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There is much more to large-scale projects and programs than to a single large
project. In this presentation, the speaker will share how to reach strategic goals,
how to professionally manage a number of parallel-running projects, how to
manage the requirements of all stakeholders and how to maintain an overall view
while taking into consideration intercultural change management methods. The
knowledge, examples, and experience shared In this presentation are derived
from an actual 3-year program he delivered during his tenure at one of the largest

telecommunications organizations.
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Walter Sedlacek

Managing Director next level consulting APAC, Senior Consultant, MSc, MBA, PMP, ACP, PSM n
Professional experience (selection): IEV

Xt
e%onsulting
Global implementation of a Cyber Security framework for DTAG/T-Systems for 45 000 employees P Project
Professionalizing of Project Management in London for DTAG/T-Systems as Head of Projects x“ mst?&gtee@nt
Association

Introducing and building-up Cloud Computing in regional data-center for DTAG/T-Systems in Singapore as VP Thailand
Implementing a data-center for a Manufacturing Execution System for General Motors as CIO
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The relation between Corporate, Portfolio,
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Program and Project Management posocietion Ieve consuumg

Corporate
Management

vV Vv

Corporate strategy

Business strategy (
> . |>

Project
Management

Breaking down the corporate strategy into projects and programs
Selecting and evaluating projects and business areas

Prioritize based on strategy and its contributions

Share projects and programs

Define Reporting

V V VV  V V V V V V

Monitor and control at a high level (J

Group projects according to their logical context
Identify interdependencies

Management and control of the timely delivery of cross-functional items and
compliance with the framework conditions of the project

> Creation of governance structures

> Provisioning the resources ( >

Breaking down the goals and services into manageable work packages
Implementation of the plan
Execution of the project according to the expectations and requirements of the customer
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Example of a generic Program
Organization Chart
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Program-Coach

Program Core
Team Member
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1
I Program Core
\
\

Team Member Program Core
Team Member

Project Team

Program
Member

Project Manager Program

Member

Project
Sub Team

Program Team--_
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Requirements for Program Management P e

Social Competences

"know how with whom"

Methodological
competences

"know how"
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Social Competences

"know how with whom™

Methodological
competences

"know how"

Program
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Case Study: 3-year Cyber Security program

- Challenges
- Discussions
- Solutions

Seite 8 —



p Project
Management

The Mission & ocir Ieve consu.t.ng
» IT Outsourcer is represented in 52 countries.

» Customers are served very individually.

» Main customer wants to extend his contract for 10 years.

» Order volume is €1 billion.

» Contract renewal depends to 70% on a uniformly implemented a concept for IT security.

» The new concept to be created must be more precise and transparent than industry’s state of the art.
» The new concept to be created must be implemented worldwide and includes:

> Adjustments in the organization, both in the HQ and in the national units

> Adjustments in technology for all customers

> Adjustments in the processes for all customers

» The new standard to be created in this way must also be established in the industry.

» Synergy effects within the legal units must be considered.
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» In 2013, | had already been in Singapore two years, headed up a data center, and worked in
various management and project management positions at T-Systems since 2006.

» | had already gained experience in project management in the setting up of PMOs,
e.g., in the UK or in other extensive projects, such as the building up of cloud platforms or
establishing decentralized international development centers on the subject of virtualization.

» Moreover, | was familiar with the IT-outsourcing world on the customer-side as well,
being CIO of General Motors in Vienna — from my work-experience period before my career
at T-Systems commenced.

» | thus seemed to possess the tools and credentials required to resolve the task assigned to me:
the transformation of an entire enterprise in order that the created
IT Security Framework ESARIS be inherently incorporated into all () existing processes,
organizations and products.

» With joyful anticipation, | agreed and started to delve deeply into learning the subject matter
and comprehending the security architecture. | planned the project the way one is taught to, like
| had done so many times before, and how | usually pass it on according to the PMI’s instructions.

» However, | noticed more and more in talks with fellow workmates that this usual approach would
not work. The project was too big to be put into practice with the methods of project and
program management alone. Much more, it turned out to be a so-called Cultural Change Program,
and this, in several dimensions: functional, territorial, cultural.
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The Target Structure

1. Hierarchy Reflne.ment
for gradual Pyramid of Standards
refinement
,
?[,ro ;:,fnpiig and Upper levels(s):
implementation guiding principles
o
" Level with ESARIS
( .
3. Language | Orchestration Layer
defined for
Slisements Lower level(s):
' implementation
»
2. The levels
serve different
purposes
-

Taxonomy

and usage /
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Assurance
for Customers

FULLFILLMENT

I eve consultmg

5. The taxonomy

Risk Management Certification and Risk
and CertiFication 3rd Party Assurance Management

provides
overview

Customer Communication
and Security

Vulnerability Assessment,
Mitigation Plan ‘

[/} J Logging, Monitoring &

Security Reporting

Evidence and
Customer Relation

Service Management

Incident Handling and
Forensics

Change and Problem Change and Problem
Management Management

Release Mngt. and Release Mngt. and
Acceptance Testing Acceptance Testing
System Development System Development
Life-Cycle Life-Cycle

Systems Acquisition and Systems Acquisition
Contracting and Contracting /

AV
[ cusomestises
-

Office Workplace
Security

Corporate e Data Center
Provider Access Networks

Wide Area Network Data Center

Security Security

Directives for

Service and Production
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Discussion Aoscedion

» How would you approach the topic and structure the program?
» Start, Controlling, Reporting, Closing, etc.?

IEE\/EE consMUng
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Setup of the Program: Program Charter

®U
2=

Time / Budget Content
Event of start : Kickoff and GF signs ESARIS Directive nm Goals ) ) ) Activities per Wave
e, ESARIS standardized, harmonized andimproved the - Gathering information and contact persons in order
iz | technical and procedural measures for the protection to transform Entities and ICT Services.
Event of end: Maturity Level 4 reached and Att. Level 4 of our ICT services. An industry-standard level of ICT | -\ . sequence of transformations .
reached for 80% of all new ICT Services by security is achieved. . . )
Q42016 - Define trainings for the transformation of
Objectives Organizations and ICT Services to ESARIS Maturity
. and Attainment Levels.
Duration: 30months = Improved collaboration between territorial and . Provide and coordinate knowledge of experts
FIE e functional TSY entities due to improved security during transformation phase.

Sponsor: Heike Bayerl (VP Process & Quality Management)

Project manager: Walter Sedlacek (ESARIS Global Transf. Man.)

Steering Committee: (equals Steering of ESARIS Program)
Sebastian Winterstein (VP, Data & IT Security)

Stefan Kasulke
(SVP, Global Quality, Processes & Tool Management)

Heike Bayerl (VP Process & Quality Management)
Franz Grohs (SVP, Cyber Security Unit)

Jorn Kellermann (SVP CSS) - extended member

R. J. Miiller-Bruverios (Global Accounts) - extended

organizations and thorough trainings.
« Improved procedural interface to customers.
« Avoidance of additional audits and penalties.

» Sustainable insurance of competiveness advantage
due to holistic Security framework.

= Defined Level 5 documents are available.

- Communicate Status to Steering and Stakeholders
Perform Escalation and Risk Management.

member
Project Budget: 2014:499 000€ (allocated 700 000 €)
2015:646000€
2016:649000€
Type

Classification: A Risk to fail [H/M/L]: Medium

Type [internal, external]: Internal

Main activities

= Transforming Wave 0 to Maturity Level 2:
focus Security Org., Shell, GDU CES (until Q2 2014)
» Transforming Wave 1 to Maturity Level 3:
focus Shell and PoP MY (until Q3 2014)
= Transforming Wave 1to Attainment Level 3:
SharePoint, SAP HANA, DCS 3.0 (until Q2 2015)
= Defining &Transforming Wave 2:
focus APAC part of customers BAT, KONE;
focus LBU South Africa;
(until Q3 2015)
» Defining & Transforming Wave 3:
focus Germany

« Collecting and re-writing Level 5 documentation for all
Service Lines

Scope

- Entities/LBUs are transformed to Maturity Level 4:
“integration into processes (bid, transition,
transformation, operations, portfolio management);
day-to-day use”

- 80% of all new ICT Services transformed to
Attainment Level 4:
“partof the ICT service description
provided by the Delivery”

- ESARIS as defined in Q4 2013

Out of scope
- Certification process of Organization or ICT Services
- Communication outside this project

Dependencies to other projects
= ESARIS Program (Certification, Training, ISMS)
= Transformations within Service Lines and Service

Affected areas: T-Systems Delivery & Portfolio

Project
Management
Institute.
Association
Thailand
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n
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Setup of the Program:
Organizational Change Progress

ESARIS Maturity Leve

“A unit (LBU etc.) is capable of producing ICT
services that are ESARIS compliant.”

This is measured.
The unit is certified.

ESARIS
Maturity Level

Description
(measurement will go deeper as level increases)

“Started” 6

initial activities such as overall trainings; management
attention; identification of roles and responsibilities

“Prepared” é
“Managed” 6

business-related trainings; assignment of roles and
responsibilities; integration with ISMS and ICT
business

role-related education; use in most businesses;
continuous steering still necessary

”Established”é

integration into processes (bid, transition,
transformation, operations, portfolio management);
day-to-day use

“Controlled” ‘

as “established” but continuously measured and
improved; active participation in development of
ESARIS as standard

" Project
Management
m Institute.
Association
Thailand

P
X

“roll-out proce-

»

Level X

Communlcatlon B

PIannlng

Executlon

Valldatlon

Certlflcatlon

Level X+1

Publication ‘

December 2013

I eve consultlng
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Setup of the Program:

Organizational Change Progress

ESARIS

ESARIS Maturity Leve

“A unit (LBU etc.) is capable of producing ICT
services that are ESARIS compliant.”

This is measured.
The unit is certified.

= Detailed plan
with actions

= Certification
after completio

= All five levels
are covered

“roll-out proce-
»{ Level X ‘
|

ESARIS
Maturity Level

Description
(measurement will go deeper as level increases)

initial activities such as overall trainings; management
attention; identification of roles and responsibilities

“Started” @

business-related trainings; assignment of roles and
responsibilities; integration with ISMS and ICT
business

“Prepared” 6

“Managed” 6 role-related education; use in most businesses;

! continuous steering still necessary

“Establis hed”@ integration into processes (bid, transition,

I transformation, operations, portfolio management);
day-to-day use

as “established” but continuously measured and
improved; active participation in development of

“Controlled”
ESARIS as standard

| Communication \

|_ _ PIanlning o \

|_ ~ Execution

| o VaIidlat.ion \

| ~ Certification \
4' Level X+1

‘ Publication ‘

December 2013

Project
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ESARIS-G6 | Internal
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ESARIS Transformation Master Plan - (ETMP)

Activity number and name
$1.2: Create conditions

Goal, scope
Before starting the transformation you must define the scope (the =
unit with its business that start the process) and the people who must =

Description of activity

define scope (unit, business)
setup ESARIS Transformation Core Team (ECT)
name sponsor (one person from senior management)

make their ibution (: security =
units or teams). -

identify major roles and responsibilities in this process; identify
other stakeholders; define who has to be actively involved or
consulted only

consult the Security M: Delivery in G
specifically the £SARIS Program Management)

(more

Further remarks Unit specifics Roles and responsibilities
Don’t make the unit too big. It may be helpful to
split larger organization into small parts which
run their own program. In later maturity levels
these can be reunited.
Starting date and due date Progress indi Current status
Activity number and name Goal, scope Description of activity
$1.3: Planning The main content of this activity is project or progi = elab the ESARIS Transformation Plan (ETP)in a first version
These are basics which are not very specific to ESARIS by making unit specific adaptations of the ETMP; set milestones,
transformation. identify supporting factors and obstacles as well as strategic
success factors
= verify resources
=  schedule achievement of £SARIS Maturity Level “Started”
Further remarks Unit specifics Roles and ibilities

It is strongly recommended to view this activity
as an strategic one. Hence, you are requested
to identify supporting factors as well as
possible obstacle etc.

Version 0.92 | Final draft | 14.10.2013 T-Systems

—
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Setup of the Program: Technical Progress

ARIS Attainment Leve

P
X

"process'-

no extra process is put in

result is documented.

processes are used

“An ICT service is produced according to ESARIS; This is evaluated; the place; standard business
relevant security measures are put in place.”

ESARIS Attainment Level

Description

“technologically complete”

ready for ICT implementation: the ICT components can be

portfolio”

6 provided with security measures defined in ESARIS ==
| c B
w 3
“operations ready” ready to deliver; this means that the service and security % 5
management processes can be provided as defined in ESARIS ¢ §
1 = a
“successfully delivered” I this means that the ICT service has at least once been provide § £

to a customer with security measures as defined in ESARIS
“integrated into delivery 16 this r'?je?jng thﬁt ESAI.RIS is part of the ICT service description §° _§
portfolio" provided by the Delivery § %
| = =
“integrated into sales this means that ESARIS is part of the ICT service description | € _E
provided to customers o 5

|

Project
Management
Institute.
Association
Thailand

I eve consultmg
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= In line with standard development/design/deployment processes
= ESARIS attainment statement is part of service specification and passed on

accordingly v Y

= Attainment is based upon
(SDM)

written confirmation
ESARIS attainment statement f

Service
Production 5

contract

¢ Supply Chain Operations , , _
SCOPM Parameler
| S e | Pt Manager (SC OPM) Service chain design
g B o
o — N : A-k
omi | = | e ESARIS attainment statement
L N
- .-

+

\

\

Servicekette

ESARIS attainment statement

Engineering and Portfolio _

Operati(%n;MIV)Ianager Service design
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Setup of the Program: Dashboard

ESARIS Transformation Program Status: o
(Time:® Quality: ® Budget: @)

. . % Anpassung des Security Control® ) ) . .
\Operationalisierung der globalerh, "\ e \ ESARIS standardized, harmonized and improved the technical and
\ Frameworks hinsichtlich
N ESARIS- Programmstrukturen 5

; i ESARIS Anforderungen ; procedural measuresfor the protection of our ICT services.
und Bereitstellung Tramlngu.y Vermessung ESARIS Program / An industry-standard level of ICT security is achieved.

Tasks Status. Task Status A - LBU / BU participation heat
Adhoc Program Support Aufsetzen adhoc vermesung ’
fiir Shell integration O manuell
Ausetzen der
Pilottransformation e

Impl. der Vermessung des

Aufsetzen der ESARIS Reifegrads einer
Programmstruktur O OrgE

Programmfortschrittisti.S.

Programmfortschrittisti.S. . w
eines ,,Barometers”im

eines ,Barometers”im

Intranet. Intranet.
Trainingsunterlagen und Globale ESARIS Reifegrad
Hilfsmittel sind Report liegt vor

bereitgestellt

QOperat. des ESARIS

ESARIS Zertifizierungen Vermessungskonz. auf .

werden angeboten Service Ebene ISH maturlty tracker
Integration ESARIS Controls Integration ESARIS Controls

in TS Sec. Control inTS Sec. Control

Framework Framework

Impl.ESARIS Compliance
Vermessung bzg. auf IT
Serv./Ket

SecM TS hat ESARIS Level 2
erreicht.

Training acceptance check (tbd)

Ono progresso 15 % progress @ 45 % progress @ everything finished

13/12/2013

all
> >4

Project
Management
Institute.
Association
Thailand
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Setup of the Program:

ESARIS Transformation Program Status: o
(Time:® Quality: ® Budget: @)

) i )

Tasks Status Status Status Status Status Status

Sign-Off Project

Charter ' nfa n/a nfa nfa n/a
Establish

Communication Plan nfa nfa
within Project and to . n/a n/a n/a

Stakeholder

Implement Project .

repository on n/a n/a n/a
SharePoint

Requirement Listing of|

to be trained entities nfa n/a n/a n/a n/a
Prerequisite L5 . n/a nfa

Documents

Wave 0 . .

Start Candidates

Wave 1 . .

Focusing Shell

Wave 2
Focusing APAC & SA

Wave 3
Core Entities

Closing

Lessons Learned n/a nfa nfa n/a

. in pla‘

.. ot planned yet . ... completed ..late nfa...not applicable

" Project
Management
g Institute.
Association
Thailand

Status Report 5

ESARIS standardiz

I S N TN
98+17+ TS5 36 31,3 (excl. TSS)

5/0 0/0 0/100
TBD/TBD TBO/TBD TBD/TBD
TBD/TBD TBD/TBD TBD/TBD

Major Milestones | ___Forecast | ____ status ____|

Jan1,2013 done
Feb 11,2014 in progress
May 31,2014 StartJan 1,2014
April 30,2015 Start Febl, 2014
July 31,2015 StartJuly 1,2014
TBD TBD

NextMajorstep | Owner | buebae |

Finish Project Planning Walter Sedlacek Dec 31,2013

80% of defined L5 are in Doc Lib Feb 1,2014 in progress

| Rk | witigstion | Tobedecidedby

13/12/2013

K

n
I eve consulting
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Setup of the Program: Rollout in Phases

MU

. . ESARIS
ESARIS Transformation Project s

High-level plan for Wave 0 and 1 Satie

. 1.1.2014 31.05.2014
Waveo_frlendlyuser ‘ T T T T T | T T T T T T T 1T 1771 T T T T |
grou p 2014 2015 2016 zjgllvﬁ
Security Management Delivery (prerequisite) DE
Security Management T-IT (prerequisite) DE, HU . . . .
GDU CES - Product Design and Orchestration Services DE Tra nSformatlon Of Orga nisations to Maturlty
Security and Compliance Shell MY, DE, CH, NL, US level 2
GCU Shell Business Operations MY, DE, SK
Wave 1 — focus on Shell 122010 0012013
| [ T T I ‘ T T T T T T T T T T
Additionally to Organisations in Wave 0 2014 2015 2016 July
Architecture SGA Shell DE, US, NL, MY,HU 2018
GCU Service Engineering SGA Shell MY, NL, US . .
Service GCDM NL, UK Transformation to Attainment level
Production Malaysia Shell Tra nsformatl on tO 3
GDUSAP My Sharepoint (without Cognizant) MY
GDUDPS MY Maturity level 3 SAP HANA MY
GDU CES (MY - Sharepoint only) MY Appcom (DCS 3.0) MY
LBUs in EMEA
LBU AT AT
LBU CH CH
17.2014 31.07.2015
. [ )
Wave 2 — Maturity Level 4 T T T T T T T T T T[T T T T T T T 1T T T]] T
2014 2015 2016 ;s;\;
Tra nsformat!on of above na me_d orga nlzat_lons to Maturity Leveld Aditionally defined customer organisations
Transformation of named services to Attainment Level 4 focus APAC part of customers BAT, KONE
TBD Entities / LB US focus LBU South Africa

I eve consultlng
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Setup of the Program: Rollout in Phases

. . ESARIS Ieve consultlng
ESARIS Transformation Project — A

- = d p Project
° & Y
details: Wave O hpry P P Vohccemen:
1.1.2014 31.05.2014 xen Association

Thailand

Transformation will be done in a friendly user group to Maturity Level 2.

Goals:

- Test of trainings and certifications material upfront of main transformation.

- Gain Lessons learned for further rollouts.

- Address urgent pain points in Shell Security organization and mitigate with ESARIS

implementation.

employees countries scope accountable Rollout Start Level 1certified  Level 2 certified

Security Management Delivery (prerequisite) 15 DE whole team Thomas Ade 01.01.2014 28.02.2014 30.04.2014

Security Management T-IT (prerequisite) 33 DE, HU whole team Thomas Speichert 01.01.2014 28.02.2014 30.04.2014

GDU CES - Product Design and Orchestration Services 234 DE whole team Martin Bruns 01.01.2014 31.03.2014 31.05.2014

Security and Compliance Shell 27 MY, DE, CH, NL, US whole team Martin Hauser 01.01.2014 28.02.2014 30.04.2014

GCU Shell Business Operations a5 MY, DE, SK whole team 16rn Ohlmeier 01.01.2014 28.02.2014 30.04.2014

Security ond Compliance 20 MY whole team Asmah Othman 01.01.2014 28.02.2014 30.04.2014

Lead Incident Management 8 SK, MY whole team Beata Basarova 01.01.2014 28.02.2014 30.04.2014

Buiness Operations 17 SK, MY whole team 16rn Ohlmeier 01.01.2014 28.02.2014 30.04.2014

Painpoints to be adressed:
improve comunication, empowerment

Benefits from ESARIS rollout:
ESARIS provides hierarchy, structure, modularity and concrete procedural and technical standards. It provides better and more direct response to customers during operations.
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Setup of the Program: Rollout in Phases
ESARIS

ESARIS Transformation Project =

details: Wave 1 -"*.:

1.2.2014 30.04.2015

2014 2015 2016

Transformation will be done with focus on Shell and specific LBU’s to Maturity Level 3.
Transformation will be done for ICT Service to Attainment Level 3.
Goals:

|Tra nsformation Maturity Level

Wave 1- Security Organisationen SGA /GCU Shell employees ntries scope bk Rollout Start  Level 1 certified _ Level 2 certified _Level 3 certified
Security Management Delivery 15 DE whole team Thomas Ade Wave 0 31.08.2014
Security Management T-IT 33 DE, HU whole team Thomas Speichert Wave 0 31.08.2014
GDU CES - Product Design and Orchestration Services 234 DE whole team Martin Bruns Wave 0 30.09.2014
Security and Compliance 27 MY, DE, CH, NL, US whole team tbd Wave 0 N 31.08.2014
A ~ to be done in Wave O
GCU Shell Business Operations 45 MY, DE, SK whole team N/A Wave 0 31.08.2014
Security and Compliance 20 My whole team Asmah Othman Wave 0 31.08.2014
Lead incident Management 8 SK, MY whole team Beata Basarova Wave 0 31.08.2014
Buiness Operations 17 SK, MY whole team 16m Ohlmeier Wave 0 31.08.2014
Architecture 17 DE, US, NL, MY,HU whole team thd 01.02.2014 30.04.2014 31.07.2014 31.10.2014
GCU Service Engineering 16 MY, NL, US whole team EricWoerdeman 01.02.2014 30.04.2014 31.07.2014 31.10.2014
Wave 1-1BU’s
LBUAT 758 AT whole LBU thd 01.02.2014 30.06.2014 31102014 31.12.2014
LBUCH 1238 CH whole LBU tbd 01.02.2014 30.06.2014 31.10.2014 31.12.2014
Wave 1- Production Malaysia for Shell
GDUSAP 160 MY focusing Shell Mrs Kirby Mangala 01.02.2014 30.04.2014 31.07.2014 31.10.2014
GDUDPS 300 My focusing Shell Mslee Yuetyean 01.02.2014 30.04.2014 31.07.2014 31.10.2014
GDU CES (MY - Sharepoint only) 75 MY focusing Shell TBD by Wai-Meng 01.02.2014 31.03.2014 30.06.2014 30.09.2014
Wave 1- Service Management SGA Shell
Service GCDM | 11 NL, UK whole team tbd 01.02.2014 31.03.2014 30.06.2014 30.09.2014
Attainment Level |
(to be started after adequate organisations have reached maturity level 2)
Wave 1- Service Offerings SGA Shell in Mal employees countries scope accountable RolloutStart  Level1 certified  Level 2 certified  Level 3 certified
Sharepoint (without Cognizant) 45 MY focusing Shell TBD by Wai-Meng 01.08.2014 31.10.2014 31.01.2015 30.04.2015
SAP HANA 38 MY focusing Shell Mrs Kirby Mangala 01.08.2014 31.10.2014 31.01.2015 30.04.2015
Appcom (DCS 3.0) 100 My focusing Shell Ms Lee Yuetyean 01.08.2014 31.10.2014 31.01.2015 30.04.2015

Project
Management
Institute.
Association
Thailand
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Setup of the Program: Status Reports

ACHIVEMENTS

v All ESARIS Trainings are now fully integrate -3
into the in the Quality Academy 'ESAR'S‘

v Over 100 Services are ESARIS certified

v Customers and potential customers utilize ESARIS,
e.g. Shell, ThyssenKrupp, DPDHL, BP, Linde, Heineken

v ESARIS is well known and continuous communication
is ensured via newsletter, intranet, YAM, etc.

Wintel and Gjux

p" Project

Management

:“ Institute.
Association

Thailand

vCloud @ AT and subservices
Exchange@®AT

Datacenter China.

Asset and Configuration Marfagement@AT
Incident Management / SM9

WWintel APAC

um & CMﬁerlboﬂ Management APAC

ITSH Project Management - Rukummm(i VMVia _A,Ac

Dynamic Services for Collaboration Release 4 2

SAP Reporting

SGA Access Management (internal and custome SAP Monitoring

Transition Process Management Support
Security Patch Management

for
DCP Switch Fabric TCP
Blueprint: DWP - File-Service
Blueprint: DWP - FollowMe-Data
Blueprint: DWP - Hyper-V Hosts
Blueprint DWP - SCVMM
Blueprint DWP - Savvy-Suite

SGA GCOM - EXA DATA
Service Asset & Configuration Management

Blueprint DWP
Blueprint DWP - AdminServer
Blueprint DWP - Citrix LicenseServer
Blueprint: DWP - Citrix NetScaler

Blueprint: DWP - Citrix Provisioning

Blueprint: DWP - Citrix XenApp

Blueprint: DWP - CloudCockpit Logon-BackEnd
Blueprint: DWP - CloudCockpit Logon-FrontEnd
Blueprint: DWP - CloudCockpit StoreFront
Biluepnint DWP - CustomerService Area
Blueprint: DWP - FollowMe-Print

Blueprint: DWP - Managed FAT Client
Bluepnnt DWP - OnPremise
Blueprint: DWP - Print
Bluepnint DVWP - Processes

Blueprint: DWP - ProfileManagement

Blueprint: DWP- SQL-Server
Blueprint: DWP - ThinC

Sharepoint@AT Service, Version 1.0, 15.10.2015

Dynamic Cloud Services (DCS) 3.0

Dynamic Services for Infrastructure with vCloud (DSI vCloud 2.1)
Blueprint DWP - Customer Application Provisioning

Blueprint DWP.
LCM Log Centralization & Management

Bluepnint DVVP - Delegated Admin Service Portal

Datacenter Germany

Open Telekom Cloud

AVERT

Operation, Release and acceptance testing Service for myMDS 40 V0 1-
201512

Remote User Access (VPN into Corporate Network)

Jet Cloud: Asset & Configuration
W‘mwuhcoﬁmﬁm‘l -Cloud Control Center

Blueprint DWP - ontrolier

Release 4 2- Exchange

JetCloud

Bluepnnt IBM WebSphere AS Contaner
Blueprint: DWP - Advanced Client Management
Blueprint: DWP - Mobileiron

Blueprint - 1BM MQ 8 Container

MCOS Access Gateways

MCOS Instance Linux

MCOS Instance Windows

MCOS Internal Firewall

MCOS Logging Monitoring

MCOS Patching ACE

MCOS Patching MCOS

MCOS Transfer Networks CMZFW
MCOS VPN Gateway

AO MariaDB Container (Blueprint)

VPO - Virtualize Piatiorm Operation

VSO- Virtualization Server Operations

mr Release 4.2-Lync
Dynamic Services for Collaboration Release 4.2 - Network
Dynamic Services for Collaboration Release 4 2- Office Ueb Apps
Dynamic Services for Collaboration Release 4.2- SCCM
DmumStwwluCnlamedele SCOPM
Release 42 i
Dmmem«vwcumnmmu SCoM
Dynamic Services for Collaboration Release 4.2 - SharePoint

Jet Cloud: Change & Problem Management

Jet Cloud: Networks

ITSH TSS GCS BP LAN 2nd level support 01.00

DC Dynamic Services for Communication and Collaboration PHS

examples

I(E\/(E consMhng
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37426 employees addressed

AT
BR
CN
DK
FR
Jp
MX
NL

RU

SK

us

International
1 2 4 8 16 32 64 128 256 512 1024 2048 4096 8192 16384 32768

H Contributing to ML1 m Contributing to ML2 H Contributing to ML3 m Contributing to ML4 m Contributing to ML5

* Japan was participating in the ESARIS Transformation but they are out of scope for 2015
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maturity levels figure

Year End targets 2016: » ML1, ML2 and ML4 targets will be reached
v 30 ML1 Certifications .~ 40 ML3 Certifications = ML3 Certification: 7 missing until YE,
v 50 ML2 Certifications 20 ML4 Certifications will be achieved
= Maturity Level 1 “Started” = Maturity Level 4
- Maturity Level 2 “Prepared” ' Established” Barometer
Maturity Level 3 “Managed” Employees in maturity levels = NOVEMBER 30
Maturity Level Certifications 70%; Target = 80% YE
80% achievable with PoP SK,
0 e GCU Automotive & Finance, PSS, SeM Germany
60 I
50 o [ \
40 47%- 17425
30
20 o
10
0 10000 23% - 8547
Jun2016 Jul2016 Aug2016 Sep2016 Oct2016 Nov2016 185 - 6559
ML oEMLR2 = M3 = MLA 5000

5% - 1746

Employees contibuting to ML1 Employees contibuting to ML2 Employees contibuting to ML3 Employees contibuting to ML4 Employees contibuting to MLS
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Attainment
Well accepted and implemented method

70

65

60

55

50

45

40

35

30

25

20

15

10

v Targets reached and overachieved
v Focus on new Services and Cloud Services

v Includes Core Business as DSI vCloud, MCQOS,
OTC, DCP, DWP, VSO (Virtual Systems operations)

66

55

51 52

B Attainment Letters m Target

26 26

26 26

2

Jan 2016 Feb2016 Mar 2016 Apr2016 May2016 Jun 2016 Jul 2016 Aug 2016  Sep 2016  Oct2016 Nov 2016 Dec 2016

I(E\/(E consMhng
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Status — Green: All KPIs will be achieved!
ESARIS Global Transformation

All KPI show green. New DocLib shows weak 600 Overall KPI Status 538 gpy
- KPIs will be reached YE results- usability, search ESARIS Transformation Rollout "534
based on forecast. functions; this is alrealdy |
Many entities already in addressed to responsible 500 4?74?/
ML4.V v project team. a2
. . = The acceptance of ESARIS /
= Some entities are in ML5 is therefore at risk. 263
* ZOIndustry Standard in « This needs to be fixed; it is 400 35/
Release 1 successfully done already addressed. 317316
in November.
285
300
250
, ~
Low Lights Management Support 18/ 257
261
200

135
. « N/A
N/A / > /
/ 196
73

100

28
2 89
= 0
5 28
&

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Time Target e Actual
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SICHERHEIT SICHERER HAFEN

Project

FUNKTIONIERT FUR IHRE ICT =l
NUR MIT SYSTEM

Thailand

— ESARIS
= Standardisierte ICT-Prozesse flr
Sicherheit und Qualitat

Sicherheitsmassnahmen mit Struktur

‘[* - -Systems-
S ea s .

- - -Systems-

i =

—
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WIE BEGEGNEN SIE SAFETY FIRST

K E N Project
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ESARIS
SCHUTZ VOR
BOSEN UBERRASCHUNGEN

ESARIS
ICT-SICHERHEIT MIT SYSTEM

‘[ - -Systems:-

‘[* - -Systems-
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Setup of the Program: Marketing D) Pt %t

In the Open Telekom Cloud,
T-Systems launched a new
public cloud solution on the
market. It has been designed to
be simple and affordable, while
fulfilling comprehensive security
requirements at the same time.

=» Minimizes risks for providers and customers

With this in mind, the ESARIS security standards were incorporated into
the product development and implemented in the cloud solution during
the design phase. As a result, ESARIS is contributing to the ongoing i s 1
market success of the Open Telekom Cloud, the first secure public cloud 3

“Made in Germany”.

1}

")

ESARIS IN FIGURES B ittt & = = WHAT IS ESARIS? HOW DOES ESARIS WORK? WHAT DOES ESARIS OFFER?

ntrc . O Q I ICT Security Standard

troduced ir

2014 (> o ? ¢ :
@O ESAHIS\ - o

= Simple tender participation:

st ALE vaveraus Are you interested
in ESARIS?

EM \prehensive Contact us:

C < 5 . ESARIS@tsystems.com | ESARIS makes security simple.
ALL 26 ITIL It contains clearly defined rules and detailed instructions at a variety of
PROCESSES i levels for 31 security areas. The modular, structured approach supports
' comfortable access to any information. Its activities can be adapted easily
ESARIS minimizes security risks, thus ensuring greater quality. 10 new projects.

§ ESARIS
: ) While a generic enterprise security architecture (ESA) describes
Standardization for greater the security measures ata company, ESARIS (Enterprise Security

- secu th and qua‘ ity Architecture for Reliable ICT Services) refers specifically to the security

architecture of ICT service providers. W H Y E SA R | S?

This comprehensive collection of documents makes the ICT services
by T-Systems secure and reliable - from design ta operation and

5LEVELS Ufplie, oricasn feinichHe == - .Systems- enhancements.

31 SECURITY AREAS

Clear hierarchy or

The collection includes global guidelines, high-level concepts and
specific work instructions for all areas of security management:

 Risk management
- Service management
* Data centers, networks, workplaces

ESARIS protects ICT services from start to finish.

Inthe digital age, data is one of a company's most important assets. If it
falls into the wrong hands, the consequences can be severe: damages
can run into the millions, to say nothing of the hit to the company's
image. According to Bitkom, the German IT industry association, data G
theft, sabotage and digital espionage cost the German economy EUR fou

51 billion annually. As such, a secure ICT infrastructure is vital to a
company's long-erm success.

To efficiently secure its services inthe increasingly industrialized world
of ICT, T-Systems began developing ESARIS in 2010.
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Eberhard von Faber, Walter Sedlacek

Using Game Theory to Improve
IT Security in the Internet of Things

The Idea of a Durability Date or:

What happens if nobody cares?

Game theory is a branch of mathematics and economics. It aims predicting rational
and hence actually observed human decisions and to understand the reasons

for an alternative to be preferred to another. Decisions of market participants or
players considerably influence the achieved level of information security since the

lattnvic mvimaavihis datavimminad i tha facbr i cnmn Al adur cavar AlhAatik cacvibir A A I

TT-SICHERHEIT

Governance, Enhancement and Operannns
im Qualitatsbereich von T-Systems und Lei-
ter des Arbeitskreises Security des Vereins
»Zero Outages. Er spricht Gber die Aufmerk-

bendtigte Normierung von Qualitats- und
Sicherheitsprozessen in Unternehmen.

VONMARTNSTELGAD

»ES SOLLTEN NUR NOCH AUSREICHEND GEWARTETE PCS

ANS NETZ GEHEN DURFEN<< "»’-';J‘T—f”:"gg"f

i bt dok e

G i b . Nrarich vid o Kok aines S
PR e ————
frtiny
) puss ey
£ LIS W S i e
Wokhe Proee il e Wil Ut | g bbes ety AR . “ |
srtomngt
e iy
m Kenden, in i (i
) s Aeberrdine
2000

hobainicham, bt e groban -
ey )

ol edut Man ot puskruel hon tch. | v werdn.

=SiCHERHEN I <]

Edition <kes>

Eberhard von Faber
Wolfgang Behnsen

Secure ICT Service

Provisioning for Cloud,

Mobile and Beyond

2nd Edition

@_ Springer Viev
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Intranet T-Systems
e e P

You are here: Home > Delivery

Business & Strategy

ESARIS: Implementing the state of the art security framework in APAC

2014-01-23/ Delivery APAC is currently implementing ESARIS,
the Enterprise Security Architecture for Reliable ICTS Services
that stands for a secure ICT framework and follow international

e [ =

norms and regulati After a ful pilot the region is now
extending the roll-out to its other business processes.

Today's ICT production has become exceedingly complex thanks to
the technological advancements of recent years. There are critical
data occurring during almost all business processes and a company
intending to remain competitive must actively face the problem and
protect itself against the known risks. T-Systems’ answer to the
challenge is the Enterprise Security Architecture for Reliable ICT
Services (ESARIS).

“In T-Systems the adoption and use of ESARIS will push us to the next
level of ICT security. All organizational units will apply to it, supported by
the Global ESARIS Transformation team.” explains ESARIS Global
Transformation Manager Walter Sedlacek. “In APAC we have started
with the implementation for our customer SHELL. As a next step we will
continue with further entities for the rest of the region.”

ESARIS provides a holistic state of the art framework that consists of a
secure surrounding for service portfolio management, bid phases and
implementation projects as well as service delivery management
projects. The clearly defined roles and responsibilities as well as the
included collaboration models follow international standards and norms.

Waiter Sedlacek, ESARIS Global
Transformation Manager

Graham Marr, SVP Delivery APAC, emphasizes the strategic
importance of the standardized secure framework: “ESARIS is helping to grow our business, as a
standardized secure environment is a clear must have in the ICT industry today.”

In the next month the region is looking into adapting its processes and services step by step according a
structured roll-out plan. By end of 2014 the implementation for APAC will be finished.
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Customer Feedback Highlights ?ﬁ:ﬁ:ﬁlon Ieve consulting
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f ot
ndard ©
a5 a reference S:;e
\with ESARYS \d conveY Tl ey of T

4 cou secu .
curity We the T tiations ESARIS .
Trst;ess'\o\'\a ﬂvc:\\j inthe ni%sp (ESARIS internat?éiﬁﬁfarebég "O_le.jhe” is an
eftec yssen nan Securi ENized pioneer in th
Sy rems X 5 rificatio urity and Safety and atte e
0 he i i Ehe T Syste ms a medi i St_ed T-
Wi sentia! fh ‘ rfa‘:;i‘nm_upp their contro,if;':;;fvg’iﬂ:;ﬁy ;—1n terms of
. - , whi i
aefinttion 4 romer: TV detail far beyond 15027001. £sapre "
Secunity: emonstrated N

“ESARIS is leading into the right direction to
improve

IRM (Information Risk Management) to the next

level.”

- Ed Whelan, IRM Program Manager, Shell

: a maturity Shell ju
Systems in terms of Secyre Serdicr;p T

Delivery:. Customer: Shell

iges Sicherheitskonzept.

Nachdem ich das ESARLS—Konze_pt Bereich fgrr?(‘e;ie;l;l;m
meinen Produktionsteam gezelg_t hatte, h:'ter el
Konzept alle zugestimmt. FUr mlcr;als;‘lAudl 3mgmeine

i in die Hand,
dieses Konzept die Werkzeuge r
Audits zu verbessern und das Team zu einem

i fwand i
nde wollte ein au den. Die 2 X
E‘zf‘f(g" war weder Zett uréd Gaﬁr\gm{: dadurch gemeinsamen Ziel zu leiten.
durch den Kunden RIS-
25’!.1%22?.-}. dass er durch S‘Chnge\fﬁﬁasgﬁeb bei T-
uen in den sl ESARIS spielte eine groRe Ro

standards Vertra urde auch ein

onnen hat. Damit W

S gew .
Systems g |enstein erreicht.

Zahlungsmei
Kunde: BP (GES-P rojekt)

Hi my name is Kim Kingsley. | am the Cyber Defense

Manager for T-Systems supporting the Shell Global Account.

As the first implementer from a global enterprise
perspective, we had an immense improvement in our T-
Systems security stance since the introduction of ESARIS.
We have achieved ESARIS Level 4 maturity. The customer
confidence level has improved significantly regarding our
ability to address security topics. Our customers expect T-
Systems has more than just best practices. Now that we
have the ESARIS Library, we have the ability to demonstrate
our security standards are integrated into our IT Service
Management thus giving us a competitive edge.

Wir sind daran sehr interessiert, ESARIS intern und
gef. auch im Verband der europaischen
Zentralbanken einzusetzen. Hier wird ein allgemeiner
Standard benétigt.

Bundesbank

:'le_;'n L_enimentus. Shell

e

te_srierte T—Sysl:"l"l:; 2?:2 S

;e in Bezug auf jhr Control-

geelftmg Detaill‘ie—rungsgrad weit iiber

e SARIS demonstrierte Shell ein
ystems, was Secure Service

ist weltweit an

and Safety undeartf(am.m?r Vor
mittelméi@ige Reis
Framework, we|c|
1S027001 hinays,
Reifesprung bej
Delivery angeht.

Kunde: She|)

Linde hat den Ansatz von ESARIS iUbernommen,
Sicherheitsprozesse und IT-Kernprozesse zu ver-
schmelzen anstatt Security parallel zu bearbeiten.
Die gleichartige Behandlung aller Incidents in
einem Prozess stellt sicher, dass Sicherheitsvorfaille
mit gleichem Nachdruck verfolgt werden wie z.B.
normale Ausfille von Systemen und dass ein
Ubergreifendes Lagebild entsteht und
kommuniziert werden kann.

Kunde: Linde
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ESARIS Tasks 2017+

,Operations”

,Governance, Coordination”

- ESARIS Transformation Steering December 2016 - intern -

IEE\/EE consuhmg
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ESA R I S G EO Ta S kS ESARIS Library (Antal Futo)

Ove rVi eW ESARIS Lead Advisor and QBase Maintenance (Eberhard von Faber)
f 1 2 2 O 1 6 Development of ESARIS Training (Eberhard von Faber)
a S 0 / Model for managing partners and suppliers (Eberhard von Faber)
ESARIS Community and International Advisory Network (Clemens Peither)
Communication / Marketing (Clemens Peither)
ESARIS as a service: Customer Delight (Walter Sedlacek)

; Interface to Major internal Projects / Portfolio Initiatives (Walter Sedlacek)
Governance, enhancement and operations of

ESARIS Interface to Big Deals / T&T Projects (Eberhard von Faber)

to ensure customer delight
through global standardization of ICT Security

Interface to Cyber Security (TC) (Walter Sedlacek)

is accomplished and supported

by an internationally distributed team

which is steered by

Security Compliance and Quality Management.

Certification (Thomas Speichert)
Maturity Level Quality Review (Balazs )

Interface to Remediation Management (Ralph Luger )

Overall Steering (Walter Sedlacek)

Interface to Risk Management (Andreas Meneder)

Reporting (Edit Toth)

Attainment Improvement & Quality Assurance (Edit Toth)
Attainment Push (Walter Sedlacek)

Maturity Level Push (Clemens Peither)

Competence Center Lead (Clemens Peither)

Improved and Enforce Security Organization Policy (TBD)
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Project Goal ESARIS

ESARIS standardized, harmonized and improved the technical and procedural measures
for the protection of our ICT services. An industry-standard level of ICT security is

achieved.

Project Objectives ESARIS

v Improved collaboration between territorial and functional TSI entities due to
improved security organizations and thorough trainings.

v Improved procedural interface to customers.
Avoidance of additional audits and penalties.

v Sustainable insurance of competiveness advantage due to holistic Security
framework.

<

Lessons learned / underestimated topics (Top 3)

v Complexity of T-Systems organization; e.g. territorial, functional, account-focused;
lack of role-based working

v Importance of Face-to-Face meetings; “energy” in project team depends on personal
interaction

v Lack of standardization; e.g. DSI vCloud Version in Singapore different to Mexico, no
central repository of service catalogues
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6.000 SEITEN
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- Ed Whelan, IRM Program Manager, Shell
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ACCEPTING ESARIS OUTSIDE DTAG
ZERO OUTAG INDUTRY STANDARD

a2 (} =
PEOPLE PROCESSES <> PLATFORMS
= All participating parties = Incident Mar | using
commil > the Zero Sta with 20

Outage ification (INM,

PRM, CHM) = Verification of complex changes by related
= |ntegralors also hold suppliers

product certified = 24/7 Problem Management after serious

employees. incidents

or b months+
= Only 1 release
/ \ per year

eplt

@ SECURITY @ SecNy lixes

K Defined minimum standard based on ESARIS )
WE CAN P 2NUCE TRUE ZERO OUTAGE SOLUTIONS FOR CRITIC~L_ USAGE
e

“We will use ESARIS as starting point for further

discussion with security specialists and develop it |

further. “, ZERO OUTAGE ASSOCIATION

S PR

—

- T

SACd

EMC

QUALITY STANDARD
Zero Outage
Industry Standard,
future is now!

The Zero Outage initiative
provides a first outline of its
future work in four areas, in

particular as regards security,

processes, platforms and
people

Juniper T - -Systems-

BROCADE=
@ i NetApp

o ditlier)n
itSMF

1T Service Management Forum"

Deurschland ¢.b;

®Hitachi Data Systems

https://www.zero-outage.com/

I eve consultmg
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Zero Outage ‘ I

PROGRAM

ptember 2017

Registration
Lunch/ Canapés
Introduction Stephan Kasulke, Chairman ZOIS

Dietmar Dahmen (Opening Keynote)
The first rule of Fight club: zero outage

Eireann Leverett

Murphy and Malice: loT and internet availability

Internet outages are caused by accidents, typos, disasters, and by
design. The loT s bullt with internet accessibility as a design principle,
but is this ubiquitous avallability matched in reality? Is such high
availability distributed evenly across countries? This presentation will
examine data from a variety of sources to detail internet outages and
their diverse consequences.

Marketplaces

Tea & Coffee Break

Petra Hauser

Zero Outage goes exponential

The pace of change is accelerating exponentially. This is a new

concept and reality for most people, industries, and businesses. How
willit impact the concept of ,Zero Outage*?

http://summit-zois.com

Dr. Marie Moe
Go Ahead, Hackers. Break My Heart

Gradually we are all becoming more and more dependent on
connected technology, we will be able to live longer with an
increased quality of life due to medical devices and sensors
integrated into our body. However, our dependence on technology
grows faster than our ability to secure it, and a security failure of a
medical device can have fatal consequences. Marle’s life depends on
the Functioning of a medical device, a pacemaker that generates each
and every beat of her heart. This talk is about Marie’s personal
experience with being the host of a vulnerable medical implant, and
why she decided to start a hacking project, investigating the security
of her own personal critical infrastructure.

Round table #GlovesOFf
Zero Outage and loT

Departure to Mash Restaurant

Dinner at Mash Restaurant

Zero Outage Industry Standard — Executive Summit London

all
> >4

EXECUTIVE SUMMIT
2017

o A
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Project Objectives Results and Handover to operation release of
project organization requested from Steering

ESARIS Project Objectives

Q42013 —-Q4 2016

v T-Systems Employees are trained and certified;
80% are in ML4/ML5.

v Attainment methods are developed and applied to
all new Portfolio Elements, Services and the main
Cloud platforms; Fulfillment is standard in most
complex deals.

v Collaboration between territorial and functional
TSI entities is established due to built-up ESARIS
network.

v ESARIS operational model is defined, e.g.
interfaces to Portfolio, Deal Management and
Suppliers management.

v ESARIS Competence Centre is set-up
internationally to support ESARIS operations after
the project.

ESARIS Governance, Enhancement and Operation
2017+

v ESARIS Competence Centre will finish-up all ML
certification in 2017.

v ESARIS Competence Centre will continue to
maintain ESARIS network.

v ESARIS Competence Centre will support all
operational entities with ESARIS know-how and
actions.

v ESARIS operations model will be enforced.
v Support for Attainments & Fulfillments is given.
v ESARIS methodology will be developed further.

v ESARIS will be introduced further in Zero Outage
Industry Standard association.

v Trainings will be developed further.

all
> >4
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» Did you find some Take-Aways?
» What would you have done differently?
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My personal Experiences on a Global Change Program
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‘ ‘ Who wants to lead the change
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How to find allies —
my personal Experiences e
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» In order to work out this transformation, the change itself, indeed the culture shock, which was to affect the 45,000
employees, the change would have to take place in the organization through cascades.

» Several colleagues occupying various positions and hierarchies were to spread the spirit of change. These fellow
campaigners in the organization were then to be found. There was still one other issue to solve: | was in Asia; the
headquarters, in Germany. | was supposed to then manage the project from Asia, since an important customer had been
promised to start the transformation with them; and this one was managed from Kuala Lumpur, not too far from
Singapore.

» In order to win over these fellow campaigners in a structured manner and motivate them, | considered the following
strategies and applied them:

People-Oriented Interests Organizational Energy

Change is a power game. Here, Here it is imperative to know the
experience in managing people organization and its past.
is key: Often it is necessary to give | JPossessing such know-how helps

Emotional Motivation Learning-Oriented Competence

Everybody “wants” to be motivated | [ The already existent
differently. Empathy is called for comprehensive learning program
here, but also being aware that had to, predominantly in the light

people the feeling they are in discuss concretely about how

“the lead” and are the ones making || fparticulars can strengthen and

the changes. sustain their position within the
company.

one method alone does of varying cultures, be adjusted
not apply for all. and further developed.
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Strategy for the Change — my personal Experiences

» Neurologists have determined that work routines leave traces behind in the human brain. One

who repeats and practices actions, links nerve cells in the brain; he or she builds quasi-data

highways. To change these patterns of conduct—to “rebuild” highways—triggers discomfort and

Is distressing. This phenomenon is also known as “leaving one’s comfort zone”.

> So, how is the change actually realized? The following strategies helped me

Clarify the objectives

“Why is there a need for
changes just in our
department?

And why right now?”
Employees and the
management want to
understand the background
behind the new work

processes. For me, this meant:

| had to know the subject
matter of the Security
Framework from the
bottom up.

Stakeholder Management

Like it is in every project, and
particularly in Cultural Change
projects, the success of it
significantly lies in the
thoroughness of the
preparation. | sought these
individuals systematically and
contacted them in a well
thought-out manner. The talks

with them lead to further allies.

“ADKAR*“-Principle:
awareness, desire, knowledge,
abilities, reinforcement

Don’t plan in detail too early

The standard
PLAN-DO-CHECK-ACT cycle
in project management has to
be applied here.

Thus, every step has to be
examined along the way, and,
if necessary, also repeated in a
transformed manner.

IEE\/EE consmnng
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Convince with “quick wins*

Quick single victories with the
change give impetus to the
atmosphere in an enterprise.
These successes don’t have
to be drastic. This reinforced
the credibility of my case.
Soon the obstacles were

overcome and the project
reaped benefits.
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