IKEA IT AB

CSI - Continual Service Improvement
CPR - Central Process Reporting
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IKEA IT — Facts and Figures

1.1 IKEA IT — working globally
1.2 IKEA is growing

1.3 Storage requirements

1.4 Service calls
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IKEA IT — Facts and Figures

| 1.1 IKEA IT — working globally
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IKEA IT — Facts and Figures

\ 1.2 IKEA is growing
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IKEA IT — Facts and Figures

\ 1.3 Storage requirements (eentralized)
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IKEA IT — Facts and Figures

\ 1.4 Service calls
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IKEA IT — Facts and Figures

Summary:

373 000
164 000
16 000
42 000
>150
>1

Service calls per year

Events per year

RfC per year

Work orders per year
Application services

Petabyte of storage
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Information as Basis for Improvement

2.1 Establish a function to provide information — Central Process Reporting
2.2 Turn data into information

2.3 Use information wisely...
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Information as Basis for Improvement

| 2.1 Establish a function to provide information — Central Process Reporting
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Information as Basis for Improvement

\ 2.1 Establish a function to provide information — Central Process Reporting

» Get a clear “go” before you start
Mandate

uanagemen « Communicate a clear statement throughout
Stakeholders the Organlzatlon
I * Make the stakeholders aware of CPR
Central
Process . ey
Reporting » Take over or stop other reporting activities
PN

 Make CPR the single point of contact
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Information as Basis for Improvement

\ 2.1 Establish a function to provide information — Central Process Reporting

« Work with a Bl System (BO, Cognos etc.)

e Connect all relevant data sources

» Build a comprehensive data universe
I Tools

Central

PI’OCGSS = Access to data

Reportl ng SOUICES
DWH/BI System
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Information as Basis for Improvement

\ 2.1 Establish a function to provide information — Central Process Reporting

v

Central °
Process
Reporting

y N °

Trust

Neutrality
Transparency
Reliability

Be neutral and open

Make transparent what/how you report
Deliver reliable information

Build a trust relationship, do mind setting

Make CPR the single point of truth
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Information as Basis for Improvement

\ 2.1 Establish a function to provide information — Central Process Reporting

» Staff CPR with Method- and Process
Specialists

» Use Bl knowledge

Specialists v e Use analytical skills
Central
etho roces P . .
< Rnowledga Rer;?greiisrfg « Listen actively to your stakeholders
Bl Knowledge A
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Information as Basis for Improvement

| 2.2 Turn data into information

1 1
! ! KPI
' ' 2.587
' ' 1.234
1 1
Service ' '
p— Management . |
Monitorin System : ! SLA
9 ' ' Report
: 1
|
1
L Data
! Universe Reports
M '_.'W . Timecard Reports
onitoring Reports

/ Y /\/

e Develop and publish regular
reports

. Consolidate data into one
universe

. Define all relevant data
sources/systems

e Gain access e Organize data in logical groups *  Find trends

e Establish regular transfer »  Ensure storage of historical »  Derive control information

data L . .
. Derive information for improvement

e Implement logic
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Information as Basis for Improvement

\ 2.2 Turn data into information
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Information as Basis for Improvement

‘ 2.3 Use information wisely...

Start your
Continual Service Improvment
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Building CSI around CPR

3.1 ...use information wisely

3.2 Helpon all levels
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Building CSI around CPR

\ 3.1 ...use information wisely

« Changing demands )
= » Changing technology

S~

IT Service Production

ool
Analyze, provide knowledge,
develop methods, consult, ...
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Building CSI around CPR

3.2 Help on all level — Operationally: improving reliability of a service

Users not
.f educated
Application with
Problem: % application
Integration
with DB

Incident categories for a business critical application service
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Building CSI around CPR

3.2 Help on all level — Tactically: improving availability of a service

l Focus on the

countries

CPR - Central Process Reporting do?/\l/Jrl]I’l'rl?]e
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E2E availability monitoring for an application service
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Building CSI around CPR

| 3.2 Help on all level — Strategically: lowering cost of incident handling globally

®
Very high
share of
3rd-Level
solving with
expensive
specialists
I 4
®
Goal: >70%
must be
solved by
" Helpdesk;
>500 SEK
per ticket
I 4

Step 3 Goal

Start Step 1 Step 2

Improving 1st-Level resolution rate “Shift Left”
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Value for IKEA

4.1 Values

4.2 Data > Information > Improvement > Wisdom

DATAFORENINGEN
KOMPETENS
Sveriges ledande IT-utbildare




Value for IKEA

\ 4.1 Summary

Add value by:

« Creating transparency

e Supporting decision-making

* Finding deficits and starting improvements

« Connecting strategic goals and visions to
operational scale activities
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Value for IKEA

\ 4.2 Understanding the chain of added value

Data - Information - Improvement > Wisdom
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Robert.Pernetun@ikea.com
Team Manager Method and Process Specialist

Tim.Richter@ikea.com
Method and Process Specialist
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