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Service Management for over 25 years.
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Vodafone -

The connectivity and digital champion,
winning customers’ trust every day

QR Customers Earn customer loyalty
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Growth Get it done, together

PURPOSE Inclusion | Planet | Digital Society
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SIMPLICITY

Why did we start this journey?

Winning customers’ trust
every day

Simplicity, operational
effectiveness & efficiency

Focus on delivering Value and Operational stability to our customers.
Reduce the complexity of customer journeys.
Streamline areas of operation that gave poor customer experience.

Legacy shutdown, reduce Risks and drive Automation
Standardise to drive holistic ways of working and single processes.
Remove complexity, bespoke solutions and barriers.

EvolveTechnology todrive
sustainablerevenue and
profit growth

Simplify platforms, products and processes to do more faster
Focus on key services, drive major improvementsto allow the business to grow
Modernise how IT supported critical services that enabled revenue.
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Complex ecosystem

Back to Basics

— Simple
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The Compliance Framework

Platinum Services - Systems that are critical to the delivery of products, promotions and core

services that generate revenues. Disruption would cause significant risk of revenue loss, increase of
expenses, legal exposure, data security issue or customer / business partner dissatisfaction.

Infrastructure Application Common & SveMan Security Stardard
Standards Standards Requirements eCUIT StqTealg's

O Complete description of the O Application architecture supports O 24/7 support for applications and O Patching

infrastructure components in High Availability underlying components (all Q Security Hardening

ICMS O Performance Monitoring of the support levels) QO Vulnerability Management
O Service description in ICMS & Application is done by an Industry O E2E Monitoring process in place

Business Impact standard tool O Standard ITSM Processes & O Latest version of Antimalware
O Redundancy and availability ofall U Application Version Governance O User Access Management in place

core components (IT and O Application Capacity Q Zero P1 and P2 Defects for

NETWORK) O Disaster Recovery service enablement and
O No Hardware, Operating System, onboarding

Database or Storage in EOSL or O Test, devand pre-prod

not supported environments

QO Georesiliency O Backup and restore availability



The Project

13, 500 data points for compliance

Traffic light of risk

Remediation and improvement plans

IR
GG
650 Requested Services M) 400 Platinum Services



Data Driven Decisions

Review Calendar update
2024

*VF Automotive & VFTR in progress to be onboarded
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1streview 1%review  1%review 1%review 1%review 2nd review 2" review | o 2™ review 2 review 2" review

-Vvcl -VFDE -VFCZ -VFGR -VFIT -VCl -VFDE -VFCZ -VFGR .vFT

-0IT -VFRO -VFPT  -Security - /7| -oIT -VFRO -VFPT  -Security . VFES
-VFIE -VFAL -VFUK -VFES -VFIE -VFAL -VFUK .-
Infrastructure = Dec23
1% Service nd
comptance B s e 1c™s 95% High Availability
REDD Meeting Meeting Service Description 98% A 383 Perf Monitoring
Redundancy 94% 367 App Version
EOSL 43% 166 App Capacity
Georesiliency 73% & 284 Disaster Recovery
CErmrem Dec23  Mar24 | Dec23  Mar'24  Security Dec23  Mar24  Dec23  Mar‘24
24/7 Support 93% 4 362 Patching 92% 360
itori 94% 366
E2ENunitaing “ Hardening 33% § 345
Standard ITSM 99% 389
i o
Zero P1 & P2 Defects 99% 390  Antimalware 98% & 383
Test Dev & 97% 379 Vulnerability Man 97% & 379
Pre-prod Env

Backup & Restare 98% 4 383 User Access Man 96% 375
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Gamechanger

* Business focussed.
* Drivinginvestment and improvement.

* Managing expectations.
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