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Agenda

12:00 Sandwich Lunch

13:00 Introduction on ITTS strategy 
(Danny Van Heck ïVP Structural Transformation Services ïSAP)

13:30 External view on TCO reduction and how it can help your business
(Prof Dr Guido Dedene ïProfessor in Management Information Systems ïKUL)

14:15
SAP ITTS offerings and the benefits for the customer
(Uwe Kachler ïExpert for reduction of cost for SAP operationsïSAP)

15:00
Customer experiences and references
(Markus Helfen and Andreas Wentz)

15:45 Closing statement ïwinners TCO quickscan
(Jurgen Thielemans ïBusiness Development Manager ïSAP Belux)

16:00 Cocktail
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ITTS Strategy = Strengthen the CIO position:

Â Assure smooth E2E operations in a holistic Business Continuity approach

Â Benchmark IT costs &  drive TCO reduction

Â Leverage the existing IT-specific knowledge of the business to innovate 

Â Adopt the IT solutions  flexible to fast changing business demands incl. M&A

Â Transform the IT Department from a Cost- into a Profit Center

Â Manage and decrease IT complexity, 

Â Improve User Acceptance & Satisfaction

Â Provide guidelines and roadmaps to address the top IT Trends

The CIO (department) is the main ITTS focus:

Provide Value and Innovation to the Business

Bridge the gap from Business- to IT Transformation

Run IT as a Business

The CIO Challenge: 

Bridge the gap from Business- to IT Transformation
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Maximize Customer Success

IT TRANSFORMATION SERVICES

Become THE trusted advisor and partner of choice  in 

the area of IT-Transformation

Focus on assuring smooth E2E operations and lowering 

the TCO for SAP centric IT solutions

Bridge the gap from Business Transformation to IT 
Transformation to MAXIMIZE CUSTOMER SUCCESS

Help CIOs reduce TCOHelp Customers become better 

enterprises

Deliver tangible Business Value

Â Efficient operations of IT

Â Agile IT following business 

strategies

Â Build streamlined infrastructure 

and data models to enable 

foresight & insight business 

decisions

Â Ensure business continuity

Â Support business innovations 

from IT

Â Help CIO to become a valuable 

business partner

Â TCO-focused engagements; TCO 

service bundle

Â Safeguarding / MaxAttention

Â Application Lifecycle 

Management / Solution Manager

Â Virtualization / Cloud Computing

ITTS Strategy

Maximize Customer Success
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ITTS Customer references

ITTS

Newell Rubbermaid Receives Primary Customer 

CoE Certification For IT Support Organization

Challenges and Opportunities

Â Implement global, company-wide 
enterprise solution in a single 
instance 

Â Replace decentralized, 
mainframe-based, separately 
supported systems

Â Ensure effective custom code 
performance 

Â Lack of transparency of data 
consistency and performance 
across company

Objectives

Â Prepare business units for 
transition to global shared 
platform

Â Foster transparency for increased 
efficiency and productivity

Â Enable business to evaluate data 
from both an operational and 
analytical perspective to improve 
relationships with vendors and 
customers

QUICK FACTS

Newell Rubbermaid, Inc.

Â Headquarters: Sandy Springs, Georgia 

Industry: Consumer Products

Â Products and services: Office products, 

home & family products, cleaning, decor

Â Revenue: US$6.4 billion

Â Employees: 22,500

Â Web site: www.newellrubbermaid.com

Â SAP® solutions and services: SAP 

Enterprise Support services delivered by the 

SAP Active Global Support (SAP AGS) 

organization, SAP Customer Center of 

Expertise primary certification

ñBeing part of the SAP industry for 

more than 14 years, I feel our company  

has made a positive choice in moving 

towards an enterprise platform that will 

support our vision of One Newell 

Rubbermaid.ò

Dina Dayal

IT Director 

Newell Rubbermaid, Inc. 

Implementation Highlights

Â Obtained primary Customer Center 
of Expertise certification

Â Identified opportunities for reducing 
operating costs

Why SAP

Â Tightly integrated platform meets all 
functional and integration needs

Â Breadth and depth of functionality

Â High business community end-user 
satisfaction  

Key Benefits

Â Increased transparency into SAP®

support organization and faster 
access to subject matter experts 

Â Improved efficiency and 
accountability around change 
control processes and increased 
system monitoring process 
efficiency within the SAP Solution 
Manager application management 
solution

Â Enabled proper governance for 
administration

© SAP 2009
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DesignStrategy Transition Continual 

Improvement

Operation

Operations

Transformation

Services (TCO)

Technology

Transformation 

Services

Structural 

Transformation 

Services

Clearly addressing customer requirements and customer pain points

IT TRANSFORMATION SERVICES

Â Identifying areas of operational efficiency

Â Establishing operational standards and processes

Â Providing post production support

Â Establishing an operational plan for your applications

Â Create testing strategies that includes automation and improved quality

Â Leveraging the latest technology stack

Â Best practices for virtualization and cloud

Â Minimize downtime when upgrading

Â Knowledgeable experts to help you every step of the way

Â Standardize , consolidate and harmonize information

Â Providing SAP Landscape Transformation software to manage business changes

Â Designing an architecture roadmap to minimize complexity

Holistic ITTS Portfolio
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DesignStrategy Transition Continual 

Improvement

Operation

Structural 

Transformation

Services

IT Architecture & IT Governance Services

IT Risk Management & IT Compliance 

IT Organizational Change Management 

Enterprise Content Management 

Mergers & Acquisitions

Data & Process Harmonization 

Realizes business driven changes, results in lean setup, and agility

Landscape Consolidation & Transformation

Information Lifecycle Management

Structural Transformation Services
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SAP ERP SAP BI SAP CRM/SRMSAP SCM

As-is situation Vision

Corporate restructuring
Change organizational units in SAP 

accordingly

Global SAP IT 
landscape

Individual 
solutions

Mergers & Acquisitions
Acquisition, joint venture

Divestitures
Business area will be organized as 

independent company, subsidiary is spun off,

part of company will be sold 

Business process optimization
Adapt processes in SAP sbvgystem,

Unified accounting, Master data cleansing

Consolidate IT landscapes
Merge systems, harmonize system landscape,

provide cross-system functions

System Landscape Optimization Business Scenarios
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DesignStrategy Transition Continual 

Improvement

Operation

Operations

Transformation

Services

Operations & TCO Improvements

IT Service Management

Post Production Support & Application Management Services

SAP MaxAttention Services

Testing & Quality Mgmt Services

Application Lifecycle Management

Realizes efficiency and reduces TCO, results in operational excellence

Operations Transformation Services
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Improve Partnership Between Business and IT

ƴ Increase transparency through centralized change management and clearly defined 
change processes

ƴ Re-direct resources to address business innovation demands

ƴ Continue stabilization of implemented solution as end users gain comfort

ƴ Increase end user satisfaction

Increase Customer Satisfaction and Business Value

ƴ Transform business perception due to reliability of IT solutions

ƴ Mitigate risks and manage business continuity

ƴ Benchmark support processes and operations based on industry lessons learned

ƴ Refine customer satisfaction baseline

Reduce Total Cost of Operations

ƴ Reduce time to resolve incidents and correct data inconsistencies

ƴ Realize benefits of lower TCO through ñrightò sourcing strategy 

ƴ Avoid expensive incidents through better quality in operations

ƴ Optimize processes and operations performance

ƴ Measure and improve on KPIôs

Customer Value

SAP as advisor for optimized operations
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DesignStrategy Transition Continual 

Improvement

Operation

Technology

Transformation

Services

Technology Rollout & Optimization Services

Virtualization & Cloud Services

SAP Safeguarding Services

Minimized Downtime Services

Technical Implementation & Upgrade Services

Technical Process Integration

Business Process Orchestration

Realizes Ăstate of the artñ technology, enables functionality

Technology Transformation Services
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SAP  Services 

for implementing 

virtualization:

Â SAP Virtualization Workshop for first 

evaluation

Â Building up prototypes

Â Accompanying full scale implementation

SAP Services 

for implementing 

cloud computing:

Â SAP Cloud Computing Workshop

Â Operations concept adaptation, review 

and optimization

Operations on virtualized 

environment

Conventional Operations on 

native environment

Operating in a cloud 

environment

Industrializing your SAP Operations

Technology change in 

your operations concept

Organizational change in 

your operations concept



Contacts

Luc Dutranoit

SAP Belgium-Luxembourg

Terhulpsesteenweg 166

1170 Brussels

T +32/2/674 6-466

M +32/486/136-466

Luc.dutranoit@sap.com

www.sap.com/belux/services/consulting/

http://www.sap.com/belux/services/consulting/
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TCO-Reduction for ICT-landscapes:

The return of TCO-management ?

Prof. Dr. Guido Dedene
Katholieke Universiteit Leuven

Faculty of Business & Economics

E-mail guido.dedene@econ.kuleuven.be

University of Amsterdam

Vlerick Leuven Gent Management School

21 september 2010

SAP Lounge Brussels
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Who is Guido Dedene?

2006 IBM Europe Service Science Management & Engineering Award



Integration

Alignment

Management

Discipline



Components of T.C.O.

Server versus Client ?



Why Standardization ?

( )
2

1-³nn

Choosing standards is a ñNashò-gameé



Return on Infrastructure Management

Volume & Complexity

ú

Low Level

ICT/S

Manage-

ment High Level

ICT/S

Manage-

ment

Phd-research U. Woudstra, UVA



Infrastructure concentration

Management

centralisation

Appl. 
Devel.

skill
s lo

calis
atio

n

Concentrated

Distributed Decentralised Centralised

Dispersed

Localised

DCD

CCD

CDD

CDL

DDL

DCL
CCL

Why/What Centralization ?
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Return on ALIGNMENTé



Return on ALIGNMENTé



Operations: the Client side...



TCO Reduction Example

XE-Learning environment can reach 

more students

XFlexible maintenance of the E-learning 

software and exercises

XLower Software Distribution Costs

XBetter reliability of the E-Learning 

application

XXFlexible Access to the E-Learning 

application (any thin client Web 

Browser)

XNo Installation Support Costs

XNo Installation Costs

XXLower Software Costs

XLower Equipment Costs

Educational 

Staff

StudentPotential TCO reductions

Party

XE-Learning environment can reach 

more students

XFlexible maintenance of the E-learning 

software and exercises

XLower Software Distribution Costs

XBetter reliability of the E-Learning 

application

XXFlexible Access to the E-Learning 

application (any thin client Web 

Browser)

XNo Installation Support Costs

XNo Installation Costs

XXLower Software Costs

XLower Equipment Costs

Educational 

Staff

StudentPotential TCO reductions

Party



Operations: the Server side...

MF base UNIX

Rehost

2-tier C/S 3-tier C/SMF base UNIX

Rehost

2-tier C/S 3-tier C/S

Support/Admin

SW

HW
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The role of Infrastructure in 

the ICT-landscape

Weill and Broadbent

2003
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The ICT-Portfolio

drives the strategic ambitioné
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Collective Professionalism

requires common baselinesé
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CIO versus CEO Agendaé





EMEA 

ITTS

Uwe Kachler, SAP Germany

SAP TCO and IT Transformation Services  

21 September 2010 



Agenda

Agenda Topics 

ÂSAP TCO Approach and Understanding

Â IT Transformation Services Portfolio 

ÂCustomer Examples

ÂStart with an Assessment



EMEA 

ITTS

How SAP Can Help to Reduce Customer TCO 



SAP TCO Guide

Âhttp://www.sap.com/belux/service

s/consulting/run/tco-

topics/index.epx

Download

Contents
ÂDescribes more than 25 measures for 

reducing TCO, each of which details an 

area within the business or IT 

landscape that customers can analyze 

and significantly improve

ÂIntended to help CIOs and IT Managers 

to reduce TCO and re-gain more 

flexibility and innovation power, 

leveraging SAP products and services

http://www.sap.com/belux/services/consulting/run/tco-topics/index.epx
http://www.sap.com/belux/services/consulting/run/tco-topics/index.epx
http://www.sap.com/belux/services/consulting/run/tco-topics/index.epx
http://www.sap.com/belux/services/consulting/run/tco-topics/index.epx


The Challenge to manage IT Cost & Value 

Contribution at the same Time is difficult 

Â Different locations

Â Different countries

Â Different languages

Â Different time zones

Â Central vs. distributed

Â Different applications

Â Different technologies

Â Different vendors

Â Point-to-point integration

Â Custom-made solutions

Many SupplierWidespread Operations Heterogeneous Solutions

Complex Business 

Processes
Mixed Technologies

IT Business Management 

Gap

How to reduce TCO?

1960s        1970s        1980s       1990s        2000s

1,000
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SAP Total Cost of Ownership (TCO) Model

Selected Key Cost Driver

Implementation

Hardware/Software 

Invest

Operations

Upgrade Projects*

Continuous 

Improvement Projects

End User Usage 

Hardware/ 

Software  Ongoing Cost
SAP 

TCO
System Operations

Application Operations

End User Operations

System Software

Technical Infrastructure 

Application Software

Business Setup

Testing

Process Design

Project Management

Training

Organizational Change

Technical Setup

Continuous Business Improvements

Continuous Technical Improvements

Rollouts

Productivity Loss

System Upgrade

System Software

Technical Infrastructure 

Application Software

Application Upgrade*

Source:

SAP TCO FRAMEWORK,

SAP AG, 2005

ÅServer ïSizing: Over-sizing

ÅOut-dated server concept: no use of virtualization

ÅSAN - Investments

ÅLevel of complexity

ÅMissing alignment with the business

ÅMoving targets

ÅLevel of customization

ÅMissing/ insufficient org. change management

ÅBad project management

ÅHigh share of manual testing efforts

ÅCost allocation: wrong cost allocation or cost model

ÅBack-Up: full backup instead of incremental

ÅOutsourcing: price is too high

ÅOutsourcing: SAN prices too high

ÅWrong Data Center set up

ÅProblem Management

ÅIncident Management

ÅProprietary Developments

ÅIT processes: double work

ÅContract: structure of contract doesnôt fit

ÅHelp Desk: First solution rate is too low

ÅData quality

ÅUser authorization

ÅChange Management

ÅAlignment with business

ÅTest Management

ÅOld SAP systems

ÅTraining

ÅTest Management

ÅProprietary Developments

ÅHeterogenic application landscape

*Caution: Usually an upgrade project goes along with new functionality ïthis is in the topic ñContinuous Business Improvementsò.

Cost Driver

Invest Costs

Ongoing 

Costs

Legend:



Indirect 

costs (N/A)

Ongoing / recurring costs (66%) Infrequently 

recurring 

costs (18%)

Initial / non-recurring costs 

(16%)

HW/SW

(ongoing cost) 

14%

Operation

35%

Cont Improve-

ment Projects 

17%

Upgrade 

Projects

18%

End User 

Usage

HW/SW 

(initial costs)

10%

Implementation

6%

SAP TCO Model

100%

Typical TCO Cost Split

Biggest cost blocks are allocated in Operations

Quelle: VMS TCO Analysis SAP  2010  

Notes: %s are weighted averages across global survey participants.

Monitoring

Admin

SW Change Management

Service Desk & Incident Mgmt.

General/Admin Costs for Appl.Operations

Problem Management

4%

3%

12%

4%

10%

2%

Sample TCO Pattern

To be TCO Pattern



TCO Reduction

What are the Key Lever?

Technology 

innovation

(hardware/ 

software)

High

Medium

Low

HighMediumLow

Today Tomorrow

Key Lever

Financial

Impact

Future

Realization

time and effort

A Complexity Reduction
Â # Technologies

Â # Applications

Â # Systems and interfaces

Â # Data

B Execution Excellence
Â Improve the things you are 

already doing

Â Lean IT: reduce waste

C Sourcing Optimization
Â Optimize IT supply chain 

(hardware/ software vendor, 

service provider)

D Business-IT Alignment
Â Run IT as a business

Â Establish IT as partner of business

Complexity Reduction

ÂSystem Landscape 

Consolidation

ÂConsolidation of Data 

Center

ÂDecommission of legacy 

systems

ÂReduction of number of 

application

ÂReturn to Standard (Out of 

the box solution); 

Modification Clearing

ÂMaster Data Harmonization

Execution Excellence

ÂInfrastructure Virtualization 

ÂMinimize downtime (e.g. 

during upgrades)

ÂRight sizing backup/ 

recovery

ÂArchiving optimization

ÂStorage Cost Reduction

ÂPerformance Optimization

ÂAutomate Job Scheduling

ÂStandardize and automate 

Testing

ÂImplement best practice 

ITSM processes (ITIL)

ÂEstablish CCoE

ÂEstablish Super User 

Concept

ÂIT Service Productization

ÂVirtual Training & e-Learning

ÂAccelerated & Lean 

Implementation

ÂAccelerated & Lean 

Upgrades

ÂOutput Management

Sourcing Optimization

ÂIntegrated Service 

Delivery (ISD)

ÂIT Shared Service Center

ÂCo-Sourcing (Captive 

Outsourcing/ Partnering)

ÂOutsourcing/ Outtasking

ÂBusiness Process 

Outsourcing

Business IT Alignment

ÂJoint Business-IT Planning

ÂJoint IT-Business Project 

Portfolio

ÂEliminate/ Limitate

Shadow/ Hidden IT

ÂService Level Rightsizing/ 

SLA optimization

SAP 

Total 

Cost of 

Ownership
Operations

Hardware/Software Invest

Implementation

Continuous Improvement Projects

Hardware/ Software  Ongoing Cost

Upgrade Projects*

End User Usage 

Complexity 

Reduction
Busi-

ness IT 

Align-

mentSourc-

ing

Optimi-

zation

Execution

Excellence

Source: Christian Jaerschke, SAP TCO Guide 2010
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ITTS

SAP IT Transformation Services Portfolio



SAP STRATEGY

SAP Product

Strategy

SAP Services

Strategy

ÅFast Growth Services will drive the transformation

ÅIntegrated services capacities with strong technical 

focus

SAP 

Business 

Objects Hub 

(SBO)

IT 

Transformati

on Services 

(ITTS)

Business 

Transforma

tion 

Services 

(BTS)



We help you to manage your transformation efforts effectively   

Addressing your IT Transformation needs with SAP 

IT Transformation Services - ITTS 

© SAP 2008 / Page 44

ITILÊ v3 Services Lifecycle

Strategy Design Transition Continual
Improvement

Operation

Structural  

Transformation

Services

Operations 

Transformation

Services 

Technology 

Transformation

Services

Realizes business driven changes, 

results in lean setup, and agility

Realizes efficiency and reduces TCO,

results in operational excellence

Realizes business value from Ăstate of the artñ technology,

Enables functionality



Questions to be Answered ðChallenges to be 

Overcome

How to realize business-driven changes in IT?

Â Merging, acquiring, or restructuring?

Â Creating a technology strategy that maps the 

business strategy?

Â Trying to manage complexity brought to IT by 

mapping complex business scenarios?

Â Need reliable data sources for your business 

decisions?

Â Want to run IT like an agile business?

Â Organize your IT to match business, risk mitigation, 

and quality  needs?

Â Forced to access historical date quickly bust at low 

cost for compliance reasons?

Â Manage data like a company asset?

Identifying the most valuable areas for change is key for a successful transformation. SAP can help 

you to select the right ones.   



Realizes business driven changes, results in lean setup, and agility

SAP IT Transformation Services ð

Structural Transformation Services

Strategy Design Transition Operation
Continual

Improvement

Structural 

Transformation

Services

IT Architecture and Governance

IT Compliance and Risk Management 

IT Organizational Change Management 

Enterprise Content Management 

Mergers and Acquisitions 

Landscape Consolidation and Transformation

Information Lifecycle Management

Data and Process Harmonization 



Questions to be Answered ðChallenges to be 

Overcome

How to realize efficiency and reduce TCO in IT operations?

Â Creating operational efficiency for your SAP 

solutions?

Â Lack of operational standards? 

Â Want to learn how accelerated SAP, Run SAP, SAP 

Application Lifecycle Management and SAP Solution 

Manager play together?

Â Testing taking too long?

Â Need a solution to deliver IT services professionally?

Â Want to have low cost of operations build into your 

solution at the very beginning?

Â Do you want your software vendor to care about or 

even manage your solution after go live?

Â Need maximum support attention of your business-

critical solutions?

Identifying the most valuable areas for change is key for a successful transformation. SAP can help 

you to select the right ones.   



Realizes efficiency and reduces TCO,  results in operational excellence

Strategy Design Transition Operation
Continual

Improvement

Operations 

Transformation

Services

Operations and TCO 

Improvement

IT Service Management

Post-Production Support and Application 

Management

SAP MaxAttention

Testing and Quality Management

Application Lifecycle Management

SAP IT Transformation Services ð

Operations Transformation Services



Questions to be Answered ðChallenges to be 

Overcome

How to realize value out of ñstate of the artò technology?

Â Building technology that can adapt to changing 

business needs?

Â Managing SAP apps in virtualized or cloud 

environments?

Â Minimize downtime when upgrading?

Â How to bring SAP solutions onto mobile devices?

Â Need to technically orchestrate your business 

solutions?

Â Want to safeguard your implementation project from a 

technology perspective?

Â Need technology experts that know SAP solutions 

best?

Identifying the most valuable areas for change is key for a successful transformation. SAP can help 

you to select the right ones.   



Realizes business value from Ăstate of the artñ technology, enables functionality

Strategy Design Transition Operation
Continual
Improvement

Technology  

Transformation

Services

Technology Rollout and Optimization

Virtualization and Cloud Transformation

SAP Safeguarding

Downtime Minimization

Technical Implementation and Upgrade

Technical Process Integration

Business Process Orchestration

SAP IT Transformation Services -

Technology Transformation Services




