S yiQa Sy @il
Requirements than Solution { S N\.EA (O3S} t NR @7\ RS N\E. Q LINER LJ2 é. | f é

Checkpoin@ Wathrough@ Efe .’@) @&A Du@igence
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Typical Governance Organizations

Although each sourcing arrangement is unique, there are some common
characteristics.

Typical Service Management & Governance (Governance) operations and team bud
range:
5%c¢ 8 % of Annual Contract Value

This estimation covers the standard approach Governance magdeis a starting point
Low end of range Single sourced,(R towers
High end of range Multiple Towers, Multi Service providers

Factors affecting Governance organization sizing
A Global scope
A Number of countries/regions
A Number of currencies
A Complexity of contractual arrangements
A+2fdzySa o0Soe3d | 2F 22NJ] hNRSNARXZ O2yOq

© 2014 Information Services Group, Inc. All Rights Reserved knowledge powering results® 19



¢C2RIF8Wa hLISNYUOAY3I az2RSfta Ydzi

‘""‘(Out-) Sourcing has been around for many years and many companies got into
unconsciouslyg and now are challenged to manage fit.

How (Out) Sourcing starts The optimum desired state

o

SP

i Clie
IE SP= Service Provider

Successful management of (GuSourcing consists of the strategic sourcing and
integration of services from the optimal set of internal and external Service Providers

O

fulfill business goals. SPcan BNEO 2 Y LI y & Qa @I NRA 2dza (S| Y
SEVERAL companies.

© 2014 Information Services Group, Inc. All Rights Reserved
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