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TODAY’S WORKFORCE

Behavioral Adaptation Within Cross-Cultural
Virtual Teams
Successful collaboration depends upon cultural awareness.

Managing the Multigenerational IT Workforce
[Learn ways to address the brain drain and generational
disconnect between new and seasoned employees.

Developing Strategies for Successful Enterprise
Collaboration

Meeting the needs of a younger, more mobile workforce
requires collaboration tools.

WHAT CFOS NEED

Solving the Analytical Information Paradox
An approach to help CFOs attain better, more useful
information.

Evolution Framework: Assessing Hospital Progress
on the Journey to Organizational Excellence
Hospitals must keep evolving to see future success.

Managing Multiple Providers in an ITO Environment
While best-of-breed services from multiple providers may
provide a competitive edge, overseeing all those services

is a challenge.

IN PRACTICE: FINANCIAL SERVICES

Zurich Financial Services: IT Budgets Down

20 Percent, Productivity Up

A look at the Zurich-CSC outsourcing contract, one of the
world's biggest insurance IT deals.

State Street Launches Self-Service Retirement
Payments

CSC helped translate State Street's manual, internal service
to a Web offering.

A new feature to the magazine that highlights CSC's Green
Program, aimed at reducing our company’'s and our clients’
environmental footprints.
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The most prestigious honor for CSC
employees, the 2008 CSC Chairman’s
Award for Excellence — formerly known
as the CSC Award for Technical Excellence
— recognizes those who deliver solutions
and services that encompass the highest
levels of innovation and value to customers
in CSC's numerous industries.

The five recipient teams designed and
implemented ground-breaking achieve-
ments in the transportation, entertainment,
managed hosting, supply chain and natural
resources industries:

- Passengers on board Thalys International
high-speed trains traveling through
Belgium, France, Germany and the
Netherlands now have low-cost Internet
access using Wi-Fi and satellite
technologies. The new Internet on
Board service is the first of its kind
on a European commercial passenger
rail service.

More than three million customers
purchase 12 million tickets a year through
Billetel, the IT subsidiary of Fnac, France’s

largest entertainment ticketing company.
Using open source software, the CSC
team designed a centralized booking
system that provides real-time manage-
ment of all in-store, telephone and
Internet ticket purchases.

- CSC’s Wireless Product Identification
(WP system — a supply chain manage-
ment solution — is a highly reliable mobile
framework for an Australian steel manu-
facturer that cost-effectively runs on
any mobile device, from any location,
while remaining impervious to a harsh
industrial environment. Operating 24x7,

the system provides real-time updates to
customers and proof of delivery captured
by Managed Logistics Operations.

- Radio frequency identification (RFID)
technology is operational underground
for the first time ever in BHP Billiton’s
Cannington mine. Relaying real-time
vehicle type, position and direction,
this traffic management system lets
equipment operators in the Australian
mine know exactly when another vehicle
is approaching, thereby avoiding near-
collisions and accidents.

CSC has won more than $5 million worth
of business with new clients due to a
unique, layered grid service architecture
that is secure commercially, while using
commodity servers, networking and
operating system facilities to give excel-
lent scalability and operational price/
performance. And each grid is stateless,
so there’s no possibility of unauthorized
transfer of information between clients.

Get more information at
www.csc.com/2008chairmansawards.

BOMBARDIER TRANSPORTATION CONTRACT

WORTH $1.2 BILLION OVER SEVEN YEARS
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In mid-June 2008, CSC signed a $1.2 billion, seven-year
extension and expansion of a 2002 computer management
contract with Berlin-based Bombardier Transportation,

manufacturer of locomotives, trams and rail cars.

Building on our existing six-year relationship with Bombardier
Transportation, we will continue to provide a full range
of infrastructure outsourcing services, including desktop,
service desk, network and application management services
for more than 20,000 users in 33 countries. In addition,
we will now provide overall integration for service ticket
tracking and reporting, which will enable end-to-end
service management across Bombardier’s IT environment.

Headquartered in Canada, parent company Bombardier Inc.
is the world’s third largest commercial aircraft manufacturer.


http://www.csc.com/2008chairmansawards

OMNILOCATION SUITE OF VISIBILITY

SERVICE OFFERINGS LAUNCHES

CSC’s new OmnilLocation suite of enterprise visibility solutions
provides public and private sector companies with a new level
of visibility to improve the safety, security and efficiency of their
employees and operations.

Through location-based systems data, such as GPS and RFID,
companies can now monitor the real-time location and status
of people, equipment, vehicles, assets and infrastructure — both
moving and at rest — through a single, interactive, real-world Web

interface using Google Earth products and Web 2.0 methods.

The interface integrates multiple location and mobile asset tracking
systems, including inventory management, vehicle tracking, access
control, and status and maintenance schedules of infrastructure.

OmnilLocation is available in three service offerings: Location
Object Field Tracking (LOFT), Location Intelligence Safety
Application (LISA) and Chain of Custody Asset Tracking (CoCAT).

For more information go to www.csc.com/omnilocationsuite.

The U.S. Department of the Treasury’s Office of Small and
Disadvantaged Business Utilization (OSDBU) presented CSC
with the 2007 “Large Business of the Year” award for our
commitment to supplier diversity. We were commended for
meeting our subcontracting goals for small business, small
disadvantaged business and women-owned business. The OSDBU
also thanked CSC for our support of the Department of the
Treasury’s Prime Vendor Outreach Sessions in which CSC
employees shared their expertise and counseled small businesses
about subcontracting opportunities.

CSC has also been honored by the insurance industry as the
“best of the best” in delivering value, with two first-place rankings
— for integrated systems and IT services — and a second place
in point solutions, as determined by results of the second annual
Vanguards in Insurance Practices survey conducted by /nsurance
Networking News and research firm Celent. Additionally, CSC
was selected as an Insurer’s Choice 2008 technology firm, ranking
first in IT outsourcing for property and casualty (P&C) insurers
and in the top three in both operations and workflow. Insurer’s
Choice is an annual survey of the insurance industry, cosponsored
by Tech Decisions and Financial Insights, an IDC company.

READ how CSC’s Dr. Robert Wah is helping to reform the U.S. healthcare system. www.csc.com/drwah

DISCOVER more about our work in the security (www.csc.com/security) and financial services

(www.csc.com/financialservices) sectors.

LEARN how CSC’s Leading Edge Forum Executive Programme can help you make better decisions

about business technology solutions. http://lef.csc.com

SEARCH a robust database of CSC client success stories. www.csc.com/casestudies

FIND previous issues of CSC World in our online archive. www.csc.com/cscworld
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IN TRANSIT

Transport for London Drives Change With IT
by Chris Sapardanis

In one of the world’s leading business, financial
and cultural centers, millions of people rely on
London’s massive transportation network each
day to reliably get them where they need

to go. But the task of maintaining the IT
infrastructure behind such a massive

grid of buses, boats, taxis and trains is
increasingly complex.

Since 2000, Transport for London (TfL) has been responsible for
the management of transport services across the capital. A part of the
Greater London Authority, TfL is the largest transport group in the world.

CSC has managed and supported TfL’s desktop, service desk and a large proportion
of the server and storage assets since January 2007. Services provided by CSC support more
than 13,000 internal TfL users operating at locations throughout London. A variety of project

services are provided to both enhance existing services and bring new ones to the user community.

A plan for change

TfL is pursuing a 10-year £39 billion investment program to give London a twenty-first century
transport system. But before major initiatives can occur to cater to a growing city, such as
increasing accessibility for residents and visitors, improving safety and emphasizing “greener”
transport by getting more people out of their cars, some back-end systems need an overhaul.

6 CSC WORLD September 2008

Moving London
By the Numbers

UNDERGROUND
Built: 1863

Lines: T

Tracks: 250 miles
Riders: 4.25 million/day

BUSES

Routes: 700+

Stops: 17,500

Buses: 8,000

Riders: 6 million/weekday


http://www.tfl.gov.uk/
http://www.tfl.gov.uk/

TfL is pursuing a 10-year, £39 billion
investment program to give London a
twenty-first century transport system.

“CSC collaborated with TfL to provide the flexibility to help them move in the direction

they want to progress towards,” says Steve Nugent, CSC’s account director for the TfL contract.

“CSC was able to provide a stable service environment, supporting them and setting up a professional
service desk for TfL on Day One of operations.”

A collaborative approach
Building on their broad service engagement and strong working partnership with TfL, CSC as the third-generation
outsourcer successfully rolled out the largest service management tool of its kind in Europe, namely BMC Remedy 7.

“It is a standard product we're rolling out, but what we’re talking about here is a benefit of a collaborative approach
between the two parties in the face of an emergency, a breakdown of a relationship with the previous supplier
which resulted in virtually no tools or data being left behind,” Nugent adds.

This application unifies service desk, incident, problem, change and service level management applications within
a single configuration management database and user interface. The project, which required broad and in-depth
joint process workshops, was completed in less than a year and demonstrated the benefits of collaboration at all
levels, including sponsor-level governance.

“TfL was looking for an organization that could support it and actually move on in terms of its desktop efficiency,”
says TfL CIO Phil Pavitt. “Our IT is now in a very safe pair of hands.”

CSC also leads the e-mail archiving program that continues to save vast amounts of storage and allows a smoother
and safer transition to Exchange 2007, the latest version of Microsoft Exchange, the e-mail solution used by TfL.
The stability in service provision was confirmed when the external auditor Lloyds passed the TfL account, for both

ISO 9000 (Quality Management) and ISO 20000 (ITIL Service Management), simultaneously.

CSC as the third-generation These projects improve governance and openness across the enterprise as CSC closely
outsourcer successfully rolled engages with the client to complete work efficiently through one project management

out the largest service manage-
ment tool of its kind in Europe.

Tour de London

The Grand Depart for the 2007 Tour de France — staged
in London — was part of the world’s largest annual
sporting event, viewed by more than two billion television
spectators in some 190 countries. In London, an
estimated two million spectators lined the streets to

watch the event.

CSC worked with Transport for London to ensure the
success of this high-profile event. Among other measures,
a dedicated support team was set up to provide a
multi-site floor-walking service to guarantee enhanced
desktop, LAN and infrastructure support throughout

the race, which took place without a glitch

office, as opposed to the five TfL had before. @

CHRIS SAPARDANIS is a senior writer for CSC’s corporate office.
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Taking IT Off the Agenda
A Q& with

Phil Pavitt, CIO of Transport for London


http://www.tfl.gov.uk/




DID YOU KNOW?

* Recycling a single plastic bottle
can conserve enough energy to
light a 60-watt bulb for up to six
hours.

¢ |If one in five people in the United
States stopped using plastic shop-
ping bags, 1,330,560,000,000
bags would be saved over the
average adult’s lifetime.

¢ China’s decision to ban free plastic
bags will reduce the country’s
consumption of oil used to create
those bags by 37,000,000 barrels
per year.

CANDACE LABELLE is the program
director for CSC’s Green Program.
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by Candace Labelle

THE GREEN CORNER

CSC World proudly introduces “Green Corner,” a new feature
that highlights CSC’s Green Program, aimed at reducing our
company’s and our clients’ environmental footprints.

CSC’s Green commitment will be demonstrated through:
* Reduced travel — By improving telepresence/videoconferencing facilities

* Reduced energy use — With more sophisticated power usage monitors, virtualized
servers and energy efficient data centers

* Reduced paper consumption — From printing efficiency and consolidation programs

GREEN TIPS

Each “Green Corner” will discuss industry trends and services available to help individuals
and organizations consider reducing their environmental footprints. This edition provides
some real-world examples of the “3Rs” — Reduce, Reuse and Recycle — to bring ideas

to the surface that we can all consider implementing, both at home and at work. (These
examples are intended to generate conversation, and are not necessarily part of CSC’s
own green strategy.) The key to the 3Rs is they should be used in order.

REDUCE

* Packaging and shipping materials: Ask or partner with suppliers to share the same
Green vision.

« Plastic: Provide water to employees using filtration systems or large dispensers, instead
of bottles. Offer refillable or paper cups. Encourage employees to refill bottles.

* Fuel consumption: Carpool, ride-share, telecommute, use public transportation, cycle
or walk. Partner with employees to make alternative transportation programs easy
to use or offer incentives for encouragement.

« Plastic bags: Ask for boxes, bring cloth/reusable bags or use hard plastic grocery bins.

» Transportation costs of goods you consume: Buy local produce and products regionally
manufactured. Buy in bulk. Avoid packaging and individually wrapped items.

REUSE

* Equipment and office furnishings: Where possible, consider selling or offering items no
longer required by the company to employees, or donate them to local schools or charities.

¢ Quality goods: Buy durable goods that can be used repeatedly instead of disposable,
cheap items.

» Used goods: Search online classifieds to buy unwanted or used quality items or find
a new use for “single usage” items, like using old plastic food containers for storage.

RECYCLE

* Once a product reaches the end of its consumption cycle, recover as much of
the material as possible. This reduces excessive use of natural resources to make
a new product.

* Encourage your employer to recycle its IT equipment, which frees up large amounts
of precious metals and other plastics and metals for reuse.

» Most cities have curbside or drop-off recycling programs for paper, plastics, cardboard,
metals and other household materials, which reduce the amount of waste entering
landfills. Learn more about your city’s program. ©
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CSC

Worldwide CSC Headquarters

The Americas

3170 Fairview Park Drive
Falls Church, Virginia 22042
United States
+1.703.876.1000

Europe, Middle East, Africa
Royal Pavilion

Wellesley Road

Aldershot, Hampshire GU11 1PZ
United Kingdom
+44(0)1252.534000

Australia

26 Talavera Road
Macquarie Park, NSW 2113
Australia
+61(0)29034.3000

Asia

139 Cecil Street
#06-00 Cecil House
Singapore 069539
Republic of Singapore
+65.6221.9095

About CSC
The mission of CSC is to be a global leader in providing technology enabled
business solutions and services.

With the broadest range of capabilities, CSC offers clients the solutions they
need to manage complexity, focus on core businesses, collaborate with partners
and clients, and improve operations.

CSC makes a special point of understanding its clients and provides experts
with real-world experience to work with them. CSC is vendor-independent,
delivering solutions that best meet each client’s unique requirements.

For more than 45 years, clients in industries and governments worldwide have
trusted CSC with their business process and information systems outsourcing,
systems integration and consulting needs.

The company trades on the New York Stock Exchange under the symbol “CSC.”
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