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Inside CSC World

Data storage for a few cents per gigabyte. Virtual servers that can be turned on and off like a light switch. An entire infrastructure composed of software instead of hardware.

“Welcome to the new world of information technology,” wrote 
  researchers at CSC’s Leading Edge Forum in 2009. Their four-volume 
  report, Cloud rEvolution, explored the emerging technology that has quickly become one of the defining IT trends of the 21st century. 

Today, cloud computing is giving businesses, universities, governments and others access to shared and often physically dispersed computing resources — the driving benefits being increased flexibility, reduced costs and access to a wider array of services.

Cloud computing is a key component of what is being called the 
  as a service economy — the next generation of IT where business 
  services are bought or subscribed to as services. But just like any game-changing trend, there is also a set of new challenges. 

The issues of privacy and security in the cloud are well recognized. However, another critical issue that receives less attention with respect to cloud computing is export control.

Generally speaking, export control relates to regulations that the U.S. and other countries have put in place to restrict the export of various sensitive items, such as information and software. Country-specific regulations governing privacy and data protection vary greatly. 

In Europe, for example, data privacy laws restrict the transfer of information about individuals outside EU-member states. These laws have prevented some companies on the continent from moving to the cloud, where data may be stored on servers in the U.S., Asia or elsewhere.

That’s why many of our clients ask, “Where is the cloud?” In this issue, we travel to a few new and existing customers to answer that very question and show how CSC is offering customizable public, private and hybrid cloud solutions in various countries around the world. 

We also speak with IDC about a new report on how to select and 
  manage cloud services, and visit CSC Canada’s new president to hear about IT changes taking place in the Canadian public sector. 

We hope you enjoy the issue. You can also find the magazine 
  online at www.csc.com/cscworld, where you can subscribe, 
comment on stories or download mobile versions. 

Chris Sapardanis, Editor, CSC World




News
 
 --- ACQUISITIONS ---

iSOFT Deal Strengthens 
Health Services Portfolio
In July, CSC closed the acquisition of iSOFT Group Limited, one of the world’s largest providers of advanced healthcare IT solutions. The acquisition complements and strengthens CSC’s market-leading software products and healthcare integration and services portfolio, and enhances its healthcare research 

and development capabilities. 

Adding iSOFT’s 3,000 global employees, including those from major research and development centers in India, Spain, the UK, Australia, New Zealand and Central Europe, expands CSC’s capability to support existing customers and develop more innovative solutions; it also adds a robust set of clients in new and emerging markets.

More than 13,000 healthcare providers and governments in 40 countries use iSOFT’s e-health software solutions to manage patient information and drive improvements in their core processes. With the expertise and experience of 1,000 development professionals and 200 clinicians, iSOFT solutions touch an estimated 200 million patients across five continents every day. Its systems are installed in 8,000 hospitals and clinics.

“Joining forces with CSC is a major step forward for iSOFT, putting us in a position to accelerate the delivery of our Innovation Agenda,” said Andrea Fiumicelli, former CEO of iSOFT and newly appointed COO of CSC’s healthcare business. “By combining both organizations we have created a major force in the healthcare industry, with significant opportunities for future growth through richer solutions and much enhanced access to the global market. Building on this platform, our ambition is to become one of the world’s leading healthcare IT suppliers.”

AppLabs Enhances Applications 
Development Business
In September, CSC announced it had acquired AppLabs 
Technologies Private Limited, the world’s largest pure-play 
software testing and quality management service provider. The acquisition vaults CSC into a leadership role in providing application testing services in the high-growth discrete testing market, supporting the company’s multi-year strategic growth plan.

AppLabs brings to CSC a strong portfolio of emerging 
technologies, proprietary methodologies and tools, and a 
specialized sales force, significantly enhancing CSC’s capabilities in application testing services as well as shortening time to market. AppLabs complements CSC’s expertise in the Financial Services; Healthcare; Manufacturing; Chemical, Energy and Natural Resources; and Technology and Consumer verticals. 

“As a pioneer in specialized testing services, AppLabs will strengthen CSC’s portfolio of services that are offered to its 
customers,” said Sashi Reddi, AppLabs founder and CEO. 
“AppLabs customers will benefit from the geographic reach 
and breadth of services that CSC has to offer so that we can finally become truly global partners to our key customers. 
The 2,500 employees of AppLabs are delighted to be a part 
of the CSC family.”

According to research firm IDC, the independent testing and validation services market is growing faster than the IT services market and is forecasted for strong growth — a 21 percent 
compound annual growth rate (CAGR) — through 2013.

With 2,500 employees and a strong leadership team, AppLabs has an offshore delivery center in Hyderabad, India, as well 
  as sales and delivery offices in London, UK; Philadelphia, Pa.; 
  and Lindon, Utah. This acquisition enhances CSC’s ability to 
  support existing customers, adds a robust set of new clients, and advances CSC’s position to pursue and win new business.

Maricom Systems Bolsters 
Health IT Offerings
In September, CSC announced that it had acquired Maricom Systems, Inc. The company, based in Baltimore, Md., provides business intelligence and data management solutions that 
support mission-critical health information technology (IT) 
systems within the U.S. Department of Health and Human 
Services (HHS). This acquisition allows CSC to expand its 
support of HHS efforts to implement IT improvements stated in the Patient Protection and Affordable Care Act. Maricom enhances CSC capabilities in the areas of healthcare informatics and data management — the cornerstones of the government’s health transformation initiatives.

“The addition of Maricom Systems supports CSC’s strategic focus on selected high-growth areas of the U.S. federal 
government,” said James W. Sheaffer, president of CSC’s North American Public Sector line of business. “Healthcare is a rapidly expanding segment of the marketplace, and we expect its growth to continue as the government looks for innovative 
solutions to reduce its cost while improving the quality of care.”

Maricom’s approximately 200 employees will be a part of CSC’s Health Services business area, which provides IT services and solutions, systems integration and operations support to HHS’ Centers for Medicare and Medicaid Services.

  

 Read more about CSC’s acquisitions at 
  www.csc.com/newsroom.
  
--- CONTRACT WINS ---

Postal Service Logistics
The U.S. Postal Service awarded CSC two contracts to provide management, operational and logistical support for 
its Mail Transport Equipment Service Centers (MTESCs) located in Lakeville, Minn., and Barrington, N.J. 

CSC employees will receive, examine, route, repair or recycle/dispose of 
mail transport equipment and will work to continuously improve equipment 
processing, repair and distribution 
functions. We will also provide program management, information systems 
support and logistical services. Since 1999, CSC has provided management and logistical support for 11 different MTESCs across the United States. 

Citizenship and Immigration Services
The U.S. Citizenship and Immigration 
Services (USCIS) awarded CSC a task order to support the agency’s Office 
of Information Technology. This work falls under the Department of Homeland Security’s Enterprise Acquisition 
Gateway for Leading Edge Solutions (EAGLE) contract, and has a one-year base, two one-year options and an 
estimated total three-year value of 
$291 million.

CSC will provide information technology services to support USCIS mission-related operations, including full life-cycle 
support for all phases of systems 
engineering and development, production, software application operations, configuration management, training, service desk support and IT security.


Insurance Processing Platform
Swiss Re, a global reinsurer leader, 
has selected multiple CSC software 
applications as its strategic property and casualty (P&C) insurance processing platform to support its North American Corporate Solutions business. CSC will host and manage POINT IN, a comprehensive insurance administration system; AWD business process management (BPM) software; Advanced Claims, claims management software; and Agency Link, a real-time web portal for agents. 

Spanning policy, claims, BPM and agent portal capabilities, this new strategic processing platform will run on Microsoft Windows Server and SQL Server 2008 infrastructure. It will be hosted by CSC 
in a secure environment, providing 
top-of-the-line stability and performance, while supporting Swiss Re in moving quickly into new markets, increasing 
productivity and growing premiums, as part of the firm’s growth strategy in the North American P&C insurance market.

Jan Ellerbrock, chief operating officer 
of Swiss Re Corporate Solutions, says, “The combination and integration of these systems with CSC’s Advanced Claims and Agency Link will help Swiss Re Corporate Solutions standardize and streamline its North American business operations, which range from mid-sized commercial to large industrial and specialty risks.”


Managed Services Agreement
CSC signed a five-year contract 
with Ingalls Shipbuilding, a division 
of Huntington Ingalls Industries, to 
provide IT infrastructure managed 
services. Ingalls expects to attain 
improved access to resources and 
technologies and leverage CSC’s 
expertise to improve service delivery.

CSC will manage Ingalls Shipbuilding 
IT infrastructure services, including 
data center operations, end user 
computing, service desk services, 
external partner management, 
information security, mobile technology services, networking, platform 
engineering and telephony services. 
The environment will be updated and 
consolidated to enhance the quality 
of service, deliver new solutions and 
reduce ongoing costs.


Infrastructure Services Support
CSC signed a contract with 
ArcelorMittal, the world’s leading 
steel company, to provide information technology infrastructure managed 
services. CSC’s work will involve all of
ArcelorMittal’s Western and Eastern Europe IT operations, and approximately 240 employees will potentially transition to CSC.

CSC will provide ArcelorMittal with 
enterprise infrastructure services 
(application and web hosting, data 
center, storage, mainframe, business 
continuity and disaster recovery) and workplace infrastructure services 
(desktop, network, communication and collaboration, print, security and help 
desk support). 

Davinder Chugh, member of the Group Management Board responsible for shared services at ArcelorMittal, says, “We are confident that CSC will demonstrate to be the right choice for ArcelorMittal, not only because of its technical competencies 
and global footprint, but also because 
of its ability and willingness to provide 
a career to our people and to improve 
our infrastructure landscape in Europe.” 


--- AWARDS & RANKINGS ---

Champion of Veterans
CSC has been recognized for our commitment to service-disabled 
veteran-owned businesses. The National Veteran Small Business Coalition (NVSBC) recognized CSC as a champion of veteran enterprise for exceeding contract award goals. In the 2010 fiscal year, CSC’s North American Public Sector Defense Group more than tripled the required three-percent goal.

CSC also received two significant awards for the employment of veterans and military spouses. The company was recognized by G.I. Jobs magazine as one of America’s “Top 100 Military Friendly Employers,” and by Military Spouse magazine as a “Top 20 Military Spouse Friendly Employer.”  

CSC achieved these recognitions for its well-established Military Recruitment Program. Through this program, the company provides transitional support to active military personnel, and reaches out to wounded warriors by participating in Warriors to Work and other initiatives. CSC’s military spouse program began in 2003 to facilitate employment opportunities and provide one-on-one assistance and career portability to military spouses wherever possible.

Learn more about CSC’s awards and rankings at 
www.csc.com/about_us.


Top North American Integrators
CSC ranks fourth among the top 500 solution providers by Everything Channel, as part of CRN’s 2011 VAR500 list. The annual list ranks the top technology integrators in North America based 
on earnings from hardware sales, software 
sales and managed IT services. 


Global Services Survey 
CSC was named to the 2011 Global Services 100 List (GS100) for the fourth consecutive year. The annual survey recognizes companies that serve customers through advanced global delivery models, have a broad portfolio of service offerings 
or niche leadership, and have demonstrated 
business excellence. CSC was also recognized 
in the following categories: Top Global Diversified Outsourcing Vendors, Top Application Development and Management Vendors, Top Enterprise Applications Vendors, Top Infrastructure Management Vendors, Top Specialty Product Engineering Vendors, Top Industry-Specific Business Process Outsourcing Vendors, Latin America Delivery Leaders and China Offshore Delivery Leaders.


Insurance Software Report
CSC was tabbed as a leading provider in multiple categories of Celent’s 2011 Insurance Software Deal Trends report. More than 1,700 insurance contracts were analyzed by Celent, a leading 
financial services technology research and 
advisory firm. Ray August, president of CSC’s Financial Services Group, says, “CSC’s deep understanding of insurers’ needs, ongoing client communication, long-standing commitment to the industry and extensive investment in solution development will ensure our continued leadership in the global insurance market.” 


'Best-Practice' Award
APQC, a nonprofit best practices and benchmarking organization, identified CSC for 
excellence in knowledge management. CSC 
received a Best-Practice Partner Award from APQC for “Engagement and Participation for Knowledge Sharing and Collaboration.” APQC’s report cited CSC’s holistic approach to knowledge management and social business collaboration 
as strong points. 



Get all the latest CSC news at 
www.csc.com/newsroom.






  CLOUD AROUND 
THE WORLD

Two years ago, cloud computing was all headlines. Today, it’s a global IT phenomenon.

Analyst firm IDC says, “The worldwide cloud professional services opportunity is currently small but growing 10 times faster than the overall IT services opportunity over the 2011–2015 forecast period.Additionally, IDC forecasts spending worldwide on professional 
services related to building or implementing cloud services, which 
was $2.7 billion in 2010, will increase to $16.7 billion in 2015 — a 
growth rate of 44.3 percent.”1


At CSC, the cloud conversation is less about hype, and more about help. Specifically, how can cloud computing help an organization? Companies across the globe are discovering various answers to this question and asking many more, like the critically important — 
“Where is my data?”


We offer in-country cloud services across three continents. And 
our mission to offer cloud around the world is just beginning to rise. On the following pages, read how some of our new and existing clients are moving to the cloud to test applications, accommodate peaks in demand and grow business in new markets. 

Learn more at 
	www.csc.com/cloud.


1 Source: Worldwide and U.S. Cloud Professional Services 2011–2015 Forecast, doc #228571, June 2011.





TELENOR SWEDEN SEEKS 
MORE FLEXIBILITY 
 LOWER COSTS 
IN THE CLOUD
 by Jim Battey

Client: Telenor Sweden

Challenge: Streamline IT operations to provide 
improved customer service while reducing costs.

Solution: Outsource IT services and infrastructure 
to CSC; improve business processes with cloud 
computing services, including BizCloud, a private 
cloud solution.

Results: Increased flexibility and stability in IT 
environments; reduced costs enabled by a standard 
rate card and pay-as-you-go pricing.
Telenor Sweden: By the Numbers

	2.1 million mobile device customers in Sweden

	99% mobile device coverage in Sweden

	$1.73 billion in annual revenues

	2,000 employees


CSC cloud services are spreading across 
the globe, including Scandinavia. Telenor Sweden, one of Sweden’s largest mobile 
communications operators, is embracing 
CSC’s BizCloud, our private cloud offering.


With the explosion of mobile computing — 
cell phones, tablets and other mobile 
devices — it is essential that telecom 
companies provide standardized services 
so users can access mobile applications 
readily. Companies also need a flexible 
mobile infrastructure that can grow with changes in business needs.


Paying only for what you need
Telenor Sweden’s chief business goal is to improve the 
customer experience, and transforming IT operations is a big 
part of that strategy. For Telenor, the pay-as-you-go nature of cloud services means cost efficiency and increased flexibility. CSC’s BizCloud offering provides the flexibility associated 
with cloud computing as well as optimal security and privacy. Costs are reduced and predictable — the offering is billed as 
a service with a standard rate card.


Magnus Lundin, Telenor Sweden’s director of IS/IT operations, says, “Today, we are paying more or less the same amount 
for services around the clock, 24x7, and that’s not a very 
cost-effective way to run our business. You don’t need to 
have high capacity and high availability 24 hours per day.”


With BizCloud, CSC customers pay only for what they use. Lundin says it is much more in line with Telenor’s business model, and much more cost efficient. For instance, Telenor generates a huge amount of business in the month before Christmas, so it is important that its sales system be up and running efficiently. “Cloud economics allows you to enable your sales force during peak periods without consistently increasing costs,” he says.


Tor-Vidar Fosser, CSC’s account executive for Telenor Sweden, says, “Telenor wanted a better service for their customers 
and a more resilient and elastic infrastructure to meet their 
business goals. Cloud computing was the best solution to 
meet their needs.” Fosser says the standardized rate card 
and pay-as-you-go billing were key reasons Telenor selected BizCloud. “Most importantly, they are paying for what they 
use and nothing else. That gives them the freedom to scale 
up and down and know exactly what it’s going to cost them.”

Increased stability is also a key benefit and helpful in improving customer service. Lundin says improved business processes 
also play a key role. “We need to have a stable operational 
environment, and I think that cloud computing will contribute 
to that. From a technical perspective, our service levels will be much higher.”


As Telenor Sweden adjusts its business to become more 
customer-centric, Lundin also sees benefits when his company performs testing and integration. “Cloud computing makes 
testing environments much easier and much more flexible, 
and much more cost efficient, as well.”

A trusted partner
In outsourcing IT services and infrastructure, Telenor wants a company that is closely familiar with the telecom industry and understands the company’s business goals. CSC has a proven track record as a reliable provider of technology services to Telenor Sweden since 1993. In addition to management of 
Telenor Sweden’s billing, mediation and customer relationship management systems, CSC’s scope of work at Telenor 
has recently expanded to include comprehensive IT 
operations outsourcing. 


CSC’s position as a company that consistently enables secure solutions that scale to meet customers’ needs, combined with our ability to provide simplified solutions, serves as a strong foundation for building top-notch cloud offerings. With BizCloud, CSC offers a solution that takes the economics of cloud and combines that with the manageability of an enterprise cloud to mitigate risk and offer an affordable alternative for production workloads. BizCloud is built on the market-leading cloud fabric Vblock from VCE Company and is a VMware vCloud Datacenter Service.


In addition to fostering industry partnerships, building trust 
and providing quality services to clients are also characteristic 
of CSC. Lundin says, “To succeed, it’s important that we 
work together with industrial partners who are industry 
leaders in the field. By learning from each other and sharing common processes, we can achieve much higher quality in 
our respective fields. We believe that CSC is that kind of an 
industry leader partner.”


Even with the excitement over cloud computing, cloud is 
just a small part of what CSC has to offer, Lundin points out. “The big upside is what cloud is enabling for us as a customer of CSC. By turning over a lot of this non-core business to CSC, Telenor can focus on what we should focus on and hopefully 
be more successful in the market.” 

JIM BATTEY is a writer for CSC’s corporate office.



CSC BIZCLOUD
 
For some enterprises, the right cloud is a private 
cloud. However, private clouds offer limited economic advantages and often pose more questions than answers. Until now, to have the security and exclusivity of a private cloud, you needed to forgo the highly desirable elasticity and on-demand, pay-as-you-go economic model of the public cloud.

Now, you can have all the advantages of the public 
infrastructure while satisfying your need to mitigate 
risk and secure mission- and business-critical data and 
applications.

CSC BizCloud is a private, on-premises cloud built by CSC, ready for workload deployment in just 10 weeks and billed as a service from a standard rate card. BizCloud combines the privacy, security and control of a private cloud with the commercial model, elasticity and convenience of a public cloud. Now you can deliver infrastructure as a 
service to your business without the capital investment 
or the long lead times typically associated with building 
a private cloud.


Learn more at 
www.csc.com/BizCloud.





EDUCATIONAL 
 TESTING SERVICE 
 PUTS CLOUD 
TO THE TEST
 
by Jim Battey

Client: Educational Testing Service (ETS)


Challenge: The ability to provision large amounts of 
computing power on a periodic basis by transforming 
the IT infrastructure into an on-demand environment.

Solution: CloudCompute, a VMware vCloud 
Datacenter Service, offered in the CSC Trusted Cloud. 

Results: ETS is beginning to achieve a more agile 
IT operation with the ability to pursue new business 
opportunities faster, reduce capital spending and 
improve flexibility.



For the world’s largest administrator of standardized tests, cloud computing is making the grade. CSC’s on-demand cloud offerings are supporting ETS’s (Educational Testing Service) cyclical computing needs to help the non-profit pursue new business opportunities much faster.


ETS develops and administers more than 50 million 
achievement and college admissions tests each year. CSC has provided infrastructure outsourcing services to ETS since 2001, so when the company was ready to expand its cloud capabilities, they turned to us. 


An organization’s workload dictates the type of enterprise cloud needed. At ETS, the workloads vary in bursts of intense 
computing activity. Some tests, such as exit exams for high school students, are administered only once a year, meaning 
ETS needs access to large amounts of compute power in a 
narrow window. 


Flexibility on demand

Cloud computing’s flexible, on-demand availability and pricing are increasingly desirable to organizations. Dan Wakeman, ETS’s vice president and chief information officer, says, “During our cyclical periods, we need a lot more on-demand infrastructure and the ability to get them up very quickly, but only for a very short period of time.”


Using cloud services, companies are able to set up computing 
resources quickly and take them down just as fast. Plus, the 
ability to deliver capabilities at lower costs enables companies to respond to new business opportunities faster. For ETS, it means an increasing capacity to pursue expansion in emerging markets.


“Like all IT organizations, our strategy is fundamentally to 
provide the highest level of service at the lowest level of cost,” says Wakeman. “One of the ways we are investing to lower costs is to have a more flexible infrastructure — something 
that is more on-demand than what we have today.”


Siki Giunta, CSC’s global vice president, Cloud Computing Services, adds, “ETS now has an IT model that is better aligned to their consumption model. With a managed cloud, they’re consuming infrastructure [as a service], which allows them to respond to new business opportunities quickly. For an agile and innovative company like ETS, cloud is a perfect delivery model.”


ETS is using CloudCompute, a VMware vCloud Datacenter Service offered in the CSC Trusted Cloud, which provides the rapid response, security and economics ETS’s business requires.


Focusing on business, not IT
Headquartered in Princeton, N.J., ETS employs more than 2,800 people. The company is involved in testing at 9,000 locations in 180 countries, generating revenues exceeding $1 billion annually.


ETS’s focus is on conducting research and developing and rapidly scoring tests — not the implementation of advanced IT. Wakeman says, “If you’re going to build your own private cloud that has secure cloud capabilities, and you want to do that on your own, you’ve got to bring a whole bunch of vendors and technologies together and figure out how to make it all work. There’s an enormous amount of stuff you have to do that we don’t have the skills or time for.” 


But by embracing cloud, ETS can pursue its goal of 
transforming IT infrastructure investments from a capital expense to an ongoing operating expense. “From a pure 
business perspective, if you’re trying to match your expense 
to your income, you definitely don’t want to buy infrastructure that will be sitting all year long as a fixed cost,” Wakeman 
says. “With a more on-demand environment we can access 
the capacity we need in the same quarter as we expect to 
collect revenues — we can align spending with income.” 


Another attribute of CSC’s cloud attractive to ETS is our straightforward rate card. Wakeman says ETS used a different provider for its first attempt at cloud computing, but the 
pricing of those services was complicated. He never knew exactly what they were paying for.


Still, Wakeman emphasizes, “To me, the real savings are in 
the speed with which we can get the work done. We can simply add capacity as we need it.” For example, ETS development teams typically wait months to get staging, testing and development environments set up. With cloud, the goal is for them 
to set up those environments in days, even hours.


In addition to its virtualized development and test environments, ETS has deployed more than 600 servers, with an average server utilization of approximately four to seven percent. The company looks to reduce the number of necessary servers by 
at least 30 to 40 percent using CSC’s cloud services. 



JIM BATTEY is a writer for CSC’s corporate office.





Q&A: EVALUATING 
THE CLOUD 
WITH IDC’S 
JOSEPH 
PUCCIARELLI
 
Moving to the cloud requires more than just the swipe of a credit card. To help organizations as they shift to the new technology and to spotlight the range of issues they’ll encounter when adopting cloud services, IDC conducted a study, “IT Cloud Decision Economics: 10 Best Practices for Public IT Cloud Service Selection and Management.”1 For a few insights into the report’s recommendations, CSC World spoke with Joseph Pucciarelli, the report’s author and IDC’s IT Financial and Executive Strategies 
program director.

  How do you recommend customers 
evaluate cloud services and determine 
whether they are a fit for their organization? 

Pucciarelli: Cloud computing — both 
outfitting internal IT infrastructure to 
a private cloud and the purchase of 
externally sourced public IT cloud services — is basically shaping the IT agenda. We recommend reviewing cloud offerings from both existing preferred vendors as well as new providers, and assessing them with existing portfolio needs. We also suggest they identify small, discrete projects their IT organizations can use as an opportunity to gain exposure to these new technologies, assuming they meet both technical 
and financial targets. 


  How should the cloud be addressed within a company’s 
existing governance framework?


Pucciarelli: Right now cloud is new. Initially when we talk 
about cloud services, we think most organizations will set up 
an external governance framework. It’s a new technology, and until the organization becomes comfortable with it, it will require special handling. In 18 to 24 months, they will be redesigning their existing governance framework, and cloud services will be made an integral component of that. Organizations should really think about this. It’s at least a two-step process. There’s the initial, learning phase, and then there’s the incorporation phase. 
Most IT organizations should be thinking about cloud services with the idea that by 2014 there should be no special handling required. Cloud computing should be an integral part of the overall governance process, but the path to get there is going to require some special handling. 


  What are some best practices for defining and measuring business value and key performance indicators [KPIs] around public cloud services?


Pucciarelli: The challenge is, when you’re talking about cloud services, there are real issues in calculating the financial metrics. Most organizations base their capital investment analysis on some form of return on investment. However, technically when you’re buying IT cloud services, it’s really cost avoidance. 


We recommend building multiple 36-month scenarios, i.e., on-premises versus public cloud services, and then essentially calculating the total cost analysis of the multiple scenarios and contrasting them to form the decision. 


Regarding performance, our view is that the art of the deal is in setting adequate, but not gold-plated, KPIs. It’s easy to say, “We can’t tolerate five minutes of downtime a year.” However, that implies having enormous amounts of back-up and much more expensive requirements. The real issue is setting requirements 
in a realistic way based on the services that are deployed.


Historically, the notion has been, “We can’t tolerate any 
downtime.” When organizations discuss business value, we think it’s absolutely critical that they not just sit back and say, “This is just the way we’ve done it.” Instead, they need to set those service standards in a way that’s consistent with what they need in their business.



  Within an organization, does business or does IT own the 
relationship with the cloud providers?


Pucciarelli: Ownership, accountability and responsibility ideally are shared between the line of business and the IT organization. We recommend that business units continue to rely on their IT organizations to provide governance, contract administration and sourcing services. 
When we first saw software as a service, we saw a lot of businesses go out and plop down the proverbial credit card, and then a year out there was nobody who owned the application, the technical interface or the associated problems. Ideally the business and IT are partners with clearly outlined and assigned operational responsibilities. It’s not just about acquiring the services; it’s about that footprint and the tail that follows it.


  What organizational change management skills are 
associated with supporting cloud services? 

Pucciarelli: In our view, one of the most critical yet least discussed issues regarding cloud services is the question of standardization. Complexity, especially complexity that fails to enable strategic differentiation, is IT’s eternal enemy. Organizations are in a constant battle, as far as their 
technology goes, with undifferentiating complexity. 

The critical question that should be asked is how a proposed cloud implementation affects an organization’s overall 
complexity. If it simply adds to it, then arguably the ideal use case hasn’t been found. The goal should be that each cloud implementation nets zero complexity increase, and ideally there’s a net complexity reduction to the organization. 

To achieve this requires careful thinking about what cloud 
services add and what they replace. 

When people ask what the strategic opportunity is with cloud, this is one of the strategic vectors that we really encourage our clients to think about. 


1 Doc #229207, July 2011



 Read the full report at www.csc.com/asaservice/cscworld.


 




  BAE SYSTEMS TESTS SOFTWARE 
IN THE CLOUD

Client: BAE Systems

Challenge: Find a faster and more cost-effective way 
to evaluate a suite of Microsoft Office applications and communications tools.

Solution: CSC CloudLab, the virtual equivalent of a 
physical environment on demand, provides a shared 
infrastructure for writing new applications in days, 
not months, and is consumed as a service.

Results: CloudLab was operational in 10 days and offered the customizable testing environment BAE needed to run a successful three-month trial of the applications. The new tools will be set up first in Australia and then replicated across the company’s global business.



 
 When BAE Systems wanted a new way 
to quickly evaluate a suite of office and 
communications tools, it chose CSC’s CloudLab. The service offers the British 
multinational company, which specializes 
in defense, security and aerospace, the 
flexible, fast and low-cost environment 
it needs for testing tools that employees 
and clients use to communicate, create 
and manage data.


Despite the attractive promise of 
significant cost and time savings, not 
all companies can leap straight into the 
cloud. BAE Systems is typical of a global 
business that is obliged to keep data 
within national borders and is composed of multiple individual companies around the world with long-term IT infrastructure arrangements already in place.



Many enterprises find themselves in the same position as 
BAE Systems. Although global, these enterprises have individual territories that are run as separate businesses. Each has long-term IT infrastructure investments it needs to use before 
considering the time and cost savings available in the cloud.


Another pressing issue holding back full-scale cloud 
deployments at BAE Systems has been data security and 
management. For the defense contractor, this is not solely down to concerns over protection from cyber threats, but 
also legislation and contractual obligations. Many of the 
company’s major clients are governments that insist data 
only be hosted — and made available — within its borders.


However, this is not holding back the CIO’s office at BAE Systems from taking advantage of the fast setup and flexible billing offered by CSC CloudLab. Although full-scale deployment is not an immediate option, the service has been 
identified as a new means to test software before being launched to BAE Systems’ staff, partners and clients.


CloudLab allows companies to set up and then decommission temporary cloud environments at great speed so new configurations of software can be developed and tested. The service is priced to be more competitive than setting up equipment internally, with the advantage that clients are charged only 
for the time they use the service. When they are finished, there are no issues over redundant equipment or decommissioning costs — the service is simply switched off.


Speed advantage

 BAE Systems’ corporate information architect, Ian Jackson, says the company wanted a way of evaluating a suite of office and communications tools through an IT infrastructure it could ‘stand up’ and then decommission at speed. 


Jackson estimates that, internally, the three-month evaluation would have taken 30 days or more to set up. When he saw 
that CloudLab could be set up in a third of that time, and billing would be based on usage, rather than a set fee, the decision was easy.


“CSC was able to get us up and running on CloudLab in 10 days, which was obviously a lot quicker than waiting for a month or so to commission the work internally,” he says. “We were particularly attracted to the ability to be handed a generic cloud environment which worked from day one, that we could then go on to customize, rather than starting from scratch.


“The billing structure was also very appealing because we were only paying for what we used and when we were done testing, we didn’t have to decommission a bunch of machines ourselves. We just asked CSC to turn the service off. Shutting down the trial at speed with minimum fuss was as important to us as 
having it stood up and ready for use at great speed.”



Ideal for testing 

The trial was so successful that BAE Systems is taking the 
  lessons it learned in CloudLab and applying them as it rolls 
  out the new system in a project known internally as Olympia. 


This new combination of Microsoft tools is being set up first 
in Australia before the work is replicated in BAE Systems’ 
multiple businesses around the world. The cloud was never considered for the final Olympia service because the company needs to have data stored within each territory and wants to get the value out of existing IT infrastructure assets. However, CloudLab has proven itself to be a cost-effective, fast and 
flexible testing environment that Jackson believes will feature 
in future plans.


“We will definitely use CloudLab again for evaluation because 
it was so simple to set up and far more cost-effective than 
commissioning new machines internally,” he says. 



CSC CLOUDLAB

Agile businesses in competitive markets must build robust applications faster. Building or updating applications to meet aggressive business goals is tough enough, but the in-depth testing required can be even more challenging and costly.

Cloud computing offers a powerful alternative for application development and testing. CSC CloudLab, the virtual equivalent of a physical environment on demand, provides a shared infrastructure for writing new applications in days, not months, and is consumed as a service.

CloudLab eliminates the wait for a physical machine or 
the purchase of additional hardware. IT policies for usage controls and user access management are easily applied. 
The service’s scalable infrastructure and automated lab 
functionality mean less time is needed setting up and 
tearing down test environments. This provides more time 
to develop and test applications. 

Learn more at www.csc.com/CloudLab.




PUBLIC AGENCY 
EVALUATES MOVE 
TO THE CLOUD
 
by Jenny Mangelsdorf

Client: VDAB, Belgium’s employment and vocational 
training agency

Challenge: Identify data and services that can 
move to the cloud, and determine whether that 
is technically feasible within the organization’s 
IT architecture. 

Solution: CSC Cloud Adoption Assessment

Results: A pilot to migrate the agency’s email 
to Google Enterprise mail, which offers increased 
storage capacity at significantly lower costs. 



In Belgium, VDAB is the first major public sector organization to experience the opportunities of cloud computing after using CSC’s Cloud Adoption Assessment. CIO Paul Danneels is learning the value of cloud as his agency, which leads employment and vocational training, moves their email service to the cloud, with plans for more. He says cloud computing enables cost savings and improved service, but stresses the new model isn’t a panacea — only those who make the right choices will get the most benefit.  


“The cloud is becoming hype in the IT world,” says Danneels. “Many suppliers are hosting their services and products in the cloud, 
but not always in an equally well-thought-
out manner. The cloud is not applicable or advantageous for everything.”



However, the cloud is a breakthrough in regard to the 
management of infrastructure and licenses, and cooperation with suppliers. In a cloud environment, software licenses or CRM applications no longer need to be installed on individual PCs. They’re in the cloud, and the client pays only when using them. Data no longer needs to be stored locally, but is instead accessible on a more powerful platform. 


“Our greatest expectations are related to cost savings,” 
explains Danneels. “These are much greater with the cloud 
than with classic shared services, thanks to economies of 
scale. Everything here is done for a large community.”


The cloud model is also advantageous for providing services. Users are no longer bound to their internal structures and 
procurement processes, and flexibility increases. “In addition, 
the quality of services delivered is just as high as with the 
traditional way of working,” says Danneels.



A well-thought-out plan 

VDAB is running an initial pilot project to migrate the group’s email solution to Google Enterprise mail. The “.vdab” domain name will remain, but the storage capacity of mailboxes will become much greater: 25 GB as opposed to one to two GB with shared services. And above all, it’s two to three times less expensive. 


VDAB’s long-term plan includes several other projects, 
including making the ‘Guide to the Flemish Employment 
Market’ reporting tool — which contains a wealth of data on population, jobs and unemployment — available via the cloud. Training courses enriched with multimedia applications are 
also slated for the cloud. 


However, working via the cloud does imply that organizations must hand certain data and applications over to third parties. 
A common concern among potential users is that this 
may lead to lower security levels and greater risks in terms 
of confidentiality.


“It’s the typical fear of the unknown,” says Danneels. “Cloud computing clashes with the usual way of working, and that 
creates resistance. It is true that some components have to 
be detached from the rest and migrated to the larger platform. But that’s why you have to think carefully about which strategic data and applications you want to keep nearby in your own data center, and which can be hosted further away. It would 
be wrong to just shift everything blindly to the cloud.”


Good communication 

For VDAB, CSC Cloud Adoption Assessment was crucial 
  in identifying data and services that could be migrated to the cloud, and whether that was technically feasible within the 
  organization’s IT architecture. 


Responsibility is also an important point for attention. 
Legally binding and robust commitments need to be put in 
place for services, service levels and support models in all 
areas. In the area of privacy, clear agreements with the cloud supplier are a must.


Lastly, good internal communication is crucial, bearing 
in mind that a major change in the way of working is 
involved. “Everyone in the organization needs to have a 
good understanding of what we’re trying to achieve, and 
what will change for them,” explains Danneels. “That’s 
why an internal support organization is so important.


“For many people, the cloud is something intangible, 
somewhere far outside their trusted working environment. 
There have to be people that staff can always call upon 
for help. These contacts are the real link between the 
cloud and the earth.” 




ARE YOU READY FOR THE CLOUD? 

CSC Cloud Adoption Assessment focuses on your 
organization’s business processes and strategic 
objectives to achieve the full benefits of cloud and 
mitigate the potential risks. It helps you identify the 
right business processes and applications to focus 
on and the right technology to use. The solution 
scores each targeted process to identify its suitability 
for the cloud, assesses the maturity of the business 
and the IT enablers needed to accelerate cloud 
adoption and delivers a cloud roadmap to maximize 
business benefit.

Learn more at 
www.csc.com/cloud_adoption_assessment.

     
     


Q&A: TURNING OVER A NEW LEAF WITH 
 PETER 
DONNELLY
CSC CANADA
PRESIDENT
 
In an effort to cut costs and save taxpayer dollars, the Federal Government of Canada 
is planning to overhaul its network infrastructure. Working alongside are companies 
from the private sector, which will help streamline IT, save money and end waste and duplication through a new Shared Services Canada organization.


With more than 100 email systems, 300 
data centers and 3,000 network services within the Federal Public Service, the 
motivation for the initiative is clear. The publicized goals include moving government agencies to one email system, reducing the overall number of data centers to fewer than 20 and streamlining electronic networks within and between departments.1

For CSC Canada, the timing couldn’t be better as it continues to earn business in the public sector. In August, Citizenship and Immigration Canada entered into an agreement with Computer Sciences Canada, a wholly owned subsidiary of CSC, to help support the visa application process from Latin America. 


In October, CSC joined Seaspan Marine Corporation in Vancouver, which won an $8 billion contract to build ships for the Canadian Coast Guard. CSC will provide logistics support, data management and other IT services at the shipyard for around 10 years.  


At the wheel is Peter Donnelly, a native of Canada, who recently became president of CSC Canada. Donnelly will lead more than 1,100 employees in Canada with a focus on long-term growth. He has served CSC in numerous capacities, most recently running CSC Australia’s private sector operations. 


CSC World spoke with him about the changing market in Canada and how CSC’s message and capabilities mesh with what’s happening in the True North.  


  CSC is talking a lot about the as a service economy, the 
next generation of IT where business services are bought 
or subscribed to as services. What’s this all about? 

Donnelly: There’s growing interest across the public and private sectors in not having to acquire long-term services and build for themselves as done in the past. The question is becoming, “How do I get out of investing in data centers, buying my own servers and software, etc.?” Even if an organization used an integrator like CSC, they still needed to buy all those component parts 
and put it together. 

Companies are now saying, “Sell me a service so that I can 
ramp my volumes up and down as my business dictates. 
I need to move as the economy dictates and not be locked 
in for multiple-year terms on all these parts that may not be useable in a next-generation solution.”


CSC is now enabling that as a service. For example, our cloud services are completely built on the as a service premise. Buy one, buy a million. Turn it on today, turn it off tomorrow. That’s of great interest, and that’s a strong selling point and capability CSC has developed over the last couple of years.



  The Shared Services Canada announcement sounds like 
a major change. How big is this news? 


Donnelly: This is significant for the public sector in Canada 
and it’s going to allow them to move into that as a service 
economy. Before the Shared Services organization, they 
bought all IT services on a point-by-point basis — they 
contracted people, they bought equipment, they established data centers. 


It’s a step change because the government often leads private enterprise within a country to help adopt new technologies. 
As the government understands how to employ and deploy these things, it matures and changes legislation. That then will hopefully change business rules and requirements that make 
it easier for enterprises to adopt as a service solutions.


A great example is export control rules. These rules make it 
very difficult for people to leverage a global economy if regional controls on data management and privacy do not allow you to move data outside of the country, or even move data around within a country. 


As the government moves to Shared Services, not only 
does that provide us with direct opportunity with the 
government because we’ve got a strong Canadian public 
sector business, but indirectly, it will facilitate the adoption 
of new technology over time. CSC is very well positioned 
to be able to provide our point of view and hopefully sell 
services into that market.


Taking the regional controls on data and privacy into 
consideration, how will CSC help enable the as a service economy in Canada via cloud services?  


Donnelly: We’re truly embodying the as a service economy 
in Canada. We’re using our partnership with VCE to launch a cloud solution in Canada in the first quarter of 2012. And the interesting thing is that we do not have our own data center facility here.


Previously, that might be seen as a problem — we don’t 
have a data center so we can’t offer some services. That’s 
no longer the case. The as a service economy is about 
partnerships. And our new data center partner in Canada 
is working closely with our global data center strategy 
and implementation teams to ensure the facility is certified 
to CSC’s world-class standards.


We’re setting up a platform that will allow us to deliver 
public cloud services to clients as well as the direct capability to implement BizCloud on a client’s premises. I’m very excited because our ability to deploy a BizCloud on a client site is a huge opportunity.


For clients, it’s like dipping your toe into the cloud. You get 
all the benefits of cloud in terms of scalability, and you buy 
it on a unit basis. There’s no up-front capital commitment, 
and you’re able to put it in your own physical data center. 
With BizCloud, the client has the asset within their network, where they can apply their own security protocols while taking advantage of the embedded security that CSC puts into the physical cloud itself. 


1http://news.gc.ca/web/article-eng.do?mthd=tp&crtr.page=1&nid=614499&crtr.tp1D=1 





AWARD RECIPIENTS EXEMPLIFY EXCELLENCE
 

At CSC, amazing projects around the world come to life every day. While these works don’t all make headlines, many make people’s lives better and safer. We feel that deserves recognition.    


Our Chairman’s Award for Excellence is the most prestigious honor for CSC employees. 
It is given each year to recognize people 
who deliver solutions demonstrating the 
highest levels of original thinking and value 
to customers across numerous industries.


“The winners reflect the global nature of our business, and their work represents groundbreaking achievements in a range of industries and solution areas,” says Michael W. Laphen, CSC’s chairman, president and CEO. “Taken 
together, these outstanding projects exemplify the commitment to partnership and excellence that CSC is known for demonstrating every day.”  



The following is a summary of these notable projects for 2011. 
Visit www.csc.com/cscworld for full stories and videos on each.

  Platform for the future 

CSC revamped the U.S. Federal Aviation Administration’s 
  (FAA) legacy traffic management system, which had reached 
  its capacity for managing flight traffic in an ever-expanding 
  market. The modernized Traffic Flow Management System (TFMS) is a cornerstone for enabling planned improvements over the next 15 years as part of the FAA’s Next Generation (“NextGen”) transformation program to address the growing demand for use of the national airspace. 


Our TFMS work focused on data and application-level software to avoid database deadlocks and enable concurrent access 
to key databases, improving response times and stability. 
TFMS has been running round the clock since August 2010, 
supporting more than 50,000 flights daily — with up to 8,000 active aircraft operating simultaneously on peak days. The new system keeps air traffic moving safely and efficiently, reducing air space congestion, air travel delays, commercial airline 
operating costs and emissions.


Visual virtualization 

As organizations turn to virtual environments to save hardware resources, many are finding that the cost of managing overhead is higher than anticipated because of required increases in 
  monitoring and reporting. 

Erik Franz, a CSC senior systems engineer in Bad Homburg, 
Germany, built a cloud management tool that monitors and analyzes more than 5,000 host servers and 75,000 virtual machines seven days a week, 24 hours a day. His creation, ViCeMonitor Pro, supports more than 150 CSC and customer accounts across industries, countries and the public and private sectors.



“ViCeMonitor is based on real-world needs,” says Franz, who spent 2,000 hours developing the first version of the tool before sending it around to other CSC engineers for feedback. “Other tools lack the quirks we need so often to do our job right,” he says. “This is a tool from CSC engineers for CSC engineers, and 
it has our combined knowledge and expertise.”



The U.S. Army, for example, uses ViCeMonitor at about 16 
different field garrison and combat locations worldwide. The 
tool alerts them of potential problems that could translate to critical data loss and system outages during training exercises. 



Bytes, business and bricks 

Antalis is the largest European group active in the distribution 
  of communications support materials. The company’s recent acquisition of paper supplier Map Merchant reinforced its 
  geographic presence, especially in the Netherlands. 


In order to further develop the Antalis brand there and to take full advantage of the potential synergies, the group wished to integrate Map Merchant and its two major subsidiaries in the Netherlands to create a new legal and commercial entity. This merger, along with the consolidation of five warehouses into 
a single organization at a single site, was one of the largest 
transformation projects undertaken by the group. 



With the help of CSC, a long-standing partner, Antalis 
successfully completed this triple operation — consolidating 
business, IT and logistics — within eighteen months.



Reliable communications in rugged environments 

To meet the rigorous demands of the mining industry, CSC developed the Industrial Wireless Service (IWS), which enables real-time communications in harsh environments. The service 
  is currently in use at several mining operations in Australia and can be applied to other industries as well. 


CSC created IWS by combining leading technology with our consulting, deployment, communications and managed support expertise. IWS decouples disparate implementations into a single wireless infrastructure design that ensures application traffic delivery at the right prioritization level. The service lets mining environments integrate with existing IP-based enterprise 
campus applications, both local and remote, for reliable 
management of field operations. It also seamlessly ties critical field-based communications into enterprise indoor sites and 
applications, whether those sites are local or across the globe. 




“This is very exciting technology,” says Colin Wong, CSC’s lead developer for the solution. “It will save lives and provide our 
customers with the capacity to exceed their current production.”


New markets at faster speeds 

Zurich Financial Services’ Global Life unit partnered with CSC 
  to standardize its global life insurance business on a single technology platform. Zurich can now enter new markets more quickly, and more easily leverage its vast resources throughout the world. Using a standardized global platform is unique in the insurance business and has helped Zurich become one of the 
  top five global insurers. 



CSC’s LiFE/400 insurance processing platform enabled Zurich’s Global Life unit to set up regional hubs in locations such as Dublin, Buenos Aires and Hong Kong. We designed the platform so that the hubs can customize offerings for their region, share functionality and remotely process business in other hubs. 



“I have to have people I can trust to implement the strategy wherever, whenever we need it,” says Zurich Global Life CIO 
Mark Sheridan. “The sort of culture CSC has of staying on 
message, allied with the fact that they had packages and 
services that were proven we could use, and the fact they 
were prepared to support us all around the globe, is almost 
a unique proposition to us.”




Innovative training application 

Training operations are essential to prepare military aviators 
  for combat, and much of this is conducted at the U.S. Navy’s Southern California Offshore Range (SCORE). To replace aging warfare training monitoring software with a more robust and 
  flexible open-source application, CSC software engineer Michael Tran developed SCORE IO, a Java-based 3D command-and-control application that provides the Navy with a visually rich, real-world training environment. 


SCORE IO provides a vivid operating picture of training exercises from a variety of sensors and simulators at sea and in the air, and renders individual 3D models for a variety of training participants such as aircraft, ships and submarines. The application provides a much improved user interface, the ability for training participants to operate multiple functions, and highly enhanced audio and TiVo-like video playback capabilities, allowing for better post-exercise analysis. 



U.S. Navy Commander Derek Teachout, officer-in-charge, SCORE, says, “The fleet is not going to go over the horizon until they’ve done the training out here, and CSC is a huge part of that.” 




THE CHARIMAN'S AWARD FOR EXCELLENCE

Hundreds of achievements have been nominated for the award throughout its history, representing the work of thousands of top-flight technology and business specialists. The select few projects chosen each year to receive the award are truly best-in-class.



  	Read about previous award recipients at 
www.csc.com/lef.





TURNING THE POWER ON CYBERSECURITY

by Jenny Mangelsdorf


Increasingly sophisticated cyber attacks are putting the energy sector on the defensive. As demand climbs for electricity, even slight disruptions can cascade into major outages, causing 
  serious consequences in our power-hungry digital world. And that’s before the fleets of electric cars and oceans of smart 
  appliances plug into our grids. To meet growing demand, the utility chain is adding links and becoming more complex; 
simultaneously, the bad guys are looking to create chaos. 

“In the last 10 years, the threat environment has changed, 
even as the domain in which we use information technology 
has been enlarged,” says Mark Rasch, director, CSC cybersecurity and privacy consulting. “What was adequate security for 
the threats of five years ago may not be adequate today, even 
if the technology had stayed the same.”


Last year’s Stuxnet attack was a wake-up call. To date, this 
malware, which targets industrial equipment, has infected 
24 of Siemens’ industrial customers’ systems worldwide,1  
including the centrifuges used in Iran’s uranium enrichment 
program. And while it wasn’t the first cyber attack on critical 
infrastructure — Stuxnet was reported in mid-2010 — it stands out for the amount of resources used for its development, its 
sophistication and because the software apparently caused actual physical damage in the real world. 


Stuxnet also succeeded at the unexpected. Since their 
emergence in the 1960s, most of the world’s industrial control systems, which run every type of process ranging from uranium enrichment to food canning, and Supervisory Control and Data Acquisition (SCADA) systems, which coordinate infrastructures, were not linked to external systems. Instead, their key security controls were physical perimeters. Stuxnet’s creators got past that by having the virus carried in through a removable device, like a CD or flashdrive. 


“One limitation the energy industry faces is that they always have to segregate their industrial control and SCADA systems so drastically from the business side of their networks or related supporting systems,” says CSC Technical Security Expert Hank Hensel. “If they could connect, it would save them money, time and personnel.”



It’s about connections 

Connections — to users and their equipment, to energy 
  suppliers and distributors, even to weather systems to help 
  with predictive analytics — are a key part of smart technology. Utilities are searching for resources and efficiencies, and the 
  lure of new technologies like intelligent meters and real-time 
  usage data beckons. 



“If you can add 10 to 15 percent more capacity without 
building anything, just by being smarter, that’s a huge benefit,” says Gabriel d’Eustachio, CSC security consulting lead. “It 
makes a huge impact on your net power usage, but to do that you need interoperability. That’s a lot of connectivity.”


Three years ago, CSC began helping a large electricity distributor in Australia with its program to deploy an Advanced Metering Infrastructure (AMI) solution. The work requires an overhaul of corporate systems, the deployment of systems integration technology and a wireless mesh network to more than one million customers. With the new technology, the company can collect interval metering data every 30 minutes, and consumers and distributors will be able to better manage their power consumption.


Linking to those consumers and suppliers, however, creates 
new security and risk issues, such as vulnerable entry points 
and data leakage. For the project, the CSC team is helping evaluate all aspects of an AMI infrastructure, including providing detailed smart-meter ‘hacking’ at our hardware security lab 
in Canberra, Australia. 


“We divided our hardware testing into two phases: One was 
penetration testing, where we turned our smart guys loose 
to see what they could do, but 75 percent was validating 
the meters’ controls and the effectiveness of those controls,” says d’Eustachio.


“We know for a fact hackers are already acquiring meters, 
pulling them apart and using small probes to read metrology data and crack security keys,” says Thomas Strickland, chief architect for CSC’s Utilities Division. This year he attended 
an invitation-only, week-long advanced cybersecurity training session at the U.S. Industrial Control System (ICS) National 

Test Lab. Sponsored by the U.S. Department of Homeland Security’s Control System Security Panel, its goal is to reduce industrial control system risks within and across all critical 
infrastructure and key resource sectors.

“The biggest risk is not so much home owners losing their 
power, but attackers gaining access to the network and altering use or control data for grid switching,” says Strickland. 
“Currently the systems are not intelligent enough to do more than say, ‘I need more power,’ or, ‘I have too much.’ This and many other risk scenarios could cause similar cascading 
catastrophic effects.”


Smart — it’s all relative  
Making grids truly smart and safe challenges those working 
  in the utility chain and public sector. Earlier this year, McAfee and the Center for Strategic and International Studies released their findings from a survey2 of 200 IT security executives 
  at electricity infrastructure enterprises in 14 countries. Eighty percent of respondents said they’ve “faced a large-scale 
  distributed denial of service (DDoS) attack, and a quarter 
  reported daily or weekly DDoS attacks and/or were victims 
  of extortion through network attacks.” 

  
  Countries and regions are issuing requirements and standards to help plug vulnerabilities and strengthen infrastructure. 
  Later this year, the U.S. statutory organization, the North 
  America Electric Reliability Corporation (NERC), will release a new version of its Critical Infrastructure Protection (CIP) standards, which is expected to have a greater focus on and address more IT security issues.
  

  “NERC-CIP is the most mature and complete energy-related CIP framework available today,” says Mario Dini, CSC key account manager, who is directing a security study for a European utility that will include an analysis of how their current International Organization for Standardization (ISO) framework stacks up against NERC-CIP’s. The study will help the utility determine how beneficial it would be to adopt energy-specific standards.
  

  Some say regulation and standards, as opposed to market 
  drivers, will be the only way the utility industry will become safer. However, the risk of a cold shutdown to a company’s industrial systems can also be persuasive. Even though standards are still evolving, the utility chain can still strengthen its links.
  

  “This next evolution of the power industry should be 
  more about implementing an appropriate and secure IT 
  and communication foundation and less about inventing 
  and quickly adopting ‘new’ technologies,” says Strickland. “Once the foundation is secure and solid, then it can build 
  a smart architecture.” 

  
  1   http://support.automation.siemens.com/WW/llisapi.dll?func=cslib.csinfo&lang=
  en&objid=43876783&caller=view 

  
2 www.mcafee.com/us/about/news/2011/q2/20110419-01.aspx


JENNY MANGELSDORF is a writer for CSC’s corporate office. 

  

SEC MOVES TO CYBER-RISK DISCLOSURE

by Mark Rasch

The U.S. Securities and Exchange Commission’s new 
guidance to public companies on cyber-risk disclosure 
is likely to be the first salvo in a move to make private companies not only disclose cybersecurity risks, but 
mitigate them, as well.


Publicly traded entities have long been required to 
disclose material risks that might significantly impact 
their bottom lines, such as having a key manufacturing plant in an earthquake-prone zone or even an outbreak 
of avian flu. With the new guidance, the SEC has 
explicitly recognized that cyber threats, vulnerabilities 
and incidents pose significant risks to companies that 
have not adequately prepared for them, and therefore 
to their shareholders, too.


The commission has instructed companies to move 
beyond a generic “disclose risks of operations” and 
now expects them to fundamentally examine how 
they conduct cyber business in light of modern 
threats and vulnerabilities. It’s clear that generic 
responses such as “we regularly conduct examinations 
of our cyber-risk posture” or “we comply with all 
laws and regulations regarding protection of data” 
are likely to be inadequate and that companies 
must conduct, and disclose to shareholders, 
business impact assessments that relate to cyber 
risks and vulnerabilities.


While a company need not disclose specifics, as by doing so could in fact make it a target, it should have a plan for both knowing and ultimately reducing its cyber risk posture. This includes knowing the nature and scope of potential threats and having the ability to appropriately respond. If companies do not heed the SEC’s guidance, we can expect greater and more detailed disclosure requirements.

MARK RASCH is director, CSC cybersecurity and 
privacy consulting.



CSC SECURES SYSTEMS GLOBALLY


Our nearly 2,000 cyber experts serve public and 
private sector clients worldwide, providing a full 
range of cyber services — from vulnerability analysis, 
penetration testing and data-loss prevention to a 
full range of managed security services.


Learn more at 
	www.csc.com/cybersecurity.






PREPARING FOR A POST-PC WORLD
 
by Douglas Neal and Jim Ginsburgh


  Since our initial Mobility Study Tour to Scandinavia and Asia in 2000, we have written a great deal about the consumerization of information technology. However, it is only in the last few years that consumerization has moved beyond the committed early adopters and entered the always-critical fast follower phase. 
The mass-market era of consumerization is no longer far away.


Obviously, technology is a major driving force. Smartphones 
and tablets are powerful, easy to use, and selling in record-breaking numbers. Social media services such as Facebook and YouTube, the explosive growth of applications available in the ‘cloud,’ and ever-better mobile connectivity are changing the way we all live and work. Many of the latest cars from Audi and other manufacturers are available with their own WiFi hotspots. These improvements will continue.


But perhaps most symbolically, many individuals — even 
many top executives – who never wanted to use or carry a 
PC are enthusiastic iPhone and iPad customers. They want 
these new touch-enabled devices because these technologies are fundamentally different from previous generations of IT equipment. There is something compelling about the touch 
interface that allows direct manipulation of an object. For the first time, computing seems to be appealing to the right side 
of the brain, and, rather than feeling like a chore, it is seen as enjoyable by people who are not ‘techies.’



This is an enormous change for our industry. There are also strong individual incentives. These days, employees need to be knowledgeable about technology as well as their jobs — what 
we call double-deep. To compete in today’s global economy, they need to maximize their productivity, and this often means using technology in ways that make sense for them. They don’t want to compete with their global rivals with one hand tied behind their back. The net of these technological, psychological and competitive changes is that we are entering a new, post-PC world. The old world of standard-issue corporate PCs and BlackBerry devices, all controlled by a pervasive IT nanny state, is no more.


During this transition, cherished practices and assumptions about enterprise IT will be radically altered. For example, businesses today increasingly collaborate with employees, partners and 
customers across the globe. But if we need to support a wide range of consumer devices as part of making ourselves easy to do business with, then why not do this for our employees as well?


Some of the other key changes we expect during the post-PC era transition are identified in the table.



	KEY CHANGES EXPECTED DURING THE POST-PC ERA TRANSITION
  
	Change

    	Effect
    	Opportunity

  
	IT innovation driven by consumers
    	New IT technologies and services emerge first in the consumer rather than business markets.

    	Productivity gains by using the speed of the consumer innovation cycle.


  
	Consumer market scale and lower prices
    	Real scale is in the consumer rather than business markets, but IT vendor margins have generally been higher when selling to businesses.
    	Lower costs for the business when employees ‘bring their own technology’ to work.
  
	Commoditization of IT equipment and software
    	Commoditization brings higher reliability, so less support is needed.
    	Significant savings, as central IT support is cut back.
  
	Smarter workforce
    	Consumer IT has created a much more knowledgeable and IT-literate workforce.
    	Double-deep employees use technology in new ways to impact top-line growth and enhance their value; they are also active partners in dealing with security.
  
	Reliable global network

    	The Internet offers cheap and reliable connectivity as an alternative to private business networks at a fraction of the cost.
    	Savings, as broadband connections replace expensive privately owned circuits; productivity improvements, as they enable new applications such as high-definition videoconferencing.
  
	Variable-cost infrastructure services
    	Easy-to-use variable-cost services from global digital consumer companies such as Amazon give access to large-scale computing infrastructure with no capital investment.
    	Capital will be freed to concentrate on business opportunities rather than IT purchases.
  
	Free services
    	A sustainable and profitable free digital services business model is developing, where services for the majority are free and paid for by advertising and other means.
    	Cost savings and productivity improvements, from using free, high-quality and reliable services such as Skype, instant messaging, email and collaborative applications.
  
	Global third-party service providers
    	Large-scale services that previously had to be provided in-house are available from specialist suppliers over the Internet, often substantially cheaper and just as reliable.
    	Project capital and risk are eliminated by leveraging the SaaS model. Adopting a standard offering removes the costs and delays of customization.
  
	Lower switching costs
    	Business IT switching costs are traditionally high, characterized by long-term deals supporting custom software and services. Commoditization cuts switching costs dramatically.
    	Prices are kept down, as there are fewer barriers to migrating to a competitor’s offer; acquisition costs are lower because procurement processes are simplified.
  


As these changes show, the shift to the post-PC world will 
involve much more than just technology adoption. It requires 
a range of cultural and organizational shifts that challenge much of what enterprises currently think about IT. It would be counterproductive, and even dangerous, for IT executives to deny what is happening and refuse to engage in these post-PC change debates. The inevitable result would be that employees see enterprise IT and its policies as out of touch and increasingly irrelevant. This pattern must be avoided at all costs.


For example, when computers were expensive it made sense for organizations rather than individuals to buy them and take overall responsibility. Tomorrow, employees will be increasingly expected to be self-sufficient and responsible. In many cases 
this will include BYOT (‘bring your own technology’) policies, where devices are owned by the employee (perhaps funded by the enterprise), and with varying degrees of freedom in choice.



Each organization will make its own decision about how far 
it goes down this track, and it is reasonable to assume that 
more security-dependent firms will attempt to retain more 
control — although we found evidence that even some of these firms are operating a policy of ‘don’t ask, don’t tell’ over the 
use of consumer technologies. But one way or another, every firm will need an effective post-PC strategy.


Implementing this strategy will be primarily an exercise in change management, paying attention to all the steps of 
change, from awareness of why change is needed through 
to reinforcement to make the change stick. If enterprise IT 
is to manage the needed transitions, it will have to think in 
both change and project management terms and concern itself with issues beyond its traditional territory — legal, human resources, procurement, finance, training, etc. In the post-PC world we will require different approaches to risk and security. We need to re-balance the perceived risks of consumerization against improved productivity. Employees, processes and social media must be an active part of our approach to security, not just technology.


Devices and services will be moved outside the firewall in order to shrink the remaining perimeter and make it easier to defend. Perhaps most importantly, business leaders should keep in mind that the post-PC era isn’t just about devices. The combination 
of mobility, social media and the cloud is creating a powerful new platform for innovation and growth. As employees and 
customers become increasingly connected with services that 
are location-aware, new applications and value will emerge in ways that are hard to imagine today.


Embracing these new opportunities will be much easier if 
they are part of a sustained process of consumerization that 
acknowledges the emergence and importance of a post-PC world. It is best to get on board early, or at least prepare 
for the mass-market phase ahead. The greatest benefits will 
accrue to those firms that rapidly take advantage of new 
technologies and concepts as they become available. Tracking these opportunities and strategies will be a major focus of 
LEF research over the next year and beyond. 


DOUGLAS NEAL is a research fellow and JIM GINSBURGH, 
a research associate for CSC’s Leading Edge Forum (LEF).


In the post-PC world, the 
greatest benefits will come 
to those firms that rapidly take advantage of new technologies. Our report “Preparing for a Post-PC World” is designed to help CIOs and senior IT leaders better understand and prepare for the important changes ahead. 


Download it at 
	  www.csc.com/post-pc.









THE 'DATA rEVOLUTION' HAS BEGUN
 
by Jenny Mangelsdorf

Regardless of where you are or what industry you work in, how you find and use data is dramatically changing. A data-driven economy is emerging, and organizations across the world are just beginning 

to understand it and explore the possibilities.

“Your own data is not enough,” say the authors of CSC’s new report, Data rEvolution, which explores the changing reality of IT where data is increasingly derived from both internal and external sources. 

The 65-page report examines the world’s rapidly escalating appetite for data, how organizations are creating new ways to manage and see that data and what discoveries and opportunities will arise from it.

“We began this report because we were seeing some pretty interesting 
  and unconventional movements around data,” says Paul Gustafson, CSC’s Leading Edge Forum1 Technology Programs director, who led the research. “Data growth was starting to drive what we’ve dubbed as our own sort of ‘bitonomics,’ where the data side of business is beginning to hold a new secret to success. It isn’t just the factory or the assembly line or business processes — it’s the data.”

  
Data: yours, mine and ours

Challenges like evaluating climate change, analyzing property risk, managing energy and maintaining stock exchanges all have data as a primary component. The ability to analyze and act upon data, particularly external data, will be key for both solving challenges and gaining competitive advantage, says the report, which was also authored by Sidney Shek, a CSC solution architect. 


Today, for example, climatologists aren’t the only ones interested in weather data. Insurance companies, environmental organizations and energy suppliers are just three groups interested in gaining access to climate data, and related analysis, generated by federal agencies such as the U.S. National Oceanic and Atmospheric Administration (NOAA).



“Climate data is not going to live in a stovepipe any longer,” says Gustafson. “Other businesses are creating value from a deeper understanding of climate trends and the symbiosis associated with it.”


  
Flexing muscles to manage big data 

  It takes technology to unlock, manage and gain value from the volume of data the world is generating. Forget megabytes and gigabytes: Get ready to handle petabytes, exabytes, zettabytes and yottabytes. CSC’s own High Performance Computing 
    Center of Excellence2 manages more than 110 petabytes, or 


110 million gigabytes, of data for clients. The Jet Propulsion Laboratory (JPL), which conducts robotic space missions for NASA, is looking at missions that generate many terabytes a day. (As a comparison, its first mission generated a gigabyte 
of information over its lifetime.)



In the report, the authors also look at the emerging approaches and tools that organizations are using to manage and generate new, unique views on data. These include:

	‘Shared nothing’ architectures, where tasks and data 
are distributed, potentially through a cloud, to separate systems, and worked on independently

	‘Unstructured’ data, which is more chaotic and messy 
than traditional structured data, but potentially rich with contextual insight, and ‘jagged’ data, which is data in 
a variety of formats that was not originally intended 
to be combined
	Google’s distributed processing framework, MapReduce, 
and related developments, such as Hadoop, the open 
source technology stack that is used by companies such 
as LinkedIn, Facebook, RackSpace and Yahoo, the largest contributor to Hadoop
	A ‘new breed of databases,’ made popular by the ‘NoSQL’ (Not Only SQL) movement, which is being adopted by various organizations to store and process data that has attributes that rarely ‘fit’ into traditional, highly structured, relational database models



“We’re already getting more data than we can process, and we’ve only begun,” says JPL IT Chief Technology Officer Tom Soderstrom, who adds that they’re pursuing new laser-powered communications technology that, while using less mass and power, will let spacecraft transmit up to 100 times more data. “Once we get optical communication, the amount of data coming in will be astronomical. 


“Big data is a big deal for us,” he adds. “We’re 
teaming with industry and using our experience 
with big data, because we have a significant amount, so we can take advantage of these new tools and capabilities.”

  

  Connecting the dots 

  The Data rEvolution report says new technology solutions will provide the muscle to manage and work data; however, to make real gains in this area, organizations will need to forge new connections. For example, to make energy infrastructure ‘smart,’ one key will be to have situational and predictive capabilities that can draw on weather data. 

  
“Energy isn’t going to get smarter just doing the same thing of rendering power — energy will get smarter when it recognizes consumption, and one of the correlations with consumption is weather,” says Gustafson. “That’s a new dot we’ve never connected before because of the systems and their maturity.” 
  

Aware of the potential competitive advantages data offers, 
in 2009, the U.S. launched data.gov to give the American public access to its wealth of data. Since then, the UK has established data.gov.uk, and the European Union is discussing beginning a data.gov.eu initiative.
  

One of data.gov’s communities, health.data.gov, has helped spawn a new company, Asthmapolis.com, which aims to help patients and doctors improve asthma management by giving people global positioning system-equipped inhalers. When 
used, the inhalers generate a new source of data that physicians, scientists and public health officials can use to improve asthma management and identify asthma-related triggers in 
the environment.
  

  “Those dots [health and environment] have never fully been connected in this broader system approach,” says Gustafson. “Initiatives like data.gov are bringing the data forward so others can use it, and this is where the magic will be. 
 

“For health, it’s a step toward being more proactive and predictive, and data is taking the lead in that. A lot of people believe there are golden gems inside an aggregate of health data that will lead to better understanding, drugs and treatment.”
   

Predicting the future 

   In any industry, the ability to solve or anticipate a problem can be enhanced by asking the right questions. The report cites Endeca’s MDEX Engine, a hybrid search-analytical database developed to help users find and understand information. 


Toyota used Endeca’s solution to help resolve its gas-pedal crisis. The technology let the automaker’s engineers sift through years of product and quality data from numerous systems in ways that were not previously possible, and identify patterns they would not have known to look for in the past. 


Gustafson says Toyota also had to draw on external data, such as from transportation agencies and other manufacturers, to determine what was happening with its gas pedals. This is another example of an organization’s internal data not being enough to solve today’s challenges.


Mining the social space

 Organizations are also beginning to experience the opportunities available in mining and understanding social media data and the potential pitfalls of not considering that domain. 


The authors cite a major consumer products company and reports that its stock price fell after a group of angry parents began saying on Facebook that one of the company’s products caused problems. The company, known for protecting its brand, quickly went on the offensive, both traditionally and, notably, online. This included constant social media monitoring. 


“The social network has become the feedback loop — you can ignore it or leverage it,” says Gustafson. “It’s significant that companies are using the same types of tools we would consider counterterrorism technologies to manage their brands. Seeing that was an ‘aha’ moment for me: If you care about your brand, product or anything you produce, you need to tune in to what people are saying online. You need to monitor the new data channels and learn how to respond.”


Much as those working at the frontier of space exploration 
have generated new products and developments, those working on the web’s frontier have created a wealth of innovation and opportunity, too.


“The social media and search companies have done the real pioneering of the technologies we are now seeing commercialized because they were ingesting a lot of data and needed to put it into context,” says Gustafson. “They needed a better method than a supercomputer — they needed massive scale and massive storage. Yahoo and Google really are the pioneers of a lot of the under-the-cover tools many commercial organizations are now monetizing on.” 


When Google launched, few would have predicted the medical community would be able to use its search capabilities to more accurately predict the outbreak of disease. Yet in 2008, Google Flu Trends was able to detect regional outbreaks of the flu in 
the U.S. almost two weeks faster than public health agencies. Today, people use Google a billion times each day to search 
for information.

  A picture’s worth a billion petabytes or more …

 With billions of searches and petabytes of data circling the globe, being able to visualize data has become increasingly important, and therefore so have the tools and techniques that enable increasingly sophisticated and analytical visualizations. The LEF report looks at emerging ways to visually represent information using a “multitude of dimensions across time and space,” calling it a new form of 21st century digital cubism. 


“At DuPont, an increasing number of our employees are mining data and using visualization tools to drive more utility from 
available information,” says Daphne Neveras-Lupfer, DuPont director — Data, DIBM, Six Sigma & Human Resources. 


In this new era of information visualization, visual analytics 
use analytical reasoning supported by highly interactive visual interfaces. Solving the big problems, however, like unlocking 
the mystery of the human genome, or making truly great 
discoveries, such as super-fast, super-safe space travel, will 
take multiple disciplines, people and data. In turn, the potential gains to be realized in solving the big problems are noted by some organizations. 



Besides federal initiatives, such as the U.S. National Visualization and Analytics Center, which provides strategic leadership and coordination for visual analytics tools, companies like IBM and GE are sponsoring sites to encourage outside participation in 
visualization experiments and contests. Visualization conferences, like IEEE’s VisWeek, are challenging participants and members to solve large-scale data analysis and visualization problems.


Recent hardware and software advances are also driving 
augmented realities, such as the ability to view on a smartphone a specific neighborhood, with home prices overlaying it, and 
immersive realities used to train for industrial mining and 
race-car driving.


“Visualizing today’s data is less about viewing flat passive 
displays and more about participating with and in the data,” 
says the LEF report. “Data is being shared across boundaries and organizations, be it Toyota (quality and product data), CERN (physics data) or NOAA (ocean data), so that more people can explore and understand the data. Organizations need to prepare for the data-centered economy.” 



1   CSC’s Leading Edge Forum (LEF) provides clients with access to a knowledge 
base and global network of innovative thought leaders. LEF members work to spot key emerging business and technology trends, and identify specific practices for exploiting those trends for business advantage.


2 www.csc.com/hpc
 



Learn more about CSC’s Leading Edge Forum at www.csc.com/lef.



Read the Data rEvolution report at www.csc.com/lefreports.



 



BUILDING A NEW MOVILE BROADBAND SERVICE
 
by Jenny Mangelsdorf





Client: Peregrine Network, 
a private-label provider of mobile data services.


Challenge: Develop a commercially viable, hosted support 
infrastructure and subscriber 
experience processes quickly 
on a limited budget.


Solution: Provide technical and business skills along with an 
innovative financial model to 
help create and manage a mobile data Internet-access service that  Fortune 100 corporations can resell to customers and individuals can use.


Results: Peregrine Network’s launch of its pre-paid mobile broadband network service. 




Even though it sometimes seems like the mobile world is old hat, it was only seven years ago that the IEEE approved 802.20, the standard for broadband wireless access in a mobile environment. Since then mobile users have been multiplying fast. In 2010, the number of mobile broadband users passed fixed broadband subscribers, according to Infonetics Research, which forecasts that mobile broadband subscribers will total 
1.8 billion by 2014.


Those statistics spell opportunity, seriously motivating 
organizations to create innovative solutions. In early 2011, 
Peregrine Network did just that — launching the first 
private-label mobile broadband service, which operates 
on Sprint’s Nationwide Network. 




The service is now available on HP’s business notebook lineup through the HP DataPass mobile broadband service. It’s also available through “2 Go Connect,” Peregrine’s own pay-as-you-go high-speed, mobile-broadband service.




The new private-network, white-labeled mobile data service lets individual users and businesses for the first time wirelessly access and use the Internet with their computers on a pay-as-you-go basis, and not be tied to monthly contracts or have to rely on available WiFi. Users can purchase megabytes as they need them through the service, which includes estimation tools to help predict use and select a usage plan, and a real-time use meter to monitor remaining megabytes.



Bringing an idea to life
When Doug Sobieski, Peregrine’s chief executive officer, 
envisioned the service, he needed an IT provider who could quickly respond and help develop the concept and architecture, and provide deep systems integration and telecommunications expertise as well as an innovative financial platform that would make his vision market-ready.



“I chose some interesting technology, and with CSC, we took 
it from a concept to a product in record time,” says Sobieski.



The new product enables established brands to offer a service in their name and leverage their distribution channel. This gives them a potential new source of revenue and, just as important, lets them continue their contact with customers that previously ended at the point of sale.



“HP DataPass powered by Peregrine Network provides 
industry leading performance and unprecedented functionality,” says Dan Forlenza, HP vice president and general manager for 
Business Notebooks. “DataPass is the ideal solution for customers who require periodic mobile connectivity, or anyone who wants mobile broadband without being tied down by contracts, hotspots and set-up fees.”



To make the Peregrine service market-ready, CSC helped 
Peregrine complete the architectural framework and test 
the operational and business support systems. We also 
helped define the customer subscriber experience processes, which included signing up for the mobile broadband service, prepaying for it and adding megabytes or time to continue 
using it. CSC also built the Internet portal where customers 
sign in for the service and integrated the provisioning services 
to the network. 



“Operating on the 3G Sprint Nationwide Network, the 
Peregrine Network Pay-as-You-Roam technology allows users 
to forget about searching for a coffee shop to use WiFi, to 
stop paying for hotel Internet services and avoid the hassle 
of long-term contracts and monthly bills,” says Matt Carter, 
president, Sprint Wholesale Solutions. “The prepaid mobile broadband services designed for business customers and 
powered by Sprint and delivered by Peregrine Network is perfect for busy people or anyone who needs wireless Internet access and wants to pay only when they use it.”



Innovation’s more than technology
“This project involved integrating technologies with new 
business models to meet the demands of the market,” adds Katherine Kisovec, CSC Technology and Consumer senior 
program director. “Everyone thinks technology when they 
think of innovation. However, for this project we developed 
an innovative partnership to help Peregrine achieve its goals, without breaking the bank.” 



CSC applied both its traditional systems integration 
expertise and telecommunications capabilities to help 
Peregrine blend technologies with new business models to establish the new service. This included an understanding of communications technologies in both the wireless and mobile broadband space — a CSC legacy that traverses continents 
and major federal and private telecommunications providers.



“CSC has been a wonderful partner on many fronts — its 
ability to adapt to very progressive technology, integrating many next-generation software development ideas, integrating 
new applications, and its ability to work with us to create a financial vehicle that enables a small start-up to service 
Fortune 100 companies,” says Sobieski.



Leveraging our services
Today, we continue to support Peregrine’s applications 
and infrastructure from our locations in the United States 
and Vietnam. Peregrine uses CSC to manage its applications and infrastructure through our hosting services, which 
includes storage, back-up and managed services. This gives 
Peregrine the flexibility to rapidly increase or decrease its 
data-service offerings depending on customer needs. Our 
support also provides the assurance of a highly secure 
environment and, like its customers, the freedom to pay 
for only the services it needs.



Besides supporting and maintaining Peregrine’s current 
production and business-operation reporting systems, CSC 
is also helping architect and implement new market entries.



“We like your bench strength,” says Sobieski. “If we need 
a set of skills, CSC has a pool of talent that has just been 
phenomenal.” 


	Learn more at 
www.csc.com/communications. 


JENNY MANGELSDORF is a writer for CSC’s corporate office. 





VERIZON BUSINESS FINDS DISCIPLINE WITH SAP
 
by Jim Battey

Client: Verizon Business

Challenge: Streamline and standardize global financial
reporting and operations; implement a professional 
services organization.

Solution: A business 
model to reengineer and 
consolidate global processes and a full-cycle implementation of SAP.

Results: More consistent 
and timely financial reporting, 
standardized financials across global business units, improved business processes, and better management of people and resources.



The Enterprise Solutions division of Verizon Communications is expanding its global services capabilities, and a massive SAP implementation supported by CSC is providing more consistent financial transactions.



Enterprise resource planning projects are notoriously challenging, 
especially on this scale. After the $8.6 billion acquisition of MCI in 2006, Verizon needed to integrate hundreds of disparate financial systems scattered across the globe. By any measure, the implementation, called nSAP, was enormous. Verizon 
Business has 24,000 users, 217 company codes, 140 countries, 61 currencies and 23 languages, with the business and finance units running 19 different modules of SAP.



The goal of the project? “One single version of the truth,” 
says Mike Stefanski, senior vice president and CFO of Verizon Telecom and Business. For Verizon Business, this means 
having a single set of financial reports across all business units and geographies to ensure consistency and accuracy. Stefanski says, “The biggest business benefit nSAP brings to us is the consistency of workflow and the ability to route approvals that have to go all the way through the system. As opposed to being a chunky process, now they route through the business very cleanly and smoothly.”



Global consistency 

Leveraging the strengths of one of the world’s largest IP networks, Verizon Business provides professional services to thousands of customers. The need for nSAP grew from the aftermath of the merger with MCI. Scott Pelham, executive director of financial systems at Verizon Business, says, “When we came into that environment, we found that we had 46 different ledgers in 
  place on the MCI side, so consolidation was a must. There 
  were so many manual processes, spreadsheets and back-page normalizations happening that it was a very difficult and 
  manual environment in which to operate.” 


Verizon Business has successfully integrated MCI’s operations and standardized global financial processes on SAP. Pelham says, “nSAP provides the operational discipline of a single code block or data set across the company so that when you’re looking at something anywhere in the world in SAP, it’s the same.”



Streamlined systems are essential to running a successful 
operation, adds Tony Skiadas, vice president and CFO of Verizon Services Operations. For example, standardizing accounting, supply chain and payables into one system lets the company maintain tighter control of its financials. “nSAP delivers more simplicity around not having to go to multiple places to get your results. It’s helping streamline our reporting and our analysis 
by getting it in one place under a single architecture,” he says.


Accelerated schedule 

The nSAP project was remarkable not only for its immense scope, but also the relatively short time frame it took to 
  complete, less than 18 months. CSC provided essential technical 
  support to Verizon Business to get the project completed 
  quickly. Pelham says a key to this was having all the resources and a team structure in place. “CSC was able to bring valuable resources to bear in a timely fashion. We’d ask for something, 
  and they’d bring the right people in.” 


CSC’s role was to envision a process model to reengineer and consolidate global business processes in areas such as finance, procurement and invoicing. Steve Sparling, a vice president in CSC’s Technology and Consumer Group, says, “Verizon had the capability, but they did not have the business model. CSC helped create a foundation to allow Verizon to add functionality to its business.”



The project’s main thrust was the implementation of SAP 
ERP Central Component (ECC) 6.0, along with SAP modules that enable functions like production planning and asset 
management. For example, nSAP can record, translate and handle every currency in the world, and local currencies are 
consolidated and reevaluated in U.S. dollars. With a common set of financial reporting and master data achieved, Verizon Business manages resources and people more efficiently, while improving controls and compliance.



  Valued business partner 

CSC served as a valued business partner, according to Stefanski. Looking to get as much off-the-shelf functionality out of the system as possible, CSC helped Verizon prioritize and manage the entire workflow as well as manage all the constituents. 
  “The discipline and the vision CSC provided of how you can implement an overall ERP system were very critical for us.”



  Stefanski also praises CSC’s thought leadership role. “CSC 
  understood what our objectives were, where we needed 
  to go and what we were trying to accomplish. They brought 
  a partnership mentality to the project as opposed to a 
  vendor mentality, and that really helped to get the project 
  completed successfully.”



  CSC’s deep knowledge of the business was important to 
  Verizon’s executives. Skiadas says, “CSC’s insight into the 
  system and our own processes, and their experience of having 
  lived through this with others, was very instrumental for us. 
  CSC knows the processes and how others have used SAP, 
  so by bringing all that together they were able to be a trusted adviser to help us get through this.” 



  Successfully running financial operations in SAP has proved 
  vexing for many big companies, but not Verizon Business. Pelham says, “A significant amount of SAP implementations — or any ERP implementations — fail out of the gate. The secret sauce in this is getting the team and the partnering, and CSC and SAP were outstanding in helping us to do that.”
  


Top-down support 

The key players at Verizon Business agree that an important factor in the success of the project was getting executive buy-in. SAP is a unique type of software that demands cross-functional cooperation, and Verizon Business leadership had to convince each division that they needed to standardize on it. “The top-down 
  support was fantastic,” says Pelham. “Our executive leadership was 100 percent behind us.” 


A driving force behind the nSAP implementation was Fran Shammo, who now serves as CFO of Verizon Communications. Pelham says Shammo reminded everyone that the business doesn’t stop moving, and communicated a need for constant urgency throughout the project. 
    

    
    JIM BATTEY is a writer for CSC’s corporate office. 

    

CSC’s Global SAP Practice offers a wide range of services defined to meet a variety of client needs, spanning size, scope and SAP footprints. With more than 6,000 dedicated SAP consultants in 50 countries, we have successfully completed more than 2,000 SAP implementations worldwide.


Learn more at 
	www.csc.com/sap.







A&D INDUSTRY RESPONDS TO ONGOING BUSINESS DISRUPTIONS

The Aerospace & Defense 
industry continues to undergo major business disruptions, and is responding with a 
mix of creative technology solutions to address them.


This is what A&D senior 
executives reveal in CSC’s 2011 A&D Market Survey, the 10th annual survey, conducted with Aviation Week & Space Technology magazine.  


“The key findings in last year’s survey were that many big programs were 
undergoing large budget cuts,” says David Howells, CSC’s vice president of Design Services. “Now that the cuts have been made, this year’s findings show that A&D companies are seeking technologies that will help them win new business in aftermarket and maintenance, repair and overhaul (MRO), as well as 
in emerging markets.” 


Some key findings in this year’s survey
	Performance-based contracts are 
  the new reality
	
    Global customers demand services 
    be delivered locally, wherever they 
    are needed
  
	Survival depends on integrating 
    with partners to create efficiencies and access new markets
  
	Aggressive new competitors are 
    entering the marketplace 

	Intellectual property is under assault by sophisticated state-sponsored adversaries.



“These and other challenges are driving the need for significant improvements in program management, engineering and production, supply chain management, sustainment, aftermarket and MRO operations, human capital, cybersecurity and other technology-enabled business solutions,” says Howells.


Mature program management 

As the A&D business model has shifted from manufacturing big-end products to also servicing and managing them throughout their lifecycle (aftermarket and MRO services), the days of “ship 
  it and forget it” are a thing of the past.  
  “Rather than hand off a tank or a plane to a military customer and walk away, a paradigm shift has taken place,” says Howells. “Military customers are keeping 
  assets in production longer. They are looking to A&D companies to provide 
  a complete service. They want ongoing
  maintenance to keep assets in good order. They want innovations that will improve the assets to better support 
  the warfighter in the field.”  



To provide such aftermarket services, A&D companies must keep track of lots of moving parts and maintenance records. This information needs to 
be synced with engineering and 
production and other partners across 
the value chain. This cannot be accomplished without mature program 
management tools.

  Supply chain integration

 The relative lack of large new aerospace programs is forcing the search for new opportunities in emerging markets. 


“Wealth is being created in new geographies, and customers want A&D companies to grow where they grow,” says Howells. “It doesn’t make sense to provide maintenance overhaul support 
to a customer in the Far East by shipping all the parts back to a maintenance 
operation in North Carolina. That 
customer wants a cost-competitive 
maintenance operation that is nearby.”


The opportunities for growth in emerging markets mean that new competitors are entering the marketplace. To compete, A&D companies must improve quality, lower costs and reduce delivery time. 


This means that A&D companies and their partners must integrate their 
supply chains, so they may collaborate more closely and be more competitive.

“Traditionally, A&D companies and 
their suppliers have been guarded about sharing information,” says 
Howells, “but the chase for new 
business and the intense competition requires them to have clear visibility and transparency across their 
supply network. This is driving them 
to embrace supply chain innovations and best practices.”

  Security is essential 

In the modern era of advanced 
  persistent threats and sophisticated state-sponsored adversaries, most 
  participants reveal that security 
  is becoming extremely important. 


As A&D companies integrate partners into their supply chain and expand 
their operations globally, there are 
increased opportunities for adversaries to strike. All A&D firms are taking 
aggressive steps to secure their 
systems and protect their mission-
critical data and intellectual property.


Though many survey respondents view IT as an overhead challenge that must be managed carefully, they also view technology-enabled business solutions as the key to addressing the current business disruptions.   


Respondents reveal that IT is a 
significant business differentiator 
in design-for-manufacture, product 
lifecycle management and decision-making. It also offers a conduit for innovation and enables knowledge exploitation. 


A&D executives recognize how technology-enabled business solutions will help them manage complex systems, work more closely with global partners, improve collaboration and meet a wide range of growing challenges, such as regulatory compliance. IT solutions that deliver business-based outcomes are the key to supporting growth. 


	Download the full 
2011 A&D Market Survey at 
www.csc.com/A&DSurvey2011.

Learn more about our expertise in Aerospace & Defense at 
www.csc.com/aerospace_defense.










HOW TO OVERCOME ADVERSITY IN BUSINESS AND LIFE

by Jim Battey

There are 3,280 miles between Los Angeles and Washington, D.C. Rob Bryant knows them well. In 1990, he spent 117 grueling days driving across each mile on a land rowing machine. 

The effort raised a lot of money for charity and earned him a Guinness World Record. But that’s not why he did it. His real motivation was to inspire his kids. He wanted to demonstrate that anyone can overcome adversity with passion and determination. 


Today, Bryant serves as vice president of quality and Six Sigma for CSC and is a recognized employee engagement authority. He spoke on the subject this year to more than 2,500 executives at the American Society for Quality’s annual Quality and Improvement Conference, the largest quality conference in the world. In addition to his triumphant ride, he’s authored four books and become a highly regarded motivational speaker. But his story has one important footnote.  


In 1982, Bryant survived a tragic oil rig accident that left him paralyzed from the waist down. With grit and determination, 
he overcame his disability. Now, he uses his life experiences to motivate audiences around the world.


One of Bryant’s books, Walking Through Adversity (HCI Books, 2001), stresses the importance of building a strong foundation, setting goals and visualizing success. Drawing strength from his family and faith, Bryant applies his personal principles to improving corporate quality. In recent years, he has expanded his efforts to finding the best ways to improve employee engagement, and he has discovered that keeping employees engaged translates into making customers happy.



  How do you use your life experiences to help managers 
deal with adversity? 

Bryant: Thirty days after my injury, a young doctor came into my room and ran some tests on my legs. Then he said, “Rob, based on the tests I just ran, it’s my duty to tell you that you’ll never walk again.” To his credit, I could see the pain in his face. He had a tear in his eye. 

If we are going to be the managers we need to be, we need to have a tear in our eye as we tell our employees or we tell our 
clients, “We’re going to go through a rough time, but I’m in it with you.” That doctor was there with me, and as managers, 
we need to walk with our employees through hard times. 


  What makes employee engagement important? 

Bryant: Engaging employees and thereby engaging clients is worth billions of dollars. We need to engage employees in order to engage our clients. If we put our employees first, they will take care of the client in ways that we never could without an engaged workforce. Managers that do that all the time have groups of employees that shine. 

  In trying to find the best ways to increase employee 
engagement, what have you learned? 

Bryant: We keep hearing over and over what’s wrong with companies that are not engaged – they are putting the client so much in first place that it’s to the detriment of their employees. So in other words, if there’s a problem at a client site, we 
rally around the client in such a way that it adversely affects 
the employees. 

So the push in employee engagement is to put the employees first, give the employee the tools and equipment, the rewards and recognition, the incentives, whatever they need to satisfy the client. Those that do this are companies like Southwest 
Airlines. Southwest has never had a red year, even in 2001. 

The reason for that is they put employees first and say, “Satisfy the client.” So there are companies out there like Southwest where employee engagement is bar none. It’s because they 
take care of their employees, and their employees take care 
of their clients.


  What can managers do to engage employees? 

Bryant: We need to have one-on-one sessions with our employees. They need to be meaningful, engaging and encouraging. Those employees need to see that you care by the sound of your 
voice and the look in your eye. They need to see in our face that we understand how hard it is, and they need to be motivated and encouraged. 

Also, you can engage your employees by being a good 
example. Care about them, and they’ll know you’re sincere. 
If you want to change the lives of employees, if you want to 
engage employees, they have to know you care, and they’re going to know if it’s real. It doesn’t matter how sophisticated we make our employee engagement program; what’s important is that it’s obvious that we care. Our employees will do anything for us if they know we care.


  In addition, what can managers do to engage clients? 

Bryant: You can begin by building customer confidence in 
your group. First, deliver what you promise. When you do 
that, you have an engaged client. Also, you should encourage successful deliveries and replicate that. Build integrity with the client by being ethical and playing by the rules. If you have a service failure, inform the client immediately, acknowledge the problem, but have a solution ready in the other hand. Finally, build pride and passion in your company and treat every 
customer with respect. 

Also, partner with your client, so it’s no longer ‘us’ and ‘them,’ 
it’s ‘we.’ A client can give you high satisfaction ratings through the life of a contract and not renew. Why? Well, because they are satisfied, but they’re not engaged. You have to engage 
with the client.


  How can overcoming adversity define an outstanding manager? 

Bryant: People are watching you when things are hard, not when things are going well. Anyone can be successful when things are going well. It’s when you succeed when things are falling apart – that’s the measure of a true leader. That’s the measure of someone that’s going to drive their employees to success by example. 

JIM BATTEY is a writer for CSC’s corporate office. 





SUSTAINABILITY AT CSC: THE CAPACITY TO ENDURE

by Susan Pullin

Wikipedia defines sustainability as the 
“capacity to endure.” I like that definition, 
but as the latest buzzword of corporate 
social responsibility in today’s business 
world, sustainability gets overused.


We all want to endure, but what are we really talking about when we use sustainability in our business language? As CSC’s vice president for corporate responsibility, I am asked daily about our sustainability program, and I constantly have to stop and figure out what each person is really asking.  


Do they wish to know more about how we provide sustainability services to our clients? Are we trying to help them reduce their carbon footprint, to measure their environmental impact and therefore, create cost savings? Is the question really directed towards how we manage a responsible supply chain to ensure our suppliers are green?  


Is the focus on learning about CSC’s own environmental and social impact on the world, such as the carbon footprint and greenhouse gas emissions of our offices and data centers? Do they mean to ask about the sustainability of our talent pipeline, employee well-being and development — in other words, the lifeblood of a services company — our people?  


These approaches highlight four distinct arenas of sustainability, yet they are all inextricably connected. Each of these has multiple data feeds, multiple owners globally, so providing one aggregated story to the marketplace can be quite a challenge.





We are primarily a business-to-business services company, 
and I have heard people opine that because we don’t produce anything, our environmental impact is not as relevant as a manufacturer’s. They may not understand this is a new and sustainable business world. Clients and investors are holding all suppliers to higher sustainability standards. Questions from interested parties can run the gamut from environmental issues such as our water usage, to our views on human rights.  


Recently, a client asked me if I could assure them no child labor has been utilized in the production of the hardware we procure for their account. This question demonstrates the depth of the cascading effect in a supply chain when it comes to corporate responsibility for an IT business-to-business services company.


Manufacturers have been dealing with environmental and other sustainability questions for years. They were not even on our supply chain radar a few years ago. We have to be fluent in this new language of sustainability in order to deliver our services to our clients who are more sustainability-conscious.  


CSC is fully committed to client collaborations that address critical issues such as climate change research, green supply chain optimization and cost-effective compliance programs that meet regulatory standards. We are speaking the same language as our customers, so we can help them endure and assist in the sustainability of their business.


Examples of this include our collaboration with SAP on our GHG/Carbon Management solution, one of CSC’s Enterprise Compliance and Sustainability offerings. We also worked with Orange, a French telecommunications company, to transform its process for collecting old phones into an environmentally friendly program that provides inexpensive mobile phones to developing countries. 


In addition, we are partnering with DuPont to build a unified framework for enterprise compliance and sustainability using common business processes and are extending the solution to greenhouse gas emissions and carbon management. Finally, we collaborated with BAE Systems to develop and implement a new approach for recycling and reuse.


There is a corporate consciousness growing around sustainability. This is what our customers care about. We are competing in a socially responsible global marketplace and we all must persistently prove our capacity to endure. 


SUSAN PULLIN is CSC’s vice president for corporate responsibility.





Worldwide CSC Headquarters


The Americas 

3170 Fairview Park Drive 

Falls Church, Virginia 22042 

United States 

Tel: +1.703.876.1000 
 
EMEA 

Royal Pavilion 

Wellesley Road 

Aldershot, Hampshire GU11 1PZ 

United Kingdom 

Tel: +44(0)1252.534000 
 
Australia 

26 Talavera Road 

Macquarie Park NSW 2113 

Australia 

Tel: +61(0)2.9034.3000 
 
Asia 

20 Anson Road #11-01 

Twenty Anson 

Singapore 079912 

Republic of Singapore 

Tel: +65.6221.9095 
About CSC

CSC is a global leader in providing technology-enabled business solutions and 
services. Headquartered in Falls Church, Va., CSC has approximately 97,000 employees and reported revenue of $16.2 billion for the 12 months ended September 30, 2011. 


For more information, visit us at www.csc.com.
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