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IT HELPDESK & WAAS

UPDATE

NATIONALE BANK VAN BELGIE
BANQUE NATIONALE DE BELGIQUE
27 APRIL 2019

econocom



https://www.youtube.com/watch?v=39Tbks8j0m4&ab channel=EconocomTV



https://www.youtube.com/watch?v=39Tbks8j0m4&ab_channel=EconocomTV

Econocom in a nutshell

. Understanding of the requirements

. Solution

. Device Solution

Leasing

. Services

. Expérience Management

. Governance
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Econocom In
a nutshell



Core business activities
Unique combination of expertise

DIGITAL

PRODUCTS A single point of contact for sourcing turnkey digital products and solutions.
& SOLUTIONS

DIGITAL Services created and developed to guarantee the success

SERVICES of your digital projects.

PROJECT Flexible, original solutions to address new forms of digital usage: pay-per-use,
FINANCING

subscriptions for integrated digital solutions, leasing solutions, etc.




TO BE YOUR
BEST PARTNER,

we are digital designers

We offer personalised cross-business line solutions,
combining state-of-the-art technologies & services with
financing.

Independence from: Wide range of Vertical industry
« hardware manufacturers technologies: specialists:
* telecom carriers * smartphones « healthcare
. software vendors - tablets . retail
« banks * large-format monitors . odqycation
* touch-screen kiosks . manufacturing

e connected and
smart devices,
etc
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Understanding
of the
reguirements



Understanding of the requirements
Goal & objectives

NBB's goal

» Best possible digital workplace

* Quality of service
* Improved end-user experience & satisfaction

Econocom’s objectives

* High focus on customer satisfaction
* Provisioning of adequate devices and excellent
services to end-users

» Flexible financing model
» As-a-Service
» Pay-per-use method

» Evolving partnership
» Proactive advice regarding technology updates
« Continuous improvement of the quality of service
« TCO improvement initiatives
* Innovations

* Integration with NBB's organization and processes



Understanding of the requirements
Value proposition

1. A real “end-to-end” and in-house service

Service IT Desk Local Computer Printing Mobile Meeting Software
Desk (Kiosk) Support Equipment Users Rooms Mgt

DODYD DD DD







Solution Design |
Matching our portfolio Advice

Financing Sourcing
7= &)
ln)y o

Service Desk

Storage

M

[a]
HIX

Staging
Security
@ 750
Workplace
Delivery

& Mobility
Services @

Asset Management & Z § Cﬂ Installation

Recycling

Maintenance

A modular approach
Swap device

On-site or zero-touch
Pay per use

One stop shopping

Business continuity

Improve productivity

Improve the satisfaction of end-
users

Maximize business impact




Solution Design
Matching our portfolio

Advice

Digital
user

Type of hardware
Refresh lifecycle

CYOD, COPE, Plan Cafeteria
Interactions between plans
Outsource device mgmt.

Processes flows
Order validation
Bundles

Related products
Controls




Solution Design
Matching our portfolio

Advice

Digital
user

Sourcing

One entry point
Clear equipment and service
catalogue

Dedicated e-business tool
Profiling showing the right set of
device to each employee
persona

International shipping

Level +1 validation if needed
Order email confirmation

Right management

CYOD

Plan Cafeteria

Plan PC Privé

Device and services Sourcing




Solution Design
Matching our portfolio

Advice

Sourcing

Storage

Mminimum levels
automated re-order

new and repaired devices
limited gty
ownership customer

Welcome letter
Insert sim card,
Configuration
Personalization
Engraving
Labelling

Configuration
Personalization

MDM Enrolment

Apple DEP, Samsung Enrol




Solution Design

Matching our portfolio Advice

Sourcing
°° Storage
M
[a]
HIX
Staging
P47
Delivery
(I
Cﬂ Installation

Renewal roll-out

Deployments new comers

On-site intervention




Solution Design

Matching our portfolio Advice

Sourcing

new and repaired devices

E limited gty

e Storage ownership customer
[
(=]
HEE broken screen
broken screen protection
Staging
P49 Non return

Delivery

C‘C)ﬂ Installation
K




Solution Design

Matching our portfolio Advice
Sourcing Leaver process
Newcomers
_‘g Moves
o e Storage End-Of-Life treatment
[7]
[zl
HIX
Staging
L7
Delivery

O |
Cﬂ Installation

Asset Management &
Recycling




Solution Design |
Matching our portfolio Advice

Sourcing

Storage
[
[z]
HIE
Staging
P69
Workplace |
& Mobility Delivery
Services @ 5

&5

Asset Management & @ (- /| Installation
Recycling }{

Maintenance

Enroll
Provisioning
Manage & Protect
Retire

Build
Operations & Mgmt
Support

Microsoft
Citrix
JA\Wilale]V¥
Apple
Nexthink
Liquit
Lookout
Netskope




Solution Design
Matching our portfolio

Endpoint Security
Management
Authorization Management
Permission & Access
Management

Digital Rights Management

Multifactor Authentication
ldentity-as-a-Service
BYOD

Security .« e
Digital
user

(1)

DEVICE PROTECTION DATA SEPARATION LEAK PROTECTION SHARING

PROTECTION

-------------------------------------------------

Azure Information Protection

Windows 10 Device



« Delivery Models

. Dedicated On-Shore (intra-muros)

Solution Design |
Matching our portfolio Advice

E Sourcing
&

. Dedicated European and/or Near-shore

. Shared European and/or Near-shore

« Support Levels

. Catch & Dispatch

Service Desk ¢ e Storage «  Level 1 Office support & Application
support
= H +  Level 2 Office support
™k d . Level 3 Workplace & Infrastructure
support
. . Infrastructure Monitoring, Operations &
Staging Administrations
Zaventem
C‘) C‘) C‘) 40 AGENTS
230.000 CALLS
—
Grenoble
Workplace 50 AGENTS  \
& Mobil |ty Delive ry 800.000 CALLS
Services @ e Madrid

&5

200 AGENTS
850.000 CALLS

Rabat

200 AGENTS "\
850.000 CALLS




Solution Design
Matching our portfolio

Financing

Advice

Sourcing

e Classic Lease
7 Q Sale & Lease Back
._D @ _\g Roll Out Facility

Technology Refresh Option

¢ Storage

=

Service Desk

oS

Staging

Digital oo
user —

TECHNOLOGY

Dellvery IT OUTSOURCING
PRODUCT & SOLUTIONS SERVICES MANAGEMENT AND
FINANCING

Lifecycle of
ICT INFRASTRUCTURES

O . BEFORE DURING AFTER
Cﬂ Installation } } ’
Audit Procurement Scalable offering
Consultancy Integration Upgrades

Benchmarking Administrative Equipment
& operational collections
management

Workplace

& Mobility
Services @
£0%

Asset Management &
Recycling

Maintenance







/8 ProBook

Authorised
Enterprise Reseller

N Productivity and longevity
O

Versatile printing options

®

RICOH

Imagine. change.

Effortless collaboration

o
o-(-o
o0

Designed for a docking station

©



Stoc

K Mmanagement

Service New i
N Leavers Repair
ow request request
Local NBB Circular > Swap
stock stock

Econocom
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Leasing



Communication Device | |

GSM (iPhone) 1876
Peripheral
Leasing PC Screen (>42") 3
| Smart Board Screen 21
“market Value for TV Screen 20
certain categories Tele/Video conferencing 40
of assets :
Workstation
Desktop 1150
Laptop 2374
Tablet 245

MINIMUM TOTAL OF FAIR

MARKET VALUE 2129




Leasing

- For mobile devices (smartphones and tablets) : 1% of the
Initial devices Is allowed not to be returned at the end of the

Initial Duration (losses, theft)

-new request: Fair market Value for certain categories of
assets and split of the proceeds on an open-book principle.
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Services



Solution Design
Intra Muros (Year 1)

GOVERNANCE
SERVICE MANAGEMENT SUPPORTING FUNCTIONS

A EEOZ?COWW ]Y%P1é§2 NBB

Activity Intra Muros |OcatiOnS _@@
@ Service Desk
QoS & g@)\% Recruitment

IMmprovements

. .Oe@
Service ‘_O__I_g Local Support & IMAC =

)
g ; Backup Pool
Management Service Desk Ops a&" .

Mgmt.

20
Knowledge 7P (Bl .
Mamt. @@ 1) Training

Center of Excellence

Smart Locker Financial Mgmt

Change Mgmt. @

Tariff Plan Packaging Factory

Management Warehouse &
Logistic Mgmt.

Health & Well-being

E Sourcing services }@ Repair Services
o o

econocom



Solution Design
Operational Service Components

What Econocom will do for you

IR —
Y

0o o] © B

X
l

Catch & Dispatch + Service Desk L1

On Desk support & IMAC

IT Desk

Warehouse , Asset & Lifecycle Mgmt.
Software Packaging & Demand mgtm
Tariff Plan & MDM Mgmt.

Advice & Sourcing services
Repair services

Knowledge Mgmt.

n Nationalwmw

What NBB will keep doing

by

Service Desk L2/3

Infrastructure
& Design

Network
& Design

Security

ITIL processes

Service Mgmt.

VIP Support

Communication

OS image design







SHIFT TO LEFT APPROACH

ADVANTAGES OF SHIFTING TO LEFT

Shift to the left

Center of Knowledge Articles
Excellence Chatbot & Knowledge sharing

Reduce time to resolution L3

Support

Automate remediation
L2
Support

Become proactive L1

INCIDENT
REDUCTION

L2 -1 -0
Proactive Self Self

suplpmz Ho.iym,; H.l-l,,

0 Mins >1 Mins >6 Mins <10/30 Mins <2 Hrs 1+ Days

I B B e P

& 6 ©

Future reach of the Current reach of the
combined service center combined services

Gain visibility on the experience status

Combine hard metrics with user sentiment
Benchmark with other organisations

Understand were and how to improve

Reduce TCO, enhance productivity, improve security

Set basis for eXperience Level Agreements



SHIFT TO LEFT TIERING

PROPOSED SOLUTIONS

ANALYTICS

REACTIVE SUPPORT MANAGEMENT TO PROACTIVE SERVICE DELIVERY
IMPROVE SUPPORT TEAM EFFICIENCY

ACT L3 Support

PROACTIVE USER EXPERIENCE MANAGAGEMENT

COMPLETE VISIBILITY & ABILITY TO BASELINE
USER INITIATED | pEa| .TIME USER EXPERIENCE
INCIDENTS IMPROVE STANDARDIZATION

ENGAGE

MULTI CHANNEL AUTOMATION

L2 Support

ENABLED USERS : ELIMINATE INCIDENTS
SELF HEALING DEVICES : ELIMINATE .
PROBLEMS L1 Service Desk

A
\ 4
A

v

BENEFIT COSsT

PROACTIVELY LO Guided Self Service
IDENTIFIED

INCIDENTS L-1 Targeted Self Healing

INTEGRATE

L-2 Proactive Mass Healing

ENHANCED



IMPACT ON PROACTIVE MANAGEMENT OF ISSUES

REDUCE THE AGEING OF INCIDENTS DRASTICALLY

REACTIVE INCIDENT OPTIMIZATION h
Identify Top Call Drivers
Validate corresponding solutions of Top Call drivers
Automate resolution
KAutomate resolution for future occurrence )

PROACTIVE INCIDENT ELIMINATION
Proactively Identify the Issue
Alert the respective Team

Advanced Troubleshooting & Fix

Automate resolution for future occurrence

= CURRENT TOP CALL DRIVER INCIDENTS m INCIDENTS THAT CAN POTENTIAZ\LLY BECOME TOP CALL DRIVERS

STANDARDIZATION
Enterprise Wide Standard Operating Environment parameters monitoring

Compliance Threshold Monitoring

Critical EUC related IT Agent Software/Services Monitoring ' switch to exce“ence




THE DIGITAL EXPERIENCE

MANAGING YOUR WORKPLACE

Rating the ability of an
employee to get things done
by interacting with the IT
environment in a safe and
enjoyable manner

Score by location

Device score

® 8.58

Americas

Aggregates the key drivers of employee
experience

Combines Hard Metrics & User Sentiment

Offers visibility from executive dashboard
through operational detail to individual user
& device

Supports Industry Benchmarking



CENTER OF EXCELLENCE Demand for info
SERVICE MODEL Gathering information Delivery of info
Provides content to Governance
Investigates

Consults Dashboards Consults Dashboards
CONSUMERS econocom econocom
CENTER OF EXCELLENCE
-
‘I.l g Information Broker
Security Officer m econocom
Customers Service Desk Asset Mgr

P

consumer )
defines Service Owner
CSIP Mgr XLA Managers
the Q
baseline Y Finder

Applications Change Mgmt/ l! /\ m Incident/

Project Team(s) rammerater DAshboard Problem Mgr

Infrastructure Mgmt
Q{% e ti

Administrator




CENTER OF EXCELLENCE

DASHBOARDS

find the likely
cause of an

.ﬂ\ oversee the
e ‘ uality of the : :
= e a4 Y issue in the IT

R entire workspace .
: = P e chain right
- estate
".181 433 403 234 70 a ’ 978 a Way
[ | e S
= advise your end execute
Please confirm what best describes your needs? user about automated &
| need Webex on my computer I would like to start using Zoom US|ng neW |T teSted reSO|Ut|OnS
I don't know SerViceS from theL-] SD
e/
nexthink SR — s Q
the worst follow the progress of
performing major migrations
topdown and in all

applications
details

overall







Solution Design
Governance

COMMUNICATION

Talk about possibilities

Positive approach Dedication

Respect

EMPOWERMENT

Act upon promises Entrepreneurial
Empowered delegation skills

AMBASSADOR

I'm an Econocom and FUN

NBB example
Enjoy the journey

Cooperation is key

CRAFTMANSHIP

Innovation
Consultancy role




Solution Design

Governance
8) Contract executive * Director Managed Services
g)o Contract Manager = Account Manager
= Clo * Service Delivery manager
o
)
(V)
© Contract manager SCM = Service Delivery Manager
-_8 IT Operations management * Account Manager
O Workplace council. * Transition/transformation
©
|_
—_— = QOperational manager
8 Contract Manager = Service Delivery manager
0 IT operations management = Technical team leader
Lt -
© IT architect
f— 5
g Workplace council Change management
@)




Solution Design
Governance

A

Y

Operational Team Manager
Operations Manager

Michael Rocmans

Alessandro Campisi

Senne Willems ITDesk Agent + SD1

Logistic & Asset Mgmt ]

Matthias Olbrechts
Service Desk Agent SD2/QOS

Wilbens Gilot
Onsite Support

Olivier Pfau
Software DM

Fabrice Beaucamp
Packager

Moise Kilonda
ITDesk Agent +SD1

Bram Christiaens

Service Desk Agent SD2/
Onsite support backup
Carlos Abrantes Da Silva

Omar Hassi
IMAC & Staging Technician

Onsite Support

L

Soufiane Jacuart
SD1 / SDM backup

Yusuf Imizoglu (03/10/2022)
Logistic & Asset Mgmt Odoy Idrissi

ITDESK
! \\

Sam Deckers
Stock 50% and local support 50%

Yunus Cetinkaya
Service Desk Agent SD1

Simon Te Kulve
Service Desk Agent SD1




Comité de direction

Steven Vanackere

Jean Hilgers™™™

Tom Dechaene™

Tim Hermans®™™

" ! 8
e ce-gouverneur E directeuy s | directeur - directeur
§,_ Secrétariat général Ressources humaines , générale ,.‘ Marchés financiers 1 _. Finances et stratégie g
: D. Servais b P. Tack : R. Acx : J. De Wit ] - A Schotte i A Swalens
: T T T T : T 1 '
: : Administration : Systémes d'information : . : Equipements et : Enterprise Project : Infrastructure
$ mﬂlt salariale et sociale : " statistique : Pmm;n:s St s techniques : Management ooif!fkq informatigue &
RN, D. Dartois - P Melizerts : efoly : L. Scer i 0. Kerschieter opérations
| | : | : | : I : | e
: ; ; : |
Communication Gestion des ressources i Statistiques financiéres g Front Office : Services généraux : Comptabilité : i
humaines : : : : : Cellule Coordination
G. Sciot oD i M. Druant : C. Machiels : E Arys : F. Biquet 3 1s sdcunitd
| : | : | : : | : informatique
Coordh : : : : : 1 Vandoome
j ination : + : iddle Office : : Achats et contrble : |
itacriotichate b interne pour la : Comptes nationaux : Midd H Contbl de : 0 :
L évention protection : & régionaux et : E. Lamgne $ : e gestion 3
E‘:‘”ﬁ*’:’ o P lu:rt::ﬂl : crls'? ncture | b d;.mﬁ'n! goe : 8. Clinckemaillie : Sgyviyg“ gumlu T
S P. Cléve t : : -
: Back Office : | i H |
: H P. Lagaert : | Controle prudentiel des :
i : : Cellule Compliance .| banques et des sociétés : ,:8: m
L Aucremanne Service Juridique ; maﬂm : fWercuym 3 “::::“ : P. Maréchal
: Ph. Lefévre b Muraille F Stabilité financiére, et :
: | : : | contrdle AML et politique I : ¢ l
5 ' 1 — L g
3 g : i Risk Management :
G:::::e:::r.cz? : Data Collection Unit : S. Debauve g P. Dehoorne
Audit interne : V. Vanderminnen | :
C. Specia I Politique prudentielle ot Sécurité et surveillance
............................................. : Data Validation Unit ‘u| inspections des assurances 0. Ty Wouw : SA Piet
L Van Driessche P Massin i ‘anvoaren
! i| Contréle prudentiel des
: Data Method Unit 1| entreprises d'assurance et § surveillance des L
: C Dimm de réassurance i | Infrastructures de marché,
: | C. Wynckier - dnugmgsdlpdmut
: risques cyber
: Data Governance Office D, Smoniewski
M. Peelman
il Cellule Résolution

G. Nguyen
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88 servicedesk Operation v [y

Operationnal incident TASK | TASk Packet | Servicedesk information | backlog by agent

Salvage Price

© 0 96 e

Manufacturer Name & Class Salvage value Cost
HP Elitebook 1030 G2 iT Hardware Model 450,00 € 0,00 €
HP HP Elitebook 830 G6 i5 13.3" Hardware Model 0,00 € 12,968 €
HP HP Elitebook 830 G7i5 13.3" Hardware Model 0,00 € 13,6088 €
HP HP Elitebook 830 G8 i5 13.3" Hardware Model 0,00 € 14,1315 €
HP HP Elitebook 850 G& i5 15.6" Hardware Model 0,00 € 12,968 €
un un Clitnhonk @CNCC§7T 10 0" Uardhararn Modal nnnc 1€ 2230C &

[

i
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Buffer items delivered by iTDesk

Local buffer  Count

15 28

StockiPhone | Stock Laptops — Stock Monitors

iPhone 12 iPhone 11
Stockroom Stock
Circular Count
Model Model
(iFhone 12 BUNDLE) 14 14 (IPHOMNE 11 BUND
Count 14 14 iPhone 13 PRO BU

Count

54



Buffer Items delivered by ITDesk | Stock iPhone |5ml:l.inmpi| Stock Monitors

HP EliteBook GT
Stockroom Stockroom
Circular  Local buffer  Count
Model
»ok B30 GEiS 13.3" 12 113 135 HP Elitebaok 830 GTi5 13.3" QW
ok B50 G35 15.67 s 106 108 HP Elitebook 850 GT i5 15.6”
ok B50 GA I5 156 QW 2 2 HP Elitebook 850 GT iT 15.67
ok 850 G& T 15.67 1 147 148 Count
15 368 383
Stockroom
Circular = Count
dodel
1P Elitebook 830 66 15 13.37 13 13
1P Elitebook 850 G6 15 15.6” 4 4

“ount 7 ir



Service Catalog
= Computer equipment

Inworkp!ace
—=

| .Sma rtphone & GSM

Telework Screen

a Small consumables
ﬂ Printer

l' v Other hardware

= Software

@lnstall software from NBB catalog
@Uninﬂall software from computer

=  Access & Security

e e e [Password Management

OE SCB-IAM capabilities
oshared folder creation
—_—

IGA entitlement creation

= Mobile

g Ilsrnartphone & GSM

N
46(E/ Modify Mobile data options national and international

~Z& Change my billing address
ﬂ ge my E

@(D@}Mtwaie Multi-Factor-Authentication

B Collaboration

, Create application mailbox

Restructuring a sharepoint site

[E  Supporting Services

[ClGeneric service request

Borrow IT equipment

Move user equipment

°Report lost or stolen IT item

Never turn off display

Q Search catalog

56
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NBE Applicaticns

oy - At o e Erap

Opremr - Ureansim—.

rrservieemanagementnbb.be s P N < <

- 0 terpsertacs [T Bookmarks e

Mot syneing S

1 Other favers

Aeze request Kan ke de aanuraog dosn van .
- Do installatie van COIT materiasl woor sen nleues e rkalek
- Gm veries van COET FRatariaml van de e werkplos naar son andees
S ST Al v OSSN AN (7T ARSI Sl O e sl ek
- Het vercangen van CHT materdanal op sen ekl
- Fiot aaroraoon van son Telefeon toesel met of Zonder TelefoonrerTer
) Dessiop — Lapion — Dooking stetion — Somerm
Folicy: hitos fnbb sharecoamt n 2 MAmthods T s Sovvorkplme s oot
(IDesEtop — Laptop — Dockngstation — Soreen
Seubmrmet prdva pour les calioues D0 de g arde
B L Semende dun Soren G0 Reae S0 G0 Seoking Stetion S,
Pour s ¢ T T rosrrpaprrpepry: inarmumts e
User Details
e
ks

LR
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