IBM IT Transformation:

Creating a productive environment for IBMers by
Leading with desigh and user experience




IBM at a Glance

350,000 30K-70K 380,000

full time contractors IBMers
employees worldwide

175 51% 30% 98%

countries of IBMers have of IBMers
represented less than 5 years work remotely
by IBMers of service




IBM IT at a Glance 1,300 IBM locations globally

75M square feet
12k employees total $2.7b Annual IT Budget 520 data centers
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AK+ Application Portfolio

87% 1%

Full-time Vendors

11% 1%

Contractors Supplementals




IBM CIO Mission

We create a productive environment for IBMers and deliver the
future of IT

CIO strategy
i &Zﬂ Q:
—
Designh and deliver Engineer with Leverage OKRs
great experiences excellence (objectives and key

results), and deliver
in an Agile way

Build with AI on
platforms powered
by Red Hat

Secure the
enterprise



IT@IBM

=

6,000

printers

deployed worldwide
to IBM offices

%

1,400,000

tickets

at the Help Desk
each year

35,000

new hires

on-boarded in over
170 countries

-

465,000

laptops

under

Management
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Laptop Distribution at IBM by Operating System

We provision 120,000+ laptops per year

Current mix of the 480,000 laptops deployed at IBM:

MS Windows macOS Linux

Windows 7 Pro & Deployed since Primarily for
10 Enterprise June 1, 2015 “Privileged Users”




Mobile Adoption at IBM

Mobile (managed) devices continue growing

Total Number of Mobile Devices 300k

Under Management I

220k

Android

|ﬁ| 28%

161k
104k 123K

2015 2016 2017 2018 2019 2020

(estimated)

97k




Good design
is good business

Thomas Watson, Jr., 1956
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The Importance of
User Experience

,When did it become
ok to live like

The Jetsons at home
and

The Flintstones

at work?"




The state of IT is a dally ‘3
retflection of what IBM

thinks and feels about’?
Its employees.




IT PYRAMID OF PAIN

People have five levels of IT needs
that they seek to satisty

Specific goals an employee needs to achieve:
* Setup a new device

* File an expense report

* Performance reviews

* Get help toresolve a problem

Tools that must (or may)

be used to complete a task -
» mac@IBM, pc@IBM, linux@IBM Applications
+ Help@IBM

« Concur, Workday, ServiceNow, etc.
Y Conceptual spaces that are made

up of related tasks & tools:
* Performance management
* Device management

End-to-End Processes
(Conceptual "spaces")

Elements of the workplace
that underlie everything else
and impact usage when they Technical Underpinning
perform poorly or have
outages

* Network

« IAM



IBM IT Organization

Digital Workplace
Engineering "\ _

N

CIO Finance
& Operations -

CIO Hybrid Cloud
Infrastructure -~
& Mail Services

-
-

N

“\_ Information
Security

/7

Finance & -~
Supply Chain

Systems & Tools ' ' Quote to Cash



CIO
Nutrition Facts

Serving Size: 24 hours per day
Servings Per Container: 365 days per year

Ingredients
0 009090909090m0m0m0B0B0B9BmBmBmBmB©BmBmBmBm©m©m©m©m©m©m©m©m©©©©

Kindness
Authenticity
Curiosity
Passion

Engagement & Inclusion

Empathy

Our Mission:
We create a productive environment for IBMers,
continuously improving the work experience.
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The productis t
and the experience

the pr odu




Agile@IBM
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Organization
Design

12 Agile Principles

Satisfy the customer

Deliver frequently

Trust and support
motivated individuals

Measure progress with
working software

Exhibit great design and
technical excellence

Self-organize teams

Welcome change

Work together daily

Communicate
face-to-face

Promote sustainable
development

Maintain
simplicity

Reflect and adjust

Metrics &
Tools

q.ll



Agile@IBM

Sprint 1 Sprint 2 Sprint 3




Agile@IBM Approach

O
DOMAIN '
LEADER

TRIBES

SQUADS



— — — — —

— — — —



Org Structure — Bottom-up Design

FLM — co-located
with squads

Product Owner

Domain Leader

SLM — (Tribe Leader)

O
[teration Manager '
O
BA & SME '
O
Testers '
O
Developers '
O
Designers '
Squad
(5-10 ppl)

Shared Squad ®
Serves the Tribe* '

“Tribe = (2-10 Squads) Architects

Squad Squad Squad
(5-10 ppl) (5-10 ppl) (5-10 ppl)
¥ ¥ v
DBAs Consultants Infrastructure

Squad
(5-10 ppl)

Squad
(5-10 ppl)

Project & Program Mgmt

Leaders are accountable &
responsible for:

Capacity management
Distributing work

Removing impediments and
blockers that squads are unable
to resolve

Demand Generation
(i.e. based in business)

Delivery
(i.e. based in Service unit
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Tribe

Tribe

v
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Squad Squad Squad

Squad

Squad Squad Squad

Squad
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The next step in our Agile journey

OKRs (Objective Key Results)

OKRs offer a collaborative goal- OKRs and Agile work together to

setting method used by teams create radical clarity and a way to

that create alighment and track progress towards the impact
encourage engagement around of our organization.
measurable goals.

21



OKR site

https://w3.ibm.com/cio/okr
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CIO

Our Teams

Tools OKR@IBM News Blog Contact
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Objectives and Key Results

Align to achieve great results

As a continuation of our Agile journey, the CIO organization has adopted Objectives and Key
Results (OKRs) to show how our everyday contributions help create a productive
environment for IBMers and deliver the future of IT.

OKRs and Agile work together to create clarity and a way to track progress towards the
impact of our organization.

Why use OKRs?

In the same way Agile offers quality, speed, and efficiency at the team level, OKRs offer full, fast alignment and accountability, essential to
business resilience and results. OKRs unite a team's intentions with empowerment to achieve the best possible results.

el i e OKRs can achieve the best possible outcomes through
HACKATHON T ; \
- prioritization and continuous improvement by:

o Providing organizations alignment, accountability,
achievement, innovation, and speed

o Providing an organization's people purpose, clarity,
gratification, inspiration, and enthusiasm

e OKRs help teams clarify what they're trying to achieve, how
that aligns with company success, and how they'll know
they're successful. These are not individual goals.

e \Working together as a team towards organization successes
creates outcomes. Gaps in teams can slow everyone down.

e OKRs help teams get clarity on the outcomes they want to
achieve. Cross team OKRs can be advancements.

Learn how to set OKRs with your team

w3 Signlin




Objectives & Key Results (OKRs)

Heatmap for streamlining management reviews

® WorkBoard (A 7 = ) v _ {Os

Biz Review My Work Workstreams Objectives Meetings
Objectives OKR Heatmap Legend
Type Show me
Jump to... _
) Filter OKRs
Team My manager's org
My Objectives
Heatmap
. Automation & .
Alignment Tools Satish
Timeline

Partner
Ecosystem

ClO Design -
Design Practice

User Research &

Analyti
nalytics Andrew Massey's

dept

Laurie Robbins's | Financial Service
dept Management

Software Digital Content
Commerce Design

Analytics Solutions

Showing 80 of 80 teams



Net Promoter Score (NPS)

Step 1

Promoters

Assign responses Notatall ) 1 2 3 4 5 6 7 o O 1() Extremely likely

to categories ikely

Step 3
Compare

26 to 40

0% Promoters

Step 2
P - % Detractors
Subtract 1100 to -27 41 to 100
Detractors from Net Promoter Score

Promoters



CIO@IBM

From enforcer to enabler

Underpowered workstations
shift expense to the support &
lost productivity costs

Manage laptops like
mobile devices
(no image)

O
)

OAO
Q*Q

Modern
Management

]

Modern
Devices

-

Self
Service

Enable self-service and
ease of use to dramatically
Improve employee
satisfaction
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Changing the Employee Experience (& Expectations)

w3.ibm.com/mac

- Mac@IBM

q'll



> MaceIBM

Mac@IBM Enrollment

Get started with your Mac

Get apps from the
Mac@IBM App Store

Microsoft Office, Slack, IBM
Notes, and more!

Migrate your data
from another computer

Transfer important information
to your new Mac.

Back up your Mac with
Coded2 CrashPlan

Install, set up an account,
and enjoy peace of mind.

- @
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Qt:

10

Remind me the next time | restart my Mac.

View tips, tutorials, and
support on Help@I|BM

Access IBM’'s dedicated Apple
Help Desk advisors.

Use Notes? Install your
Notes ID file

Install and set up Notes as
your email client.

Mac@IBM Program Update
IBM | Mac@IBM



Delivering a Consumer-Like Device
Experience

L) Devices@IBM

Here is the tracking

information for your Mac

${orderMail.carrierDesc} ${orderMail.trackingNumber}
${orderMail.urlLink}

Delivery Date # ${orderMail.expDeliveryDate}

When you receive your Mac, just plug it in, turn it on, and follow the on-screen
prompts to complete the setup. Refer to Help@IBM for complete setup

instructions.

Note: If you are not asked for your IBM w3id during setup, refer to http://

setupmymac.ibm.com once you reach the desktop.

Share your thoughts about the Devices@IBM computer provisioning process by

completing this brief survey.

For additional information about using your Mac, refer to Mac@IBM. For

troubleshooting and support, go to Help@IBM.

Note: IBMers are required to notify the Devices@IBM team when they do not
receive their devices as expected. If you do not receive your Mac within the
expected timeframe, contact the Devices@IBM team on our Slack channel to

determine next steps.

Brought to you by CIO.
For IBM internal use only. Do not forward.

View in browser



Offering 1:1 Concierge Service

How's your Mac?

> Mac@IBM

Thank you for registering your computer with Mac@IBM.

We hope you are enjoying it and invite you to schedule one-

on-one session with an IBM specialist to get valuable tips

about getting the most out of your Mac.

For additional information about using your Mac, refer

to Mac@IBM. For troubleshooting and support, go

to Help@IBM.

Brought to you by CIO

For IBM internal use only. Do not forward.

View in browser



Mac@IBM App Store

Simple App
Installation

Mac@IBM

App Store

Auto compliance and
configuration

Inventory and reporting
of hardware and software

Check for New Policies

T

Security Assign i Refresh i Launch i Run

Software License Mana... S ft d
Utites e®e ecure sortware an
E Wr content distribution
TAP

Testing Enable Fast User Switching Enable macOS Dictionaries Enable Remote Support Fix Disabled Office Fonts

Uninstall for IBM Notes

Run i Enable i Run i Fix




PC@IBM App Store

Before

(7 PC@IBM App Store North America v

Welcome to Windows 10

The updated design and new features help you get work done

guickly and easihy.

IBM Standard Software Installer

+ w3 HOME

E=T Windows 7 Software Catalog for North America

North America

Language: (EFTTIIEEEEN® Go

* Windows 7 Search ¢ Reset
* Windows XP

Europe and CEEMA o i . . .
The ISSI Application Catalog can be displayed by selecting one of the available catalog views. Contents of the

Latin America selected catalog view will be displayed in the center pane on this screen.

Asia Pacific
Security Patches
Concentrix
The Security Patches view contains the most current security patches and Microsoft Service Packs available in the
Geodis ISSI catalog. You will be provided with a sorted view of supported security patches and service packages.
Toshiba GCS

GlobalFoundries All Applications

If you want to see every application available in the ISSI catalog, select the All Applications view. You will be provided

FAQ with an alphabetically sorted view of the 1SS catalog.

User Guide

|SSI Site Search Client for e-Business

Setup The Client for e-business applications view contains the current (supported) core applications of the Client for
e-business platform build (IBM's internal standard client).

EZUpdate

Support As-Is Applications

The "As-Is" catalog lists applications that are made available to you but have minimal or no support. Some of the
applications may be considered Advanced Technology and be of some benefit but are not formally supported.
Business Unit Applications

You can also view applications listed in the Business Unit catalogs. The Business Unit catalogs contain applications
that support business unit specific needs.

The Test Package is designed to test the ISSI installation process. Typically this package only needs to be installed
if directed to do so by help desk personnel. If you are not sure whether or not the ISSI Setup program has been run
on your workstation, you can use this package to verify the setup.

= |

Windows 100 v Jeoarch Windows Softwrs

Catalog Views

Loading...

R IEM Essential Apps

Business Units
Loading...
»

Box for Office CrashPlan PRECe

IBM Motes IBM Sametime

Stand-alone

IBM WiFi Microsoft Office

365

Adobe Adobe InDesign
[HNustrator €C C

Slack

Other IBM Apps

Ae

Adobe Acrobat
Professional CC

Pr

Adobe Acrobat
Standard D

Adobe After
Effects CC

Adobe Flash
Player

Adobe
Photoshop

Adobe Premiere
Pro CC

3 5 O

Beyond Compare Box EBEdit Box Sync Cisco Cisco Jabber

Anyconnect Application Ac_




Employee Off the
Desk Purchase
Program

All IBM employees
In the United states
are eligible to
purchase their
workstation upon
being refreshed.
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Workstation Different needs, different system status
Provisioning
Today Azl

Mobile Developer

Time based approach:
Every 4 years choose a new workstation!

All employees are eligible to upgrade

Azin Is frustrated that
she has to use “old”
technology. A new
machine every 2 years
would enhance her
productivity and
engagement.

Only 30% accept a new machine
Xl

This approach treats all users and their
workstations as if they had the same

needs — but we know there are critical
differences.

Claude

HR Partner

Claude doesn’t need
the latest and greatest
— his 5 year old
MacBook Is working
just fine for him and
he'd wait another few
years to upgrade.

So0 Yun
Client Rep

Soo Yun is a road
warrior who puts many
miles on her machine —
she’s in no hurry to
upgrade, but has no
Idea that her 3 year old
PC is about to fall....




Announcing ‘On demand’ refresh + Device Health w/ Watson

No additional
Investment

growth

Self Service provisioning Device health score Balance

IBMers are no longer invited to refresh Devices are monitored to a identify The frequent refreshes are

based on age, however are workstations that are at risk. Proactively invite balanced by those who

empowered to ask for a new device. only IBMers with failing machines to refresh. prefer to wait.



Resolved

with Watson
(up to 21%)

Soo Yun has an
Issue that requires
technical support

Requires a
Support Specialist

Benefits

121 intents implemented,
Intercepting up to 21% of
chats, eliminating wait times

Wait time reduced for those
with complex issues that still
require an agent

Support Specialists canfocus:
on more complex, challenging; ,._.;‘_,
& rewarding work -
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Webex Boards

Network BluePoP

THINKDESK Expansion

THINKDESK Virtual

Single Messaging Platform

CIO Magazine

Accessories Site

w3 Updates

1Password@IBM

Email Tagging

Certificate VPN

Al Provisioning

Modern Device Set Up

CIO All Hands 4Q 2019

THINKDESK




Culture:
Survey results

B Bottom 2 (Disagree) Mid 1 (Neutral) B Top 2 (Agree)

Reaction to IBM’s preparedness

for WFH was overwhelmingly
From a technology standpoint, IBM was well

itive. L
POSIIVE prepared to transition employees to work
remotely.

Technology

Cybersecu rlty I have the necessary hardware, software and

IT services needed to work remotely.

/Q\ Culture

In general, I am able to perform my job
effectively while working from home.

Emerging Stronger from COVID
IBM | CIO Design



Culture:

Survey results Rate your average stress level during the last few weeks.

45% of respondents were

moderately stressed.

Technology

Cybersecurity
/Q\ Culture I

17%

4%

6 7
Not at all Extremely
Emerging Stronger from COVID stressed stressed

IBM | CIO Design



Culture: Which of the following concerns have increased your stress

Survey results levels over the last few weeks? Select up to 5.

51%

COVID nNnews upda_‘teg were ‘the News updates about Covid-19

greatest contributor to stress,

Health and safety of family and friends 38%

followed by health concerns.

Social isolation 38%

Current or potential financial instability 34%

33%

Personal health and safety

/Q\ Culture

32%

Lack of exercise 32%

Family reasons 30%

12%

Emerging Stronger from COVID Disruptions during work hours

IBM | CIO Design



Employee Engagement Survey

20 PTS

Increase iIn employee
engagement. “Better Tools”
cited as #1 driver of
Improvement.




E fprevin@us.ibm.com

m LinkedIn.com/in/fletcherprevin

g Twitter.com/fletcherprevin
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https://www.linkedin.com/in/fletcherprevin
https://www.twitter.com/fletcherprevin
https://www.fprevin@us.ibm.com
https://www.fprevin@us.ibm.com
https://www.linkedin.com/in/fletcherprevin
https://www.twitter.com/fletcherprevin

