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Agenda

To

Solvay and Hypersoft presentation

T

Objective: deliver the right metrics in a service
oriented environment

T

Environment: Solvay Information Services

T

How to offer Services ?
I Certification
I Catalogue / Portfolio of services
I Quality of service metrics
I Metering and reporting as a business process
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Driven by
A CHEMICAL AND the futu

PHARMACEUTICAL GROUP

A Created in 1866 i soda ash

W, . Sales: EUR 8.6Bn
#2  Cash flow: EUR 1.3 Bn ==
Balance Sheet : EUR 11 Bn

>

International presence in more than 50 countries
with some 29,000 employees

>

Hybrid group with 3 sectors
Solvay Pharmaceuticals, Solvay Chemicals and

Solvay Plastics

A Sustainable and profitable growth SOLVAY
through Innovation-and Competitiveness

A Clear commitment to Sustainable Development

A Listed on Euronext100 index
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hyperscit

AN INTERNATIONAL PRESENCE

~ i - -
Europe 56%
EU25 : 51%, rest of Europe : 5%

g
‘A

Asia-Pacific
7%

The Americas
34%

T

B FPresence

In % of 2005 sales (EUR 8,562 M)
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i

SOLVAYOs 'ORGANI ZATI ON

SOLVAY is headed by the COMEX and is composed by three SECTORS of activity:
Chemicals, Pharmaceuticals, Plastics which are divided up in 14 Strategic Business

Units (SBU)

Three entities advise and support the business :

U

Office of the Comex (OC)

advise and provide strategic
information, assistance and

advice to the Executive Committee
members in their tasks.
Competence Centres (CC)

bring together the international skills
and knowledge that are strategically

important to the Group. o
Like the SBU, they have worldwide
responsibility for their particular areas, S’@

and will propose their strategies and
their global budget annually

to the Executive Committee.

Business Support Centres (BSC)
take charge of the processes necessary
for the proper functioning of the Group.
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Hypersoft Information Systems

AOver 150 enterprise customers for infrastructure metrics
software

AMore than two million users in networks under management
AOffices in Germany, France, USA, and Belarus

AMeasuring messaging and collaboration, perimeter services,
directories, replication, web resources, and other IT services
as well as in-house applications

AWorking for end-users as well as for service providers
AService analysis at the enterprise level from individual
transaction metrics to consolidated scalable service views
AUnique experience in producing relevant performance
indicators from the technology-agnostic perspective
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Computing Resources: Traditional vs Service View

A
A
A
A
A
A
A

Technology-dependent
Applications deployed
Vendor-driven diversity
Technical insights
Enterprise capital expense
Cost factor

Perpetual licensing

Technology-agnostic
Functions consumed
Normalised definitions
Business metrics

Costing per functional unit
Profit factor

Running usage charge

To o To To Do Do Iw

Metering is immanent to the service approach
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Tiered Metrics Model

Business Service Metrics

IT Service  Metrics

Application  and Network Metrics
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JAARCONGRES

Solvay Information Services

S79)

Solvay Services
SIS T not SITechnology T !
(technology for technologyb6s sake is not our cup of

- SIS moved from product to service provider

A Our mission

SIS tailors its solutions, its services and its organization in order to be perfectly aligned  with
Solvay strategy. Products portfolio evolution, geographical growth and competitiveness
become the drivers of our own strategy.

Our governance model, the quality of the services we deliver, our strategy and our budgetary
discipline deserve trust of Solvay Management.

Risk Management , flexibility, innovation , open to Business and consumers are key words

A We are global

(or at the very least European)
i We work as a virtual network

A SIS offer

i Global : SBU. Eg : e -messaging, Internet access, ERP,
i Regional : national contexts
I 75 % are provided in cooperation with external providers
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§§ Process Map

Solvay Services

Manage the entity

Develop & implement strategy

Pilot continual improvement

Manage internal & external communication

Meet demand

Understand Develop Manage
market Solvay’s IT vision & policies SBUICC/BSC relationship

Deliver consultancy & projects

Engage & build Design Plan & implement
business case information services new services

Advice on business
processes optimization

Manage services

Deliver Manage Manage Manage supplier
services change & configuration incidents & problems & consumer relationship

Manage a network of people
Manage resources
Mitigate risks
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JAARCONGRES

Certification

S/—g Why ?

Solvay Services

) To be recognized by our customers
A IT services are part of Business processes. IT SLA are integrated in Business SLA
A Business critical
A Quality requirement. Records Control .Traceability.

A Compliance to legal & industry regulations : FDA, REACHE

A Why IS 9001 ?

T IS 9001 is not an IT specific model
Y Common language with our customers/ Business and consumers

T A model known and used by many entities inside Solvay

) An "auditable" model

A Benefits

T Internal Quality Management System

T Clarification of roles and responsibilities
i Standardisation and harmonisation

T Best practices

T Cost reduction

T Continuous improvement

) External assessment of our system

) Motivation of the personnel
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ISO 20000 Processes vs. SIS Processes

Information Security Service
Management Continuity & Ayailability
Capacity Management ' Managgment
Budgeting & u """
Accounting for

'3/ Business Relationship
for IT services . 0 % Management
u Margge U|er & consumer relationship

Service Level
Management - - ‘4

- Supplier
0\u Managemen

Service Reporting

Incident

Management u

Manage incidents & problemsy

Release
Management

Problem Management

 Configuration

Management WWW.HYPERSOET.COM

IS 20000 Toolkit
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§§ Catalogue: service families
focusing on consumers
Services offered to all
Services offered to basic consumers of IT
team managers in order services in order to
OBJECTIVES to perform perform their daily
collaboration activities
Improve the
understanding of
SIS activities & Saiens
S REE offered to Individual Services i
Business ] Community services
Increase SIS managers in : :
service adoption S o (e PBusiness Services
their business Ar"”””””’—
Introduce more & accelerate Software and specialized
transparency their processes Selvices

Regional services

Local services
dedicated to special
needs
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Service synthetic presentation

SERVICES CATALOG

Individual Services: Communication & Collaboration Services

Synthesis of the SECURE E-MAIL

WHAT IS THIS SERYICE?

This service enables to use the following core
functionalities
- Electronic mail: send, receive and manags
- Calendaring: manage individual and shared calendars
{linked with Personal Digital Assistant), organize
meetings (calendar sharing)..
- Other standard functionalifies of M3- Exchange 2003:
tasks, contacts, notes, distribution lists, autoreply,
autoforward to an ‘internal’ address...

WHAT IS INCLUDED?

Service Availability
- Windows Of Service (WOS): Core and Optional
Services are delivered on 365%24%7
- Core Service Availability: 99, 5°.-"o.-"’rn0nth

Support
- End user contact: local helpdeslk
- Call Management for incident 365%24%7
- Standard Service Change Request within 1 day
- Mon Standard Service Change Request: response
within 2 weeks.,

YWHAT SHOULD YOU EXPECT?

Performance )

- 99%/10 rinutes: messages Inter-Hosting Center
99%,/ 3 minutes: local delivery to customer mailbox
93%,/10 minutes: SMTP Relay Performance
every 30 minutes: Public Folders Replication
delay of 30 minutes: Free/Busy status is made
updated to all users in the Calendar
every 30 minutes: Anti-Virus management update
0%/ minute:

Anti-Sparm management for transited messages
- Incident Management

Communication
- Communication to the users, Authorized Contacts
- Communication abaut Glabal Service Downtime or
Service disruption published

HOY DO WE CHARGE? REFERENCE
MRLC (Monthly Recurrent Charge) HLIMBD User moailbox S0 ME
— Mailbox HLIMBS User moailbow 100 ME
. . ALIMBE4 Uszer mailbox 150 ME
- Optional services : WUIMBE Resource mailbos 50 MB
+ Tempararily secure email HWUIMBC Test mailbox, Restrected
+«  Backup Policy iﬁmgf 'gemkporaprilll,_l zecure emal
acku ol
._ NDtBS.CDﬂ.nBCtDI’ . ALIMBL Notes%onneimr
- Optional services in evolution HWLIMBT SMS mailbox activation
+  5MS5 mailbox activation ALIMBSE Mailbow access for PDA

+  Mailbox access for PDA
Ornailbow 50 MEper morth

HWUMBO Mailbox £ Public Folder restoration
¥LIMBI Additonal tape for backup

NEED MORE INFORMATION

SIS contacts
GUDSIS Managers

004 2008 2006 no07

In practice:
POTENTIAL CUSTOMERS

- Solvay: all
- External users

more details inthe service description

HOW CAN ¥YOU HELP?

Yariability index

The index indicaces e-mail has several cost components
that can be influenced by users behavior

e-mail

:
o 1 4 5
Fixed cozt “ariable cost

reduce the number of MB to conserve a standard
mailbox

- choose less people in copy of your message to reduce
collectively the variability of cost

SOLVAY Last updated: Info Provider: Lefeuwrs, Benoit
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ANormalised: generate uniform metric sets for comparable

and when possible even for different services

ADe-technicised: have the business value (as opposite to

the technical details of operation) represented in the service
metrics
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