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Werkplek van de toekomst
 Jean-Pierre BeelenManaging / Principal Consultant
 ICT as strategic enabler for high performance
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Introduction
 • Jean-Pierre Beelen• Managing / Principal Consultant Getronics
 • Lecturer
 • Background• Business Informatics• > 20 years in ICT Management• > 15 years in (Sales)Consultancy• > 5 years in Solution / Services Marketing
 • Specialism• Business Development and Innovation• Marketing and Portfolio analysis• Aligning Business & IT Management
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12 April 2023 Getronics Confidential Page 3
 Future-Ready Workspacetm
 Communication & Collaboration
 Market developments
 Questions
 Introduction
 Getronics
 AgendaAgenda
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 Getronics
 AgendaAgenda
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To be a leading international information and communication technology service and solution provider with outstanding expertise in workspace management, applications, consulting and transformation services
 To enable organisations to raise their performance and increase the productivity of their people, by providing them with the ability to share information and to work together efficiently, securely and effectively, wherever and whenever they need
 Our vision
 Our mission
 We live our vision and deliver our mission
 12 April 2023 Page 5
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Getronics’ approach to live up to the promise
 HighPerforming
 People
 SecurityGovernancePerformance
 Control
 Real-Time Enterprise
 Infrastructures
 ClientsConnectivity
 NetworksData centres
 OptimisedBusiness
 Applications
 ProcessInformation
 CollaborationService Architecture
 Enabling the High-Performance Workforce
 Global
 Service
 Delivery
 Model
 Consulting &
 Transformation
 Services
 Future-Ready
 Workspace
 Future-Ready
 Workspace
 Remote Infrastructure Services
 Desktop Integration Services
 Managed Service Desk
 Managed Security Services
 Application Management Services
 Design, Plan, Build & Deploy
 Migration & Refresh Services
 Asset Management Services
 On-Site Services
 Hosting & Continuity Services
 Future-Ready
 Applications
 Future-Ready
 Applications
 12 April 2023 Page 6
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On-site & local services
 12 April 2023 Getronics Confidential Page 7
 Global service delivery model, local presence
 Self-help portals, centralised service management toolsS³, IPCC, Kewa, ...
 Local Service centers
 Global Service Centers
 Global near-shore remote service centres3 GSCs, 37 local centres
 A worldwide virtual service desk of 3.500 agents effectively supports your users, wherever and whenever they need it.
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Getronics capabilities
 • 1,000,000 incidents per month• 3 GSCs (global service centres)• 37 call centres in 1 resilient network• 2,500 agents• 2 data centres• 150 direct locations• 105 countries covered• 25 direct country operations• 75 service partners in 90+ countries
 • 1,600,000 users supported• 1,700 clients with desktop services• 730 clients for security services• 685 clients for helpdesk services• 1,500 clients with application servicesClients per region
 74%
 18%
 8% EMEA
 Americas
 APAC
 • 25,000 total headcount• 2,500 project management certifications• 3,200 ITIL certifications• 350 six sigma certifications• 3,300 Microsoft certifications• 1,700 Cisco certifications• 18 languages supported
 • 2,000,000 desktops• 140,000 servers• 135,000 network devices• 1,220,000 peripherals• 3,200 mainframe MIPs
 Delivery platform Skills & competences
 Commercial engagements Assets serviced
 12 April 2023 Page 8
 Source: Getronics asset count as of July 2007
 Desktops per region
 50%
 30%
 20%EMEA
 Americas
 APAC
 3
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 Market developments
 AgendaAgenda
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Market developments
 • Individualization
 • Fragmentation
 • Consumerization
 • Community beyond the Enterprise
 • Sustainability
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Person-Centered Computing: Content, Context and Services
 Perso
 nal
 Perso
 nal
 Pro
 fess
 ion
 alP
 rofe
 ssio
 nal
 CommunityCommunity
 FamilyFamily
 Comms
 Services
 Content
 SchoolSchedule
 Tax InfoNewsSports
 Standings E-Gov
 Shopping School
 E-MailRSSMemories
 Music
 Hobbies
 FinancialInfo
 Banking
 Banking
 Broadband
 Cell
 Wi-Fi
 TVCalendar
 Memories
 MedicalFinancial
 HomeSecurity
 IM E-Mail
 PersonalRecords
 Corp.Archives
 Training
 Pro
 duct
 ion
 Dat
 a
 MeetingRecords
 Work at
 Home
 CorpApps
 Benefits
 Conferencing
 VOIP
 LAN
 Wi-Fi
 Cell
 Devices
 PCC Drivers• IT part of the fabric of normal
 (non-work) life• Multiple devices• User frustration over non-
 integration• Vista upgrade will create next
 big wave of user upgrade and migration pain
 • High-bandwidth connectivity• Automatic updates of Internet
 applications• Advertising and other revenue
 sources
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Over 5 jaar heeft iedere gebruiker binnen APG haar persoonlijke ICT
 Budget.
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Fragmentation: Software and Services
 Shifts to
 Well-Defined, Atomic Functional Components and Processes
 ApplicationMonoliths
 OpaqueBoxes
 Growth of Granularity in Software:• Driven by demand for more granular
 business processes and increased enterprise agility.
 • Enabled by Service-Oriented Architecture, Business Process Management, composite applications, reuse, metadata, etc.
 Next – Event-Driven Architecture: Events and services
 State held in storage
 Long-chained business processes
 Services: The New Delivery Model
 Software as Product License model Customization required
 Managed by Customer: Customer buys application.
 Software as Service Subscription model Remote delivery
 Managed by Service Provider: Customer buys access to application.
 Business Services JIT/Pay per use Business-process-focused
 Services Provisioned by Service Provider: Customer buys a service with no awareness of application.
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Basis functionaliteiten zoals tekstverwerking, presentaties, mail
 etc. worden niet meer door APG geleverd.
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Sources of Innovation: Consumerization of IT
 Consumers driving semiconductor investment, no longer military or enterprise
 Consumer experience driving employee expectations
 iGeneration redefining collaborative behavior
 Consumer Percent ofSemiconductor Market Revenue
 • PCs• GUI • Internet• Windows 95 • Wireless• Mobile phones
 • Large displays• Mashups• Semiconductor advances • Web sites as platforms• Videophones• 3-D graphics
 Yesterday Today Tomorrow
 Successfully Stopped by IT So Far: None
 • Instant messaging • Desktop search• Rich media• VoIP• Social networking• IP videoconferencing
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Iedereen heeft straks één eigen persoonlijke telefoon.
 (Er is geen onderscheid meer tussen vast, mobiel, prive, zakelijk.)
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Consumerization: Managed Anarchy
 0%
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 % of IT Users Utilizing This Software
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 nden
 ts
 Consumer-Grade Software Usage On-the-Job
 100%80% ormore
 60% ormore
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 1% ormore
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 f R
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 Consumer-Grade Software Usage On-the-Job
 100%80% ormore
 60% ormore
 40% ormore
 20% ormore
 1% ormore
 Support internal as external: all access potentially hostile
 Support the ecosystem, not the enterprise
 Encourage and leverage personal productivity investment and experimentation
 Embrace and secure preferred solutions
 Idea Evaluation Pilot Production
 ConventionalModel
 "ManagedAnarchy"
 Model
 Number of great ideas over time
 "Death" by management selection
 "Death" by natural selection
 Idea Evaluation Pilot Production
 ConventionalModel
 "ManagedAnarchy"
 Model
 Number of great ideas over time
 "Death" by management selection
 "Death" by natural selection
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Aandacht voor persoonlijke effectiviteit laat ook op het gebied van ICT Management de scheidslijn tussen prive en zakelijk verdwijnen.
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Exploit the Power of Others:The Shift to Market Models
 Channel the energy of users, managers, suppliers and customers to your own benefit
 • Central investment• Moon landings • ERP packages
 • Centrally enforced regulation
 • Federal models• The wisdom of the
 marketplace• Predictive markets • Wisdom of Crowds
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Community Beyond the Enterprise
 Business
 Technology & Architecture
 Community
 User-created content
 Collective intelligence
 Ajax RSS
 Open interfaces: WS*, REST, POX P2P
 Marketplaces
 Remix/ Mashups
 Customer/community participation
 Platforms & protocols, not products
 User-created applications
 User-created metadata
 Collaborative creation
 Explicit community ratings
 Web service-enabled business models
 Micropayments
 Revenue sharing
 Business
 Technology & Architecture
 Community
 User-created content
 Collective intelligence
 Ajax RSS
 Open interfaces: WS*, REST, POX P2P
 Marketplaces
 Remix/ Mashups
 Customer/community participation
 Platforms & protocols, not products
 User-created applications
 User-created metadata
 Collaborative creation
 Explicit community ratings
 Web service-enabled business models
 Micropayments
 Revenue sharing
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APG heeft over 10 jaar nog maar een beperkt aantal medewerkers in
 dienst.
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The Web Widens
 1995 2000 2005 2010 2015 2020Worldwide Web Web 2.0 Real World Web
 Access: Participation: Context: What I need to What I can find What I can contribute know here and now
 Accessible Programmable Proactive
 Account management Community management Identity/avatar management
 Brand determines quality Peers determine quality Need determines quality
 Broad user access Rich user interface Environment as interface
 Tagging for improved Tagging for improved Tagging for improved displayhuman access machine access
 Technology Foundations
 "Pain Points"
 Broadband Wireless, sensors, location Web browser, PC Communal storage Semantic technologies
 Interface limitationsDevelopment skills
 Virtual vs. physical gulfFragmented identity
 Dependence on augmentationPrivacy and trust
 1995 2000 2005 2010 2015 2020Worldwide Web Web 2.0 Real World Web
 Access: Participation: Context: What I need to What I can find What I can contribute know here and now
 Accessible Programmable Proactive
 Account management Community management Identity/avatar management
 Brand determines quality Peers determine quality Need determines quality
 Broad user access Rich user interface Environment as interface
 Tagging for improved Tagging for improved Tagging for improved displayhuman access machine access
 Technology Foundations
 "Pain Points"
 Broadband Wireless, sensors, location Web browser, PC Communal storage Semantic technologies
 Interface limitationsDevelopment skills
 Virtual vs. physical gulfFragmented identity
 Dependence on augmentationPrivacy and trust
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Medewerkers van APG gebruiken over 5 jaar verschillende avatars voor
 verschillende behoeften
 (De virtuele medewerker is een feit)
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IT Components and CO2
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MVO en specifiek Groene ICT heeft veel aandacht binnen APG
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 Communication and Collaboration
 AgendaAgenda
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When the web is the platform, where is the organization?
 12 April 2023 Page 29
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Openness, Sharing, Peering, Acting Globally
 12 April 2023 Page 30
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vs.
 The Rise of Collaborative CommunitiesMyspace.com beats MTV.com
 12 April 2023 Page 31

Page 31
						

vs.
 The Rise of Collaborative CommunitiesWikipedia.org beats Britannica.com
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vs.
 The Rise of Collaborative CommunitiesBlogger.com beat CNN.com
 12 April 2023 Page 33
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Binnen APG maken we gebruik van blogs, rrs-feeds, mash-ups, presence
 info, wikis, persoonlijke websites
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The Economics of Collaboration
 ExtendedEnterprise
 MassCollaboration
 Industrial AgeCorporation
 Value Creation
 Critical ResourcesPhysicalFinancial
 Knowledge
 Self-Organization
 TraditionalHierarchy
 BusinessWebs
 12 April 2023 Page 35
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Enterprise 2.0 – New Business Models
 1. Peer Pioneers2. Ideagoras3. Prosumers4. The New Alexandrians5. Open Platforms6. The Global Plant Floor7. The Wiki Workplace
 12 April 2023 Page 36
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Marketocracy.com Investment Management1. Peer Pioneers – Financial Services
 Enterprise 2.0 – New Business Models
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3. Prosumers – Case: “Music Industry–The Remix”
 Enterprise 2.0 – New Business Models
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7. The Wiki Workplace
 Enterprise 2.0 – New Business Models
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 Future-Ready Workspacetm
 AgendaAgenda

Page 40
						

Common workspace challenges
 12 April 2023 Getronics Confidential Page 41
 Measurable compliance
 Continuous improvement
 Focus on core business
 Personalised workspace
 Seamless service integration
 Globally consistent services
 Productivity improvements
 Self-service and remote support
 Technology and services blueprint
 12 April 2023 Page 41
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Getronics Future Ready Workspace
 Enabling the high performance workforce
 Benefiting from a high performance workspace
 Utilising our core capabilities
 Getronics takes care of your ICT Workspace and its evolution so that you can focus on your business anytime, anywhere
 • Functionality build on a flexible platform• Workspace customised to meet your workforce roles• Industrialised, automated and evolving workspace
 • Experience in designing infrastructures• World class migration & transition• Lead-position in managed services
 12 April 2023 Getronics Confidential Page 42
 THE OFFER
 THE PROOF
 THE PROMISE
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Balance individual needs, standards and cost
 Smart Support
 Security
 Communications
 Components
 Collaboration
 Systems
 Workforce Roles
 High High High
 Low Medium High
 Low High High
 Low Medium High
 Low High High
 Process workers Office workers Knowledge workers
 Principles
 • Base functionality and connectivity are the same regardless of profile
 • Implementation (core hardware/softwareconnectivity) based on profiles & location
 • Modules to be added per profile
 • Add-ons are customised per unit/client, yet will be generic for generic groups
 • User rights are based on authorisation profiles (budget holders)
 12 April 2023 Getronics Confidential Page 4312 April 2023 Page 43
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Building your Future-Ready Workspace
 Systems Smart Support Communications Collaboration Security
 For controlled change
 Design, migration and transition
 For ongoing support
 Managed services
 For continuousimprovement
 Blueprint development
 Your Future-Ready Workspace
 StorePrint Mail OfficeCommunications
 InfrastructureCollaborativeTechnology
 SecurityBaseline
 Highly secureCollaborativeprocesses
 Communicationfunctionality
 Tailoredsupport
 Businessfunctionality
 Extended securityCollaborativeenvironment
 Communicationintegration
 Extended servicesExtendedinfrastructure
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Industrialising your Future-Ready Workspace
 SecurityCollaborationCommunications Smart SupportSystems
 Application Packaging
 Managed LAN
 Managed IP Telephony
 Managed Security Services
 Identity Mngt
 Clean Internet Traffic
 Mobile Executive
 Maintenance & Desk-side
 Managed Branch
 HostedStorage
 SecureCollaboration
 EmailArchive
 Profile & location basedPhysical & virtualisedVista & Office 2007
 Self service & service desk; Hosted, remote &
 on-site; Utility based (price per seat); SLA &
 KPI driven
 Presence informationInstant Messaging
 IPT Ready Blueprint
 Search functionality; Collaboration infrastructure;
 Social networking infrastructure
 Anti-spyware/spamBase anti-phishingPatch management
 Base PKI
 UnifiedComms
 For controlled change
 Design, migration and transition
 For ongoing support
 Managed services
 For continuousimprovement
 Blueprint development
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Your workforce, our services, making a difference
 Remote service centres
 Global and near-shore for reduced costs and faster deployment
 Onsite and local services
 Desk-side presence when required ensuring constant availability
 Customer Portal
 Educating workforce to help themselves and reduce support costs
 Telephone help desk
 Keeping your workforce online and productive 24x7High performance
 workforce
 12 April 2023 Getronics Confidential Page 4612 April 2023 Page 46
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Getronics takes care of the ICT Workspace and its evolution
 Role-based• Increase productivity by offering fit for purpose• Platform for Communication & Collaboration
 Reallocating budget• Realistic ROI on the enabling infra & services• Balancing “lights-on” and innovation
 Making rational choices• Technology roadmap fit for purpose• Platform for further development & growth
 Avoid lock-in • Shared innovation platform • Modular approach for scalability and flexibility
 People & process
 Technology
 Cost & value
 Reduce risk
 12 April 2023 Getronics Confidential Page 4712 April 2023 Page 47
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Getronics business value references
 12 April 2023 Getronics Confidential Page 49
 97%
 90%
 38%
 $1m Estimated 5-year savings for one of the largest food retailers in the US through solving over 9,000 helpdesk calls every month
 Realised cost savings for a global healthcare leader during the initial phase of a new service contract
 Percentage of incidents reported and solved remotely for a large global imaging innovator
 Percentage end-user satisfaction with ICT facilities resulting in significant end-user productivity gains
 Clients that have helped to industrialise Future-Ready Workspace:
 12 April 2023 Page 49

Page 48
						

Service Oriented InfrastructureService Oriented Infrastructure
 Managed
 Work
 pla
 ceM
 anaged
 Work
 pla
 ce
 Managed
 LAN
 Managed
 LAN
 Managed
 Pri
 nti
 ng
 Managed
 Pri
 nti
 ng
 Managed
 Mail
 Managed
 Mail
 Managed
 ER
 PM
 anaged
 ER
 P
 I dentity & Acces ManagementIdentity & Acces Management
 E2E ManagementE2E Management
 Getronics C/ICT
 Business
 SPoC
 Demand Management
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 Questions – Thank you
 (Presentation available at slideshare.net)
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