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Introduction

Thomas Schaefer
– 46 years, married, 3 kids, living in Hamburg / Germany
– Degree in Computer Science

Current role NXP Semiconductors: Generic IT Operations Manager

IT Job History over 20 years
– Batch computing in the 80‘s, COBOL, IMS databases
– Transformation project Local Applications to Global Standard Applications
– Support Global Logistics and Supply Chain in ERP Systems
– Data Warehouse projects
– Since 1998 in IT Infrastructure

• Shared Service Center project DACH (incl. ITIL process model)
• Transformation to Global Organization and Infrastructure
• Disentanglement NXP from Philips
• Outsourcing of IT Services

MSI4

NXP IT Strategy3

1 Introduction

2 NXP Semiconductors

5 Challenges, Learnings, Next Steps



June, 17th 2009Regievoering bij outsourcing / NXP IT / Th. Schäfer 

4

NXP Semiconductors

Former Philips Semiconductors, since 2006 owned by a private equity 
consortium

NXP is a leading semiconductor company founded by Philips more 
than 50 years ago. Headquartered in Europe, the company has about 
28,000 employees working in more than 30 countries and posted sales 
of USD 5.4 billion (including the Mobile & Personal business) in 2008. 
NXP creates semiconductors, system solutions and software that 
deliver better sensory experiences in TVs, set-top boxes, identification 
applications, mobile phones, cars and a wide range of other electronic 
devices. News from NXP is located at www.nxp.com.
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NXP Semiconductors
IT relevant data

100 sites globally (Manufacturing, Engineering, Commercial)

23.000 IT users whereof 4.000 HW / SW designers

Most Generic IT Microsoft based (AD, MS Outlook, Communicator, …)

Engineering mainly Linux/Unix based

Global Connectivity Services outsourced to Orange

Global Generic Applications outsourced to IBM

Local Workplace and Data Center Services “local, internal” – in 
progress to outsourcing to Atos Origin

Global Business Applications and Infrastructure outsourced to multiple 
partners (SAP as ERP system)

MSI4
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NXP IT Strategy

Developed 2007 as Philips disentanglement consequence

First priority on Global Generic IT Services
(these were earlier run by Philips contracts with different suppliers)

The NXP owners required a sourcing strategy for IT in line with the 
overall company goals

– Asset light, highly flexible

The specific business characteristic needs to be reflected appropriate
– Engineering, Manufacturing, Generic, Business Applications

Multi sourcing approach with a limited number of vendors

Roles IS Lite oriented

MSI4
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NXP IT Strategy
Implementation of Standard Global Workplace 
& Service Desk

Design EngineerSales Manager Office Worker

Single standard global platform

Industry standard e-mail / collaboration solutions

Global service 
desk

Differentiated services based on roles

MSI4
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NXP IT Strategy
Overview of IT Domains

Global shared services approach with local presence

Enterprise applications 
with dedicated 
infrastructure

High performance 
requirements per group

Low standardization FE
High standardization BE 
primarily local for local

Manufacturing 
Applications

Business 
Applications

Engineering 
Applications

Manufacturing 
Infrastructure

Business 
Infrastructure

Engineering 
Infrastructure

Generic IT

Applications & infrastructure are differentiated pe r domain 
due to different service requirements
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MSI4
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More than 32 data centers 
with dedicated site support

Less than 6 main data centers with 
twin remote management centers

Reduced number of servers

Reduced support personnel

Manufacturing 
DCs

EMEA

AMEC

APAC

Operations Centers

Decentralized DCs

NXP IT Strategy
Data Center Consolidation and Remote 
Management
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MSI4
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Disentanglement from Philips
– Started January 2007 / Finalized December 2007

Data Center Outsourcing
– Contract signed 01.07.2008
– MSI go-live 01.10.2008
– Site DC migrations Feb 2009 – Jan 2010

Workplace Outsourcing
– Contract signed 01.04.2009
– Site WP migrations May 2009 – Feb 2010

NXP IT Strategy
IT Master Plan and Timing
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NXP IT Strategy
IS Lite

MSI4
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Driving
innovation

Driving
innovation

Delivering
change

Delivering
change

Supporting
infrastructure
Supporting

infrastructure

IT vendors

Mainly 
OutsourcedSupply-side

1 IT leadership
2 Architecture development
3 Business enhancement
4 Technology advancement
5 Sourcing management

2

3

4

5

1

5 main roles to be retained and strengthened, 
others will be provided by service providers

Approximately 75% outsourced delivery of services in large packages
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MSI
Managed Service Integration

IS Lite for MSI

MSI4
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NXP
Business

MSI

NXP-IT
Internal 
Team
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As a basis for our approach in the Controlled-Desig n phase we used the 
Atos Consulting Service Integrator Framework combine d with our IT 
Governance framework as introduced in the Baseline phase

Elements of the IT governance framework

» Position structure:
The position structure describes which 
roles fulfill the important IT 
responsibilities and the position in the 
organization structure of these roles.

» Coordination mechanisms:
Coordination mechanisms are a 
supplement to the organizational 
structure and support tuning and 
collaboration between interested 
parties.

» Decision making processes:
Decision making processes describe 
how decision should be made.

Framework

Source: Weill + NNC + Atos 
Consulting research

Atos Consulting service integrator framework, 
based on best practices (2008)

MSI
Concept MSI4
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How supply and demand are managed in an outsourced 
situation is key to success. The key functions within the Service 
Integrator part are:
• Manager MSI Operations
• Reporting and Service Catalogue Coordinator
• Global Change Manager
• Global Operational Service Manager
• Local Operational Service Manager / Regional Change 

Manager

MSI
Roles in the MSI organization

MSI4
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Business
Refers to the organization that 
demands IT. “Customer” or “Client”
can mean the same thing.

Service Integrator
1.Brings together a number of 
services from one or more “Service 
Providers”. 
2.The role is to integrate these into 
a single service for the “Business”. 

Service Provider
1.Provides one or more IT services. 
2.Could be internal or external. 
3.Increasingly external through 
outsourced contracts.

Atos Consulting service integrator 
framework, based on best practices (2008)

Actors

Service integrator functions
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MSI
Process Model

MSI4

NXP IT Strategy3
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The following guiding principles have been defined 
regarding MSI Operations’ future mode of operation: 

» acts on behalf of NXP

» operationally drives External Service Providers 
(ESPs) and the interactions with the ESPs

» provides full reporting on KPI per services

» propose actions to regularly improve services and 
conduct the service management review

» implement the processes and necessary tool(s) to 
manage ITIL processes across ESPs and deliver 
requested reports

» 7 x 24, with presence in Netherlands and APAC

» organizes and coordinates Change Advisory Board

» the integral global infrastructure services are 
delivered by the vendors

» the MSI Operations scope consist of all O&I 
services as defined in the global service catalogue

Executed by MSI Operations for Global Services

Out of scope of MSI operations, MSI operations will only 
be informed by the NXP IT organization 

Coordinated by MSI Operations for Global Services

MSI manages the interface between the O&I global ve ndors and the retained 
NXP IT infrastructure organization
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Service 

management

MSI
Key Responsibilities

MSI4

NXP IT Strategy3
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Incident

Management

Problem 

Management

Release 

management

Coordination of root cause analysis 
across vendors

Management of severity 1 incidents 

Ensure alignment of incident 
management processes across vendors

Coordination of the deployment of minor 
and medium changes

MSI

M
S

I O
pe

ra
tio

ns

Change 

Management

Alignment, implementation, Organization 
and coordination (facilitation) of Change 
Advisory Board (CAB) and coordination 
of impact analyses provided by vendors

Define and maintain multi-vendor 
capacity mgt. processes, plans and 
reports. Consolidate e2e service 
availability reporting. 

Service

Development
Maintain the service catalogue to the 
agreed level of detail, in cooperation 
with NXP IT and the vendors

Provide service level monitoring

Provide an end-to-end service level 
report

NXP IT

Escalate “delayed” Incidents from 
business

Facilitate Severity 1 communication

Approval of Changes
Business alignment for Maintenance 
windows
Communication to NXP Business

Change deployment for O&I / site IT 
executed part

(only local / regional activity)

Capacity management based on 
MSI overview, add Business 
Forecast. Lifecycle Mgt. planning for 
NXP assets

Service Reviews with NXP Business

Financial process within NXP

Maintain Business SLAs and 
internal billing process

Business Interface facilitation if 
needed.

Deliver RCA and execute problem 
management process

Incident resolution

Deploy changes for the services 
provided by the vendor

Execute change management for the 
services provided by the vendor

Participate in NXP change process 

Deliver capacity and availability plans for 
the vendor’s services

Provide vendor service level report

Participate in review meetings

Vendors

Contribute to solution development

Build & test new services

Capacity and 

Availability mgt.
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MSI
Service Scope

MSI4
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OrangeAtos Origin IBM
Atos Origin 
Workplace G

lo
ba

l 
V

en
do

rs

• Connectivity 
Services

• Teleconference 
services

• Connectivity 
Services

• Teleconference 
services

• Data centre 
Services 

• On-site 
support

• Data centre 
Services 

• On-site 
support

• Data centre 
services 

• WP backend 
services
• E-mail

• Data centre 
services 

• WP backend 
services
• E-mail

• Service desk 
• Workplace 

services
• On-site 
support

• Service desk 
• Workplace 

services
• On-site 
support

G
lo

ba
l S

er
vi

ce
s

• Mobile 
telephony 
services

• Mobile 
telephony 
services

SYMPAC

New vendor
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MSI
Integration in NXP IT

MSI4
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Service desk

ArchitectureArchitecture

Infrastructure
operations

Infrastructure
operations

Service 
delivery 

management

Service 
delivery 

management

Vendor mgt.Vendor mgt.

notificationnotification

Service level management

Account & 
contract 

management

Account & 
contract 

management

Demand / Demand / 

Service deskService desk

Problem 
managementmanagement managementmanagement

Operations 
management
Operations 

management
Severity 1 

management
Severity 1 

management

Change 
execution
Change 

execution
Project 

management
Project 

management

Solution

Architecture

Solution

Architecture

NXP IT

MSI Vendors

ArchitectureArchitecture

Infrastructure
operations

Infrastructure
operations

Service 
delivery 

management

Service 
delivery 

management

Vendor mgt.Vendor mgt.

notificationnotification

Account & 
contract 

management

Account & 
contract 

management

Demand / Demand / 

Service deskService desk

managementmanagement managementmanagement

Operations 
managementmanagement

Severity 1 
management
Severity 1 

management Assignment

Change 
execution
Change 

execution
Project 

management
Project 

management
Changes

Solution

Architecture

Solution

Architecture

Solutions

IT Strategy &

Yearplan

Architecture

Service 
delivery

Infrastructure
operations

Service 
delivery 

management

.Vendor mgt

notificationIncident
notification

Account & 
contract 

management

Demand
management

Service deskService desk

management management

Operations 
management

Severity 1 
management

Service management

MSI management

Problem 
management

Change management

Release 
management

Operations 
management

Tactical process management

Severity 1 
management

SLAs, contracts, payments

Assignment

Change 
Management

Project 
management

Changes

Solution
Architecture

Incidents,  Standard changes

Execution

Performance

RfC

Performance

Requirements

Proposals
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MSI
Implementation plan

MSI4

NXP IT Strategy3
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Commencement 
day

Design Implement

MSI Transition

Mobilization-
assess

MSI operational Organisation

MSI Transformation

Operate

“Baseline”

“Controlled”

“Service 
optimized”

Assess Design Implement

nt

MSI Operation

Aligned “to be” processes/tooling, governance, performance management

Optimize quality of processes/tooling & cost reduction

September 1 st 2008

� MSI responsibility to Atos

� No changes to roles of 
persons involved

� Exception are changes 
needed for Atos to take 
managerial control 

November 2008

� Design future MSI ready

� Roles and people identified 
and named

January 2009

� Future MSI operations 
implemented at global level

June 2009

� Future MSI tactical processes 
and improvements implemented 
at global level
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Challenges

Get the MSI role accepted in the internal IT organization
– Where many propagated that this should be internal only

Get the MSI role accepted by the outsourcing vendors
– Where interaction was only foreseen vendor � NXP

Build up a MSI organization which runs stable processes and builds up 
sufficient content knowledge

– Mainly this means give that time to develop

Find the right balance between Internal IT Organization and MSI
– Knowledge and tactical “in house” – operations outsourced

Stabilize the new Outsourcing contracts in parallel with introducing a 
new control model

– The main knowledge is in Internal IT – that now gets outsourced with the 
operation for DCs and Workplace

MSI4

NXP IT Strategy3

1 Introduction

2 NXP Semiconductors

5 Challenges, Learnings, Next Steps
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Learnings

Process way of working is not enough
– Service content knowledge is important

Integration between internal organization and multiple vendors need 
acceptance to build up

– And depends on the involved people

Outsourcing contracts need to be suited for cross vendor integration
– Not Service SLAs only

Service and company knowledge are key
– That takes more time for externals to learn than expected

7x24 for MSI was a key step
– That is more than internal organization or vendors deliver

MSI4

NXP IT Strategy3
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Next Steps?

Improve MSI Operations
– Content knowledge, maturity

Implement MSI for DC / Workplace inline with the upcoming new 
services

Challenge required capacity / costs (also for MSI) whilst NXP is
shrinking (internal reorganization and M&A activities)

Review IT Strategy in direction of “one MSI” for NXP IT
– Key questions: 

• What and how far outsource to MSI?
• How to execute MSI between Applications and Infrastructure

MSI4

NXP IT Strategy3
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Contacts for additional information
on behalf of NXP Semiconductors:
thomas.schaefer@nxp.com
on behalf of Atos Consulting:
machiel.prins@atosorigin.com
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