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© Inthe past,

Corporate strategies existed "between four walls” and a traditional
operational style and technology infrastructure were sufficient,
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of strategic outsourcing offers cost savings, increased a
process improvement and competitive innovation.
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JAnd The Resulting Management Challenges...

)

These Global Sourcing Relationships Have Typically Developed
As A Series Of One-Off Deals Or Transactions

Global Sourcing of Business Services (ITO/BPO/KPO) Can Be
20% to 50%+ of Today’s CX Level Spend

Joint Ventures &
Strategic Alliances

Professional
Services/Staffing

Outsourcing/Service
Providers

: _ = E—|
§% Shared BPO KPO New Models S\%
— Service Centers — ASP/SAAS/Cloud — ~

Z = L= =z

“All of this translates into supplier provided portal-mania and customers drowning in excel
spreadsheets...resulting in outsourcing customers managing in the rear-view-mirror with
too little transparency and understanding of real-time Business Value”
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IJAOP Is Working With Membership To Develop

The Management Science of Global Outsourcing

The Global Outsourcing Life-Cycle

IDEA

ASSESSMENT

IMPLEMENTATION

TRANSITION MANAGEMENT

SOURCING

RELATIONSHIP
VALUE -

FRAMEWORK

Framework For
Business Value

Service Providers

Sourcing Relationship
Management
(SRM)

Employees
s1awolsn)d

Suppliers

Financial

Capabilities

Service Quality

Risk & Compliance Governance

- Better managed &/or
reduced costs

- Revenue growth

- Improved margins

- Improved asset
utilization/balance
sheet performance

- Access to new markets

Areas of Key Value

- Provide access to
required talent/skills

- Improved flexibility

- Improved ability to be
responsive/scalable

- Improved adaptability

- Access to best
practices

- Defined SLA’s with
accountability

- SLA’s performance

- Quality of resources

- Low turnover & high
retention rates

- Continuous improve-
ment & innovation

Technologies

- Clear RACI models

- Processes for issue
management/escalation

- Business case & value
realization & reporting

- Transparency into
supplier operation

- Competitive T's & C's

- Defined risk profile

- Processes to identify
monitor, mitigate &
report on risks status

- Periodic Non- SLA
compliance reviews

- Global compliance

- DR & Contingency Plans

“Optimizing the health and business value in outsourcing relationships requires a framework and supporting tools/technologies
for defining, measuring, and communicating the overall health and value derived from outsourcing relationships.”

Michael Corbett, Chairman — IAOP




Optimizing Business Value Through

Sourcing Relationship Management (SRM)

Old World: Static Relationships

- Supplier owned data & technologies

- Suppliers reporting to customers

- Suppliers may charge customers for reporting
- Reporting in weekly/monthly summaries

- Customers repackage for governance & value

New World: Transparent Collaboration
- Higher degree of data & process transparency
- Real-time performance analysis/reporting
- Portfolio management approach to relationship mgt.
- Customer/Supplier integrated governance
- Interoperable service provision through standards

Continuous Real-Time Optimization of Business Value
Across An Increasingly Globally Extended Enterprise

Professmnal

Outsourcing/Service
Serwces/Staffmg

Shared Providers New Models

SerV|ce Centers ASP/SAAS

Joint Ventures &
Strateglc Alliances

Critical Success Factors in Sourcing Relationship Management (SRM):
* Real-Time data access/transparency, analysis and communications
 Higher degree of data & process transparency
* Inter-Organizational process excellence between & among customers & suppliers
» Use of advanced tools and technologies to enable people & processes
* Highly trained, experienced and certified outsourcing professionals
* Periodic and systematic review of the health & value derived through outsourcing relationships



KA Join the IAOP Tools & Technology
*‘% W Innovation Chapter & Learn More About SRM

Sourcing Relationship Management

SOURCING
RELATIONSHIP
VALUE i

FRAMEWORK

Contact Matt Shocklee, Chapter Chair at mattshocklee@gsos.org
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m Welcome and IAOP Overview/Updates
m The State of Tools & Technology In The Outsourcing Industry

m Customer Case Study — Kodak
m Teresa Harris, Kodak, Global Partner Account Manager, Kodak
m Matt Shocklee, President/CEO, GSOS and IOAP Global Ambassador

m Panel Discussion

m Networking event — Sponsored by OPI

////__\

www.lAOP.org




Value Health Check Survey™ (VHCS)
Kodak Case Study — Best Practices & Key Lessons Learned

W
L
bl )

Teresa Harris Matt Shocklee

Global Partner Acct. Mgr.  President & CEO
Kodak GSOS & IAOP

COP Global Ambassador
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sion Agenda:

= Sourcing Relationship Management (SRM) & The Value Framework
= What is the Value Health Check Survey™ (VHCS)

» Kodak’s Outsourcing Environment

» Kodak’s VHCS Scope & Objectives

» Kodak’s VHCS Key Insights & Opportunities/Exposures

Copyright © 2011 GSOS. All Rights Reserved.
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Sourcing Relationship Management (SRM) &

Relationship Value Framework™

The Global Outsourcing Life-Cycle

IDEA

ASSESSMENT

IMPLEMENTATION

TRANSITION

MANAGEMENT

VALUE .
FRAMEWORK

Framework For

Business Value

Service Providers

Sourcing Relationship
Management

Employees

(SRM)

Sasawolsn)d

Suppliers

Financial

Capabilities

Service Quality

Risk & Compliance

Governance

- Better managed &/or
reduced costs

- Revenue growth

- Improved margins

- Improved asset
utilization/balance
sheet performance

- Access to new markets

Areas of Key Value

- Provide access to
required talent/skills

- Improved flexibility

- Improved ability to be
responsive/scalable

- Improved adaptability

- Access to best
practices

- Defined SLA’s with
accountability

- SLA’s performance

- Quality of resources

- Low turnover & high
retention rates

- Continuous improve-
ment & innovation

Value
Health
Check Survey

- Defined risk profile

- Processes to identify
monitor, mitigate &
report on risks status

- Periodic Non- SLA
compliance reviews

- Global compliance

- DR & Contingency Plans

- Clear RACI models

- Processes for issue
management/escalation

- Business case & value
realization & reporting

- Transparency into
supplier operation

- Competitive T's & C's

“Optimizing the health and business value in outsourcing relationships requires a framework and supporting tools/technologies

for defining, measuring, and communicating the overall health and value derived from outsourcing relationships.”
Michael Corbett, Chairman — IAOP




sion Agenda:

= Sourcing Relationship Management (SRM) & The Value Framework
= What is the Value Health Check Survey™ (VHCS)

» Kodak’s Outsourcing Environment

» Kodak’s VHCS Scope & Objectives

» Kodak’s VHCS Key Insights & Opportunities/Exposures
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"% FRAMEWORK

SOURCING

RELATIONSHIP \
VALUE //
1l ™ o

pa

lealth Check Survey™ (VHCS)

Based on t%l Sourcing Relationship Value
Framework

Web-Based diagnostic tool useable in
outsourcing & shared service center relationships

Identifies potential opportunities for improvement
in the health and overall value derived from the
relationship

Enables a standardized and repeatable
framework providing trend analysis and peer
group scoring (future)

Customizable to the unique needs of your
outsourcing & shared service center relationships

Copyright © 2011 GSOS. All Rights Reserved.




alue Health Check Survey™

« At the beginning of the sourcing lifecycle
In order to establish consistently
understood expectations of overall value

Ny ' | .+ Asaperiodic (i.e. annual) way to assess
NANCIAL  ateIte el =AFASILITIES :
RELATIONSHIPK /,» the health of your outsourcing
) el relationships & opportunities/exposures

e In situations where you're unsure of the
health of the relationship or you're
certain there are issues....

Copyright © 2011 GSOS. All Rights Reserved.
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h Check Survey™ Administered?

 Customer & Service Provider agree to execute
a VHCS and sign Terms of Use Agreement

o Customer & Service Provider each identify a VHCS
Administrator to lead their team through the process

 Conduct a Survey Administrator Orientation (30 min)

'\% A ' 3// - Set-up the contract/relationship & collect data
CAPABILITIES: - Enroll the respondents
' - Confirm the schedule
-~ VALUE - /
= FRAMEWORK™ !

« One Week Survey Period:
- Periodic Updates on Respondent Status

sl

« VHCS Basic Report provided within a few days of
the survey completion

e Optional Facilitated Debriefing and premium reports
are available for a low fixed fee

Copyright © 2011 GSOS. All Rights Reserved.
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Health Check Survey™ Work?

Financial Performance:
- Customer Statement: We are realizing the business benefits
from the outsourcing relationship as outlined in the original

ANCI SOURCING. | St lLI= ]
%EL@;@UN;H' 4 business case &/or contracts.
FRAMEWORK ™

- Provider Statement: Our client is realizing the business benefits
from the outsourcing relationship as outlined in the original
business case &/or contracts.

Explain Your Responsea | Level of Priority
= Please use ihe box below to further explain your rating Low Sompwhal Dusiress As  Samewhal High Mot
@ Lower il High Observed
i | i 3 i o i ) A i 1 0 WD
Complelely Bomewihal  Meulidor  Somewiad Complalely ok
Disagree [hcaiagr ee Uinsure Agree Agroe Obseived
o Leval of Agresment
0K Cancel
1. Wa are realizing the business bensflits from the oultsourcin tinnahip as outlined in the original business

cndE B or contracts.

Lewvel OF Priority

Level OF Agreement

Copyright © 2011 GSOS. All Rights Reserved.
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Value - Health Check Survey (VHCS)

Admin | Logout

Acme, Inc.

Industry of Customer:  Health Care(

Respondent Name:
Sourcing Scope:
Location From:

Location To:

Service Provider: Allied Service, Inc.

Will Smith

> Size of Contract ($/Yr): $5M to $25M

Application Dev/Maintenance é‘_ Contract Start Date: 1/1/2009

US., UK €=

‘-» Contract Term (Mos.): 36

India, Ukraine (

- Future Peer Group Scoring

+

Overall Score

4.89

I'ne outsourcng contractirelabonship appears o have

2.0

30

4.0 5.0 6.4

Perform & more detailed assessment of the valug you are

sarous rssues and action should be taken immeadiately. achieving andior should be recaiving from this oscurcng
Perform a detalled assessment 1o determine if 2 contract | contract/relationship. Put & plan In place to achiege greater

refrash, recompetition or repatriation of all or selected

SErviCes Is appropriate

NOT KODAK RESULTS

ousiness value.

Your peer group overall score typically

7.0 8.0 8.0 10.0

The cutsourcing contractrelationship eppears to be healthy
and continue to periodcally assass the business value you
are acheving from this contract/relationship and
continuously search for greater business value

Copyright © 2011 GSOS. All Rights Reserved.
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Your peer group overall score typically is | 565 |

Your peer group overall score typically is | 5.81 |

6.0 B.O 10.0 1] 6.0 B.D 10.0
Your peer group overall score typically is | 3,08 | Your peer group overall scare typically is |70 |
Section B3: Outsourcing Service Quality Section B4: Outsourcing Risk/Compliance
| I | 3 | I | E
5.40 | j: 5.80 | j:
l | l |
- ! ~ {
1] 2.0 4.0 6.0 B.O 10.0 L] 2.0 4.0 8.0 B.D 100

Section BS: Dutsourcing Capabilities

4.0 8.0

Your peer group overall score typically s [5.47 |

Edit My Fesponss Submit Survey

NOT KODAK RESULTS
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After Completion of VHCS™

VHCS General Information: PAGE 3 Overview of the VHCS Basic Report
PAGE 4 VHCS Overall Results Summary

PAGE 5 Customer Top 10 Value Statements
PAGE 6 Customer Bottom 10 Value Statements

PAGE 7 Provider Top 10 Value Statements

VHCS PAGE 8 Provider Bottom 10 Value Statements
Basic PAGE 9 Customer & Provider Top 5 Not Observed Value Statements
Rep ort
VHCS Detail Data/Information: PAGE 10  Governance Data/Information Section
PAGE 11 Governance Statements By Customer Rank Order Scores
r PAGE 12  Governance Statements By Respondent
Customer & Provider PAEE 13 Financial Pe:cwrmance gataflnformatlor;Sectlon 3 .
. . PAGE 14 Financial Performance Statements By Customer Rank Order Scores
VHCS Administrators nanc y
. : PAGE 15  Financial Performance Statements By Respondent Scores
Each Rece_lve Their PAGE 16  Capabilities Data/Information Section
VHCS Basic Re pOft PAGE 17  Capabilities Statements By Customer Rank Order Scores

PAGE 18  Capabilities Statements By Respondent Scores
PAGE 19  Service Quality Data/Information Section
PAGE 20  Service Quality Statements By Customer Rank Order Scores

PAGE 21  Service Quality Statements By Respondent Scores
PAGE 22  Risk/Compliance Data/Information Section

PAGE 23  Risk/Compliance Statements By Customer Rank Order Scores
PAGE 24  Risk/Compliance Statements By Respondent Scores

PAGE 25-31 Customer Respondent Comments

PAGE 32-34 VHCS Outsourcing Value Statements (Customer & Provider)
PAGE 35  Optional Facilitated De-Briefing Overview

NOT KODAK RESULTS Copyright © 2011 GSOS. All Rights Reserved.
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ores — Focus on the Colors

VHCS Basic Report

Customer Version Combined Average Customer Provider
Report Date: 12/21/2009 Agreement Priority Agreement GAP Priority GAP  Agreement Gap Priority GAP

CUCN s | o l sss [o7] om0 [12ff 626 [or] se J12
SO s | oo l s [os] 6se |1 ll 659 Jos| 50 (11

TR ss | o ll 6w o 6w [1oll se Joa] s fi0
SR 3o | cos ll ass [15) 6es (16l 616 Jus[ 55 [16
U 655 | oo M 647 [os| o oo WA 08| 603 09

ST s | ol sos Josl e sl sn Jor]se s

Agreement Legend: Priority Legend: GAP Legend:

Healthy 7-10 Moderately High to Highest 7-10 | | Agreement = + or - 1.5 or more
Zone of Uncertainty 4-6 Business As Usual 4-6 Priority = + or - 3.0 or more

NOT KODAK RESULTS Copyright © 2011 GSOS. All Rights Reserved.
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cores — Top 10 Value Statements

Customer

Score Value Area Customer - Top 10 Value Staterment in terms of Agreement
L. The cantract we have with the supplier does not limit us from sourcing simiilar or related capabilities
if reguired from alternative suppliers.
TR The contrack we have with our client does not limit them from sourcing similar or related capabilitio
Capabilities from amn alernative supplier[s).

L. We pericdically review the firancial performance of the cortract with key internal stakeholders and
ouwr supplier.
TR Owr dient pessadically reviews the financial performance of the corntract with their key irfernal

Cinardal Performance stakeholoers anc ws (thair supplier].

4. The supplier is sensitive o the brand identity of our organization and demaonstrates the mportance of
protecting the value of owr brandl.
4P Whe [the service prowvicer] are sensiteve 2o the brand identity and value of owr client's organization ard

Hisk & Compliance we dermonstrate through owr actions the importance of protecting the value of our client's brand.

U

L. The supplier is currently supporting us from regions of the warld that are relatheely free from political,
emanomic or other forms of serious business risk.
TP Whe (the service prowvicer] are currently supporting this client from regions of the world that are

Rizk & Compliance , relatively free from political, economic andfar other forms of serious buriness risk.

GBC. Owr governanoe processes facilitabe fast and effectve resalution to prablems regardless of the
organizational levels imesheed

G Qur diient's gowernance processes facilitate fast and effective resolution o problems regardless of the
Governance organizational levels imeoheed

SL. The supplier demorstrates awareness of aur business spedfic reguirements corcerning regulatory
compliance & is appropriately compliant.
SP Whe (the service prowvicer] demonstrate awareness of our cliert’s business specific reguirements

Hizk & Compliance concerring regulatory compliance ard we are appropriately compliant.

L. The supplier's business is financially sourd and there are no apgparert threats to their cperations
which wauld cause us concern.

2P Owr gutsgurcing business (the servioe provider's overall outsowrcing businmess) is Fnandally sound and
Risk & Compliance there are no apparent threats or risks % our business operatiors which would cause our client concern.

SC. The supplier is appropriately firancially incented to deliver the business value we expect from
outsourcing this business process flunction.

SP Whe (the swpplier) are appropriately fnancially incented to deliver the business valoe owr client
Tinardal Performance expects from outsaurcing this business process/function.

A, We are realizing the business benefits from the sutsourcing relationship as outlined in the ariginal
business case &for cantracts.
AP Owr dient is realizing the business berefits from the ouvtsowrcing relationship as cutlined in the

Cinardal Performance original business case &for cortracts.

L. The supplier has adeguate provisions in place o protect socess to their systems that have acoess W@
owr datafinformationfsystems.
TR W (the service provider] have adeguate provisions in plsce to protect access bo our sysfems that

Risk & Compliance have acoess o our client's cata/information/systems.,

NOT KODAK RESULTS Powered By Enlighta




= Bottom 10 Value Statements

Customer Provider

Score Score Value Area Customer - Bottom 10 Value Statement in terms of Agreaement

S5C. The supplier is providing us with the appropriate level of innovation and creativity in addressing aur

current and Fulture business needs
5P W (the service prowider] are providing our client with the appropriate level of innovation and
creativity in addressing our dient's current futwre business needs.

A
i
1
[
[
o
=
]
=

7C. The supplier has formal continwous imorovernent grocesses in place and gericdically reports on their
progress in achieving continuous improwement.
TR W (the supplier) hawe formal continuows imarovement processes inplaos arnd pesiadically repgort on

A.75 ( Sprgice Cluality ) aur progress in achieving continuous improvernent
 ——— —

2C. The supslier has aoproogriate, recruiting, training 2and respurce contingenoy plans in place to address
current & futwre capabilies we need in this area.

2P. ‘We (the service prowider) have the approgriate recruiting. training, and resaurce contingency plan in
plaos to address current 2nd future capabilities the client requires in this area.

]
~
r
el
b
o
=
n
1

GC. Based on current and future business nesds, we are confident this supplier can meet owr service
delivery quality reguirements
EP. Based on cwrrent and futwre business needs, our client is confident we (their supplier] can meet their
500 ‘ Servioe Duality ? servioe delivery guality requirements.

BC. The supplier has accegtable quality contrals golicies and procedures in place for this cutsourcing
relatianship.
BP. ‘We (the supplier) hawe acceptable quality controls policies and procedures in place far this

(5,_. rwice Cluality ’ putsaurcing relationship.
y

GC. The supplier has contingency plans in place that are periodically tested to ensure they can deal with a
erisis without significantly affecting owr business.

5P, 'We (the service prowider) have contingency olans in glaos that are periodically tested to ensure we
Risk & Complianoe can deal with a crisis without significantly affecting our client's business.

g

4C. The contract terms with the suppler have sufficient grotection to address Awctuations in currrency
value and inflation.

AP. The confrackt terms with our client provide sufficient
Service Ciuality !-:Jr rrency walue and inflaticn

1C. The supplier staff hawve the approgriate level of understanding of our business to be able to be
resgonsive ta the demands of owr ey users and/'or stakeholders
1P. We [the supglier) hawe the approgriate level of understanding of our client's business to be able to be

Capahbilities recgpansive to the demands of their key users and/for stakeholders

rotesction for them to addresx fluctuations in

A, The supolier is responsive, flexible and adagtable to owr changing needs for capabilibies in this
business area.

4P, We [the service prowider) are responsive, flexible and adaptable to our dient's changing needs for
Gavernance business capabilities as it relabes to this contracty relationship.

7C. We have the reguired number of skilled and ssperienced human resownces to effectively & efficdently
gowern this cutsourcing contract/relationshio

P, Ouwr chient has the reguired number of skilled and experienced human resgurces to effectively &
Risk & Complianoe efficiently govern this outsourdng contract/relationship.

NOT KODAK RESULTS Powered By Enlighta




ol 4 ol L LIS o - o - . L3 ! of = . o K.
TC. The contract we have with the supplier does not limit us from 5o drcing simiilar of related capabilities if requined
from altermative suppliers.

7R The contract we have with our client does not lirmit them from sourding similar or related capabilities from an

alternativa su |}|}'|E"|i:l. 1.2 0.B
AL, The layal of employee turnover in all key araas of The suppliers workforoa relevant 1o thic ﬁ-l..'.iI:Il.lrlIi"lg CONTract are
within acceptalba ranges.
IR The level of ermployes turnsver in all key areas aof our \the sarvice provider) workforoe relevant to this contract are
5.80 within acceptalbe Fanges. 5.80 5.00 0.8 5.60 525 L4
1C. The supplier is currently Snd¥IdIng an acceptable |level of capabilities that we contracted for o support the scope of
this Dulsswrsing Comiradll,
1P We [the service provider) are currently [.'II'I:II.'il'J"'Ig an accegtlable level of capabilites that the client contracted far to
L] SupDart the scope of this ﬁ-l..:.ir.':l.lrl.'i"lg contract. S0 5.00 0.4 6.40 5.00 L4
BC. We hawe the necassary protasoas, tools and '.EI:hr'll'.lll'.lg'EE in place 1o understand if we are ,gE'l‘l'il'l,g the reguired
capabilities fraem our supplier
EF. Owur chent has the necessary processes, ook and [E:l"'lﬂ'ﬂgil‘.'-i in place to understand if th ay are _gEﬂ.'il'l,g e
5.20 reguired capabilities from us (the sefvice |.'l|'Lll.'il'.‘|E'|':I. 520 5.50 0.3 5.40 5.50 0.3
BC. The I::J'ZEI:Iul'I'.in,g capabilities we ara rer.h-h'u; tram this supglber positions us competitively in the industry.
5.00 GP Tha -:lu'.s.uurting capabilites that we are r:r:n.-iding 10 our client positons them competitively in their industry. 5.00 4.50 0.5 5.60 5.25 1.4
C. The supplier is resgonsive, flexible and adaptalble 1 our :rauw-ﬁg neads for capabilities in this business area.
AP We |the service |.'I|'I:ll.'il'JE'|':I 208 resporhie, flexible and adaptable to our client's Ll'pang-rg needs for business
4.60 capgabilities as it relates to this contra :L."*elarinuﬁs-r-p. 4.60 2.7 5.60 6.75 0.2
2C. The supplier has apprapriate, feCoTIng, Traming and respurce cont NEENCY plans im place o address current &
future capabilities we npeed in this area.
2P We |the service [Jrl:l'.l'l'Jl-."l':I hawe the appropeiate recruid ng '."-Elir'lir'lg_. and respurce oont NEEnNCY plan in place to
address current and future capabiliries the chant raguires in this anaa. 575 1.2 500 2.0
5C. Tha supplier is |.'l|'I:I|.'il'Ji"|g LS with The appropriate layel of innovatan and creativity in addr&;sin_g OUF current and
future business needs.
3P We |the service nruuiderj arg [}’:Nllﬂil'l,g our client with the appropriate lavel of innovaten and Cregivily m
aderESS"Ig our client's current future business needs. 5.75 3.7 5.80 &.00 1.B
Agreement Legend: Priority Legend: GAP LeEen:I:

NOT KODAK
RESULTS

Zone of Uncertainty 4-6 Business As Usual 4-6

&Emlntnnr-l.'inrm

Priority = + or - 3.0 or more




Value Opportunity Matrix (VOM):
Capabilities

e Opportunity Matrix

Capabilities Value Statements - Agreement Rankings
7C. The contract we have with the supplier does not limit us from sourcing simiilar or
related capabilities i reguired from alternative suppliers
7P The contract we have with our ciient does not limit them from saurcing similar or
related capabilities from an alternative supplier|s)

Agreement Score Priority Score

Customer Provider Custormer Provider

High — _ - _
s 3C. The level of employee twrnover in all kay 5 af the supplier's warkforee relevant
Priority . o
ta this outiownding contract are within acceptable ranges
3P. The level of emplayee turnaver in all key areas of our (the service provider)
workforoe refevant ta this contract are within acceptable ranges
Somewhat tal 1C. The supplier is currantly providing an scoeptable bvel of capabiitios that we
H'Eh a contracted for to support the scope of thi outsourcing contract.
Priority e 1P We fthe service provider) are currently providing an acceptable lewe) of sapabilities
S that the client contracted for to support the scope of this oulsourcing contract.
=
‘= BC. Wi h , tools and technalogies in place to understand if
'° [T 9 w e " 44 IR ol
S Busines e Are : ng the required capabilites from owr supplier
'?; s 8P. Our client has the necessary processes, tooks and technalogies in place to
2 As understand if they are getting the required capabilites from us (the service provider|
g Usual G6C. The outsourcing capabilities we are receiving from this supplier positions us
S competitively in the industry.
1 1 6P The outsourcing tapabilities that we are providing to aur client positions them
somewhat  Closely Review Sustain Value urcing .
Low competitively in thair ndustry.
Priority fO I Val ue & B al ance AC. The supplier is respansive, Raxible and adaptable ts our changing needs for
capabiities in this busineis area
I m p rovemen t R esources AP W (the service provider] are respensive, Rexible and adaptable to our client's
changing needs for business capabilities a5 it relates ta this contractrelationship.
LOW 2C. The supplier has appropriate, recruiting, training and resaurce contingency plans in
Priorit placs to address current & futwe capabilities we need inths anea
\ IR We (the service provider) have the appropriate recruiting, training, a
cantingency plan in placs to address current and future capabilities the client reguires
Completely Somewhat Neutral or Somewhat Completel n this area
Disagree Disagree Unsure Agree Yy 5C. The supplier is prosiding us with the appropriate level of innavation and creativity
Level of Agreement Agree sing our current and Tuture business nesds

(the service provider) are providing aur dient with the appropriate level of
nrovatian and creativity in addressing our client’s current future businass nesds

Legend: Value Opportunity Matrix: ) = customer O = Provider

Copyright © 2011 GSOS. All Rights Reserved.
Powered By Enlighta
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ticipant Responses - Capabilities

4 = iS5 — Detai

Individual Identity Protected Areas of Concern Healthy Areas

. el \ 4
@ 2ment 1 Statement 2 Statement 3 StoiZent 4 Statement 5 Statement 6 State 177 Statement 8 Average/Total Scores

Respondents
Customer “,reem 1t Priority NfO Agreement Priority N/O Agreement Prioritv ‘0" agreement Priority N/O | \gre ment Priority I\I}D Agreement Priority NfO Agreement  .orit NfO Agreement Priority N/O Agreement Priority NICI
[ \
;A T - WA -
i N

¢
O § [Menjof <+ ¢
3 ..ﬂl of 4 | ¢
«  IWOEEEK K
s G I-: 6 ¢
Customer Avg. ' mm 6.80
Customer Min. 'n“
Customer Max. n “ “
Respondents Statement 1 Statement 2 Statement 3 Statement 4 Statement 5 Statement 6 S5t “ent7 Statement 8 Average/Total Scores

Agreement Priority NfO Agreement Priority N/O Agreement Priority N/O Agreement Priority N{O Agreement Priority N}O Agreement Priority N/O Agreement Priority NfO Agreement Priority N/O Agreement Priority N)‘Cl
| s [0 -=l~lll|=-ﬂ|| | s Joll o [ 5 e
7

Providé
A

; | 6 |

: ENC
]

Provider Avg. mm

| 0
: | o K
575_| 500 i 500|525 | 67 Y 575|400

Provider Min. “
Provider Max. n

croupave.  IEERINIEEEN
S 040 | 140

Alignment Issues
Agreement Legend: Priority Legend: GAP Legend:

Agreement = + or - 1.5 or more
Zone of Uncertainty 4-6 Business As Usual 4-6 Priority = + or - 3.0 or more

Colors 1st

NOT KODAK RESULTS Copyright © 2011 GSOS. All Rights Reserved.
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ess to Enhancing Value

Customer
Team Internal
Review
VHCS :
. Joint Debriefing
—_— Debriefing Report
(4
4 | Provider Customer/Provider
Customer & Provider | Create Final Report
VHCS Administrators Tealgn Ir_lterna Detailing Opportunities
Introduced to the R For Improvement (OFI's)
VHCS Basic Report & Action Plans

Optional Fee-Based Facilitated De-Briefing Process
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sion Agenda:

= Sourcing Relationship Management (SRM) & The Value Framework
= What is the Value Health Check Survey™ (VHCS)

» Kodak’s Outsourcing Environment

» Kodak’s VHCS Scope & Objectives

» Kodak’s VHCS Key Insights & Opportunities
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ourcing Environment

:;_ 1

Kodak — Who We Are?

» The world’s imaging expert for consumer and professional photographers,
filmmakers and entertainment professionals, graphic communications

= Operating and manufacturing locations around the globe

» Headquarters in Rochester, New York

= Approximately 20,000 employees globally

Kodak — Why Do We Qutsource?

= \We outsource so we can focus on our core strengths

= We’'re looking not just for improved cost but high quality service & innovation
= We strategically multi-source to ensure competitiveness

» We use commercial tools & technology to assist us in delivering value

Kodak — What Do We Outsource?

= We are engaged in ITO and BPO
* ITO = Data Center, Networks, Applications Maintenance/Development
 BPO = Contact/Call Center, HR (Payroll and Benefits), Finance
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sion Agenda:

= Sourcing Relationship Management (SRM) & The Value Framework
= What is the Value Health Check Survey™ (VHCS)

» Kodak’s Outsourcing Environment

» Kodak’s VHCS Scope & Objectives

» Kodak’s VHCS Key Insights & Opportunities/Exposures
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S Scope & Objectives:

Scope of the VHCS at Kodak:

= Global Customer Contact/Call Center environment

» VHCS involved 27 respondents from both Kodak and our Service Provider
» VHCS may be used with more of our Service Providers over time

Kodak’s VHCS Objectives:

= Understand how our “key internal stakeholder’s” prioritize and score their
level of agreement with key drivers of outsourcing business value

» Understand if there are any alignment and/or perception issues between
our key stakeholders as it relates to our priorities and level of agreement

» Understand the degree of alignment between our key internal stakeholders
and our Service Providers key internal stakeholders

= Collaborate with our Service Provider to identify opportunities and exposures to
optimizing the overall health and business value delivered in our relationship
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sion Agenda:

= Sourcing Relationship Management (SRM) & The Value Framework
= What is the Value Health Check Survey™ (VHCS)
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» Kodak’s VHCS Scope & Objectives
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o 'S Key Insights:

Overall:
= We're still in the process of finalizing our next steps, but overall the VHCS was a success so far!
» We confirmed some areas of opportunity that we were aware of and identified others that
we want to explore further
= We'd like to expand the use of VHCS to our other contact/call center providers

Insights Concerning our Internal Stakeholders:

» We have a strong framework in place for success

» There are regional requirements based on unique service and governance expectations that we need
to consider

Insights Concerning our Service Provider:
= Qur service provider is aligned with us regarding key areas of priority
» Service provider was more enthusiastic throughout the process than we thought they would be

Insights About the VHCS:

» The VHCS framework and process is easy to understand and implement

» You need to get strong Senior Level Service Provider buy-in early or else you risk delays in the process

» The process can enable good relationships to get even better, i.e. providing common ground to facilitate
healthy, focused and productive discussions.
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gportunities/Exposures

Overall:
» Kodak and Service Provider agree to explore how we improve sharing of best practices and
innovation across our regions

Financial Performance:
= Continue with our focus on cost control given the global economic conditions

Service Quality:
» Consistently demonstrate proactive assessment and improvement re: key performance metrics
» Greater emphasis on six-sigma projects

Capabilities:

» [nnovation — communicate what is on the horizon, where to make the next step-change while
still managing operations.

= Bring forward industry best practices.

Risk/Compliance:
» There are adequate provisions in place to protect our data
» Service Provider has adequate sensitivity to Kodak'’s brand identity

Governance:
» Explore how we can reduce overall time spent managing the relationship (ie, how much
information is needed, and how often to meet)
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ans For The Future

Overall:

» \We’re moving forward with our Service Provider in several areas as
previously mentioned

= \We're considering starting VHCS with our other Service Providers to
better understand the health of all of our relationships

» We're considering VHCS as a tool to assist us in periodic
health checks of our outsourcing relationships

Copyright © 2011 GSOS. All Rights Reserved.
Powered By Enlighta



Thanks For Your Time — Any Questions?

Teresa Harris

Global Partner Acct. Mgr.
Kodak

COP
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Matt Shocklee
President & CEO

GSOS & IAOP
Global Ambassador




m Welcome and IAOP Overview/Updates
The State of Tools & Technology In The Outsourcing Industry
m Customer Case Study — Kodak

m Panel Discussion
m Dr. Beena George, Associate Professor, University of St. Thomas
m Jeff McCauley, Blazent Software
m John Sandry, EquaTerra
m Michael Ford, UnitedLex

m Networking event — Sponsored by OPI




Use, Benefits and Future of Tools and Technology in Outsourcing

Dr. Beena George Jeff McCauley John Sandry Michael Ford
Associate Professor Director of Sales Client Executive Executive Vice Pres.
Univ. of St. Thomas Blazent, Inc. EquaTerra UnitedLex
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ToolsMAP: IT Outsourcing — Data Center
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Thank youl!

Please visit WWW.IAOP.0rg for more information about IAOP
and upcoming chapter activities

www.lAOP.org
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