X

TECHNOLOGY

DXC Technology
Managed Applications

G-Cloud 15:
Service Definition Document




DXC Technology Managed Applications
G-Cloud 15

Table of Contents

1 COMPANY OVEIVIEW......uuueeeiiiiiiinniinnnnn s 2
2 DXC Managed Applications ServiCes .......cociiiiiiimmimimcsrrs e 3
3 Key Service conditions..........coccceecciiiiiiiiricccr s e 4
4 WHY DXC7? oo 5
5 SEIVICE OVEIVIBW ......uueeeeiiiiiiiiiiiinsiinns s s nnnan 7
6 Service COMPONENLES ......covviimeiiiiiirrrrri s e e e s s sss s s s e e e s s s s s s e e e e s nmmssssssassnnnns 12
7 Service Scope and Engagement Model............cccoois 13
8 Service Packages & Dev/Ops WOrkflows..........cccccciinnnns 15
9 Service Levels (Metal Tiers) ...t r s s r s 17
10 Transition & Transformation Approach..........cuuciiiiiiiiiicccccc e 18
11  Industry Standards and Partners............ccooiccciiiiniircccr e e 19
12 Benefits of DXC’S SEIVICE.....ccciiiiiiieceecciisrrrrrrsmessssss s s e s s s s smsssssss s s e s r e s smanssssssssenensnmnnes 20
T 0= 1= 03 {1 o 1= O 22

DXC TECHNOLOGY All rights reserved. DXC Confidential Information i



DXC Technology Managed Applications
G-Cloud 15

1 Company Overview

DXC Technology is a Fortune 500 global IT services leader. Our more than 130,000 people
in 70-plus countries are entrusted by our customers to deliver what matters most. We use the
power of technology to deliver mission critical IT services across the Enterprise Technology
Stack to drive business impact. DXC is an employer of choice with strong values, and fosters
a culture of inclusion, belonging and corporate citizenship.

We deliver the IT services our customers need to modernise operations and drive innovation
across their entire IT estate. We provide services across the Enterprise Technology Stack
for business process outsourcing, analytics and engineering, applications, security, cloud, IT
outsourcing and modern workplace.

Discover data-driven insights and deploy complex software
engineering at scale to accelerate your transformation.

| Analytics and Engineering

Applications

Streamline operations with services that reduce operating costs,
decrease lime-to-market, and accelerate growth and revenue.

Cloud and Security

Modernize legacy IT by simplifying and migrating applications and
workloads to secure multi-cloud platforms.
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Achieve agile and scalable IT operations, and engaging customer

IT Qutsourcing
and employee experiences with reduced costs and risk

FURORE, AIDDLE FAST AND AFRICA

Modern Workplace
Provide a personalized, intelligent, secure and modern workplace
experience 1o foster collaboration and productivity on any device,
anytime and anywhere.

Figure 1. DXC Technology stack

Every day, we earn our customers’ trust by delivering transformative technologies to ensure
the success, safety and well-being of businesses and people worldwide. Our globally
connected centres enable us to solve complex technology challenges and transform our
customers’ businesses through our dedicated delivery workforce.

With globally distributed teams and rich engineering skills, DXC offers competitive solutions
to address customers’ cost, regulatory, language and business continuity requirements. We
leverage the power of partnerships through our curated DXC ecosystem of technology
leaders. By combining strengths and expertise globally, we create solutions and deliver
greater outcomes for customers across the Enterprise Technology Stack.

Our values are the fabric of DXC. They bind us together regardless of where or how we work
and position us to succeed on our transformation journey:

~ @ Care
\ Deliver We take care of each other and foster a
) We do what we say we are "gy culture of inclusion and belonging.

going to do.
Do the right thing ,(\’S, Collaborate
We act with integrity. & We work as a team — globally and locally.

R Community
,Q. R We believe in stewardship and building a sustainable
P\ company that supports our communities.
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2 DXC Managed Applications Services

Manage your way to innovation

DXC is a recognized leader in managed applications, reducing the management cost of our
customers’ complex applications running on hybrid environments. We drive our customers'
shift of IT spend from operations to innovation through an ROI-focused applications
transformation and management delivery model. This enables our customers to invest in
digital strategies and accelerate business growth. Drive innovation through Al, ML, and
automation-first engineering.

Hyper automated integrated operations to gain operational

efficiencies

DXC achieves operational efficiencies and gains by deploying our Application Service
Automation for real-time monitoring, automation resolution, robotics, intelligent dashboards
and continuous innovation. Meantime resolution and faster release of new features is
significantly improved with our hyper automated integrated operations.

o 40% improvement in productivity due to automation
o 30% reduction in application costs through automation
e 14,000 applications modernized annually

o 60% faster application releases, improving speed to market

Our Solutions

DXC provides transformative managed application services for cohesive management of
complex application portfolios including custom and packaged applications. We deliver rapid
change and optimized stability through proven automation and industrialized delivery. Our
flexible consumption-based pricing models allow customers to dial up and down services
according to changing business demands.

Application Management

Achieve a NoOps, zero-incident enterprise with our transformative enterprise application
management services. We leverage intelligent automation to reduce costs and risks and
optimize user experiences.

Intelligent Automation and RPA

Leverage analytics and artificial intelligence, Lean processes and leading automation
capabilities to produce greater insight, speed and efficiency — and deliver better business
outcomes.
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3 Key Service conditions

o Delivered by dedicated software development squads, scalable as required to meet
programme and business needs

e Flexible delivery models: on-shore, mixed, or off-shore teams.

¢ Pricing is monthly; other engagement options available via SFIA rate card.

DXC TECHNOLOGY All rights reserved. DXC Confidential Information 4
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4 Why DXC?

o DXC has years of experience in the UK Public Sector — with a very strong public

sector heritage across:

Department| ==

for Work & | Ministry . ‘ GyrfaCymru The Scottish
Pensions | of Defence| Office Careers Wales Sovernment

o Experience and Skills:

60+ years of proven experience supporting mission critical applications with committed
YoY savings and operational efficiency. Deep understanding of industry domain
knowledge and wide range of skilled engineers for global support.

o Partnerships.

DXC Managed Applications has a “marquee” partner ecosystem and is the #1 global
Dynatrace partner with highest number of certified engineers. Also, 15+ years of
leading ServiceNow ecosystem partner.

DXC has the maximum number of Dynatrace certified professional in the world and has
been awarded Dynatrace partner of the year award since 2002.

e Automation IP:

DXC Application Service Automation is an intelligent automation framework, reduces
MTTR significantly. Recognized by AWS and Microsoft Azure as an advanced
monitoring offering

e Scalability:

Flexible and scalable Industrialized methodology for various portfolios, packaged with
accelerators including a curated RPA store with 500+ templates, to jumpstart and
accelerate.

¢ Framework:

DXC Platform X is a data-driven, service delivery platform that proactively helps detect,
prevent, and resolve issues to achieve resilient, self-healing IT. Offers integrated apps
and infra operations at scale with maximum reliability and resiliency.

DXC TECHNOLOGY All rights reserved. DXC Confidential Information 5
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. Business-aligned
DXC Domain service management
Kn OWIEdge and + Business outcomes
+ Applied observability
In dUStrY IP Integrated + Advanced automation
Operations + Improve IT relevance to
+ Silent operations business
+ Eliminate redundancy
w + Integrated dashboard
3 + Improve efficiency and reduce cost
§ ) Digital command
o A\ center
(2] @ 1 + Greater observability
w .
=z + Enhance automation
o ", + Accelerate friaging / RCA
a + Single pane of glass DXC Assets
_\} Applications Accelerate
. '/ Management Customer
j ‘.‘?" + Simplify — reduce cost Journe
( “as=* -+ Automate — reduce MTTR Y
- 1= « Optimize - stabilize
@ Portfolio Assessment
OPERATIONAL STABILITY -

Figure 2. DXC’s progressive approach to next-gen managed applications accelerates

digital transformation
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5 Service Overview

DXC Managed Applications Services deliver comprehensive management for customer
applications, focusing on rapid change and optimized stability. The offering includes modular
and scalable services such as Application Management, Digital Command Center, Application
Service Automation, and Business-Aligned Service Management. These services are
available as standalone or bundled solutions, designed to align business and IT priorities,
integrate operations, and maximize operational observability through intelligent automation.
The approach emphasizes simplification, automation, and optimization to help organizations
achieve operational resiliency and measurable business outcomes.

. . . Manage Applications Efficiently and Effectively
. ‘

Business Aligned

Run to Transform Business Outcomes Service Management
1 We help companies
align busine
priorities
driven metrics
Machine First Sitent
Resolution Operations

&
O
0}

1]
Application Service ‘;‘:‘:;‘:::;
Automation -
We deploy intelligent Integrated
We deploy intellige
automation t Operations
improve productivity and - We provide integrated
speed Commang, 3 i
: e 3 ® :
H efficiencies

2. Services are offered as stand alone or bundled

Digital : u‘;‘.q‘
Command Center A
We help customers maximize «
1. All Services are modular and scalable operational observability and
ap| r n to
d

Figure 3. Core Service Areas and Delivery Approach

Application Application Service Digital Integrated Business Aligned
Management Automation Command Center Operations Service Management

o L
?! Application i%
Service

8!
Automation  , g
o

S

—

We help companies
align business and IT
priorities with outcome-

We manage customer We deploy intelligent
applications delivering automation solutions to
rapid change and improve productivity
optimized stability and speed

We help customers
maximize operational
observability and apply

apps and infra
operations to achieve

intelligent automation to higher efficiencies driven metrics
bridge service

management gaps

1. All Services are modular and scalable
2. Services are offered as stand alone or bundled
3. Automation components are offered individually and leveraged by other services

Figure 4. Managed Applications: Services
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Application Management

¢ End-to-end management of complex portfolios
¢ Incident and problem management, request fulfilment, and requirements-to-deploy
¢ Automated “RUN” and accelerated “ENHANCE” services
e Supplemental services and automation solutions
-
- A transformative service for cohesive management of complex Customer Needs
!. !$a‘ application portfolios, delivering rapid change and optimized + Budget Constraints  + Complex Portfolios
fa ,_;T stability through proven automation and industrialized delivery «+ Resource Challenges + Operational Issues
%
i (5 il
Cost Savings Up to 40% Improve Operational Efficiency Improve Productivity
; (reduce manual effort)
Reinvest for Digital Reduce MTTR Eliminate / Automate
Transformation incident resolution

Applications Engagement

+ Custom and COTS automated ¢ Detect to Correct oﬂ + 24 x 7 Global Support

+ Enterprise Packages RUN * Reguest to Fulfil nql o + Industrialized Delivery

+ Hybrid Environments * Reguirements to Deploy i Ly 7, ;‘ + Flexible Pricing Models

+ Multiple Languages § Accelerated  « Supplemental Services . ﬁ“ + Scalable and Customized

“4 ENHANCE

* Multiple Industries « Application Service Automation

Figure 5. Application Management

Application Service Automation

Intelligent automation framework for operational cost reduction and improved customer
satisfaction

Real-time monitoring, auto-detection, and auto-resolution of incidents

Continuous improvement of application code and deployment

¢ Modular design, hybrid environment support, and integration with customer tools

Automation of
service management
enabling prescriptive

Real-time monitoring of Automatic resolution
applications to of incidents, problems,
proactively detect and service requests
incidents and problems without human
intervention

Ongoing analysis
and continuous
improvement of

application code and

applications management;
code deployment —

D 2

““topexes “toreso™” CropmensS
Risk reduction of up to Capacity increase of up Time to market reduced Quality improved by up
Az 50% by pre-detecting to 30% through problem by up to 40% through to 60% through process
@?} :@: symptoms of potential resolution, fulfilling continuous delivery automation and analytics
= incidents service requests change management

Modular Design Partner Products

Customized per powered with DXC IP autoDetect autoResolve autolmprove autoManage
business needs Saa$S and i
On-prem solutions « Full Stack Observability « Automated Alert and + llA- Intelligent Incident « Intelligent Dashboard
+ Real Time User Monitoring Incident Resolution Analysis + Workflow Automation
C/\b + Pro-active detection of + Automated Service +  Continuous Innovation : Sg’?r“ Dispatcher & Enrich
E problems Request Fulfilment + Technical Debt Reduction  , |AE _ |ntelligent

Hybrid Environments  Protect Investments Automation Engine

Cloud specific versions, Integrate with existing Accelerate Triaging Reduce MTTR
leveraging native tools customer products/tools and RCA and Improve Quality

Enhance Customer

Faster Speed to Market [

Figure 6. Application Service Automation
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Digital Command Center (DCC)

¢ Centralized observability and automation platform
¢ Single pane of glass for monitoring, analytics, and governance
¢ Accelerated triaging, root cause analysis, and operational efficiency improvements

Customer Needs

* Discrete Monitoring
+ Silo-ed Operations
* Multiple dashboards

4n

Improve operational efficiency

Digital Command Center is a comprehensive service to
enable customers to maximize Automation and Observability
capabilities and bridge service management gaps

il R

Reduce Resolution Times Accelerate Triaging

* Redundancy due to many
operational tools

Features and Activities

o Discovery/Assessment

Observability Automation Analytics Governance

« Identify and bridge gaps for = Site Reliability Engineering + Data driven analysis to + Two in a box for DCC v Currer.n landscape SRR
full stack menitoring (SRE) approach identify critical issues governance ¥ Gaps in observability R

- Out of box integration to - Decoupled from Sis private - Accelerated root cause - Prioritization of remedial ¥ Out-of-box integration (B:uslness
ensure correlation of events domains analysis actions and approvals v Automation adoption ase 4
and alerts + Integrated and enabling for + DXC IIA - Intelligent Incident  + Collaborate with other

= Business performance wider eco-system Analysis to identify potential service providers and
contextualized to improve consumers automation use cases product vendors Set U p and Support
service - Leverage DXC hyper - Pareto analysis for

- single pane of glass with Al- automation assets and prioritizing to eliminate or ¥ SetUp DCC Continuous
leveraged to answers to accelerators automate critical issues v~ Manage DCC Optimization

support domains + Integrated apps and 4

infra dashboard

Figure 7. Digital Command Center

Integrated Operations

o Full-stack integration of applications and infrastructure
e Lean processes, analytics, and automation to eliminate silos and redundancies
e Enhanced business agility and operational efficiencies

Integrated Operations

Isolated Operations

We believe lean and responsive IT
operations create a competitive
advantage in today’s market. Full stack
integrated operations not only cuts cost
but fuels your innovation

= Single pane of glass (Integrated dashboard)

- Synergy between Apps & Infra (process, tools)

« Faster resolution and reduced MTTR

« Additional cost savings as compared to isolated towers
- Higher Operational Efficiencies and Silent Operations

= Improve business agility

Information Gathering &) Analysis %7 Proposal
Due Diligence ~ Q Q
3 weeks + Application Inventory + Application analysis * Business Case )
Customer SME Time ~ + Coverage / Complexity + Estimation + YoY Savings Execution
12 to 20 hours + Special needs + Transition complexity + Approach
« Incident / Ticket dump + Automation use cases + Automation Use cases
« Environment Details + Productivity Gains + Schedule
Figure 8. Integrated Operations
A TECHNOLOGY All rights reserved. DXC Confidential Information 9
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Business-Aligned Service Management (BASM)

e Links business and IT priorities with outcome-driven metrics
e Focus on business agility, IT relevance, and continuous refinement

¢ Integrated governance and automation triggers at failure points

DXC Business Aligned Service Management helps DEFINE
companies link business and IT priorities with &

outcome-driven metrics with focus on + Identify critical business focus area

- Example « ldentify fusion team (business and IT)
= Improving IT relevance to the business - . "
« Achieving greater business agility Otteomes * Pinpoint mafrics to align and measure

e Design

+ Map business and technology value streams
« Align business and IT outcome-driven metrics
+ Select automation triggers at failure points

« Establish integrated governance

Increase loan
portfolio
proftability

Business
Number of days
to close a loan

% of
unscheduled

Technology
Outcome-
driven outages for
Metrics f1 online loan
fooia applications

P 1 % of
— S © suic
enterprise wide

Implement applied observability and
OP';;’r‘iigs"ﬂ' intelligent automation
Monitor business outcome-driven metrics

Business Aligned Service
Management Methodology

Automate intelligent decision-making
Continuous refinement

A Global food processer improved order processing, inventory
management and revenue by monitoring/measuring delays in order
processing on a real time basis.

BASM Define BASM Build

BASM Design

o m

110 4 weeks

Alarge consumer goods organization ensures that suppliers are paid on
time, by monitoring and measuring the Invoice Payables. Real time
monitoring and automation triggers alert if any of the invoice process
steps are impacted.

3106 weeks. 4108 weeks

Figure 9. Business -Aligned Service Management (BASM)

MA-X

¢ MA-X (MA-eXchange) is a Gen Al application to help accelerate triaging, root cause
analysis, training, knowledge sharing, resulting in faster resolution and reduced mean
time to resolve

Increase @ Safeguard Stability, Accelerate Speed &
Flexibility & UX Quality & Security Productivity

MA-X Planning

MA-X Setup L~

Environment, , Domains,
User irterface | Mode! Trai

MA-X Ongoing Support

Vs swerert

Main Features Major Domains

* Open-ended conversations * ITSM

Multi-turn conversations Product Documentation
Multi-language support Support Pracess / Run Book
Voice and Text Prompts Compliance and Regulatory

Access control Guidelines MA-X Planning MA-X Setup MA-X Ongoing Support

sizing

Testing
Rollout

+ Secured * Policies and Standards % Define Gustomer MAX objectives > Configure Azure services for MA-X v Provide support for MA-X users
- Upload and Query Documents = Third Party Product + Finalize MA-X users and access » Customize MA-X user interface and (queries, training)
‘R ble Al D tati requirements code ¥ Ongoing maintenance (model refresh,
esponsible ocumentation 4+ Finalize data sources for MA-X. » Extract relevant cleansed data from new users, code changes, fixes)
practices (Azure Open Al) « Relevant Market Insights and domains (ITSM, Product Docs. ) customer data sources ¥ Enhancements — new data sources,
¥ o :  Finalize Azure environment (existing, || » Data training and model deployment knowledge articles, documentation
¢ Content Filtering Innovation additional) (8, || odel testing using Azure Openil ¥ Automation of routine MA-X related
Abuse Monitoring  Finalize Implementation Plan studio tasks
§ » Deploy MA-X customized code
Note: Features and Domains are customized for each engagement based on » Test and Rollout MA-X customer
customer requirements instance

Figure 10. MA-X

Dxc TECHNOLOGY All rights reserved. DXC Confidential Information 10



DXC Technology Managed Applications
G-Cloud 15

Generic Workflow Orchestration Overview

The diagram illustrates the end-to-end workflow orchestration for DXC Application
Management Services, highlighting how customer applications—such as custom apps, shop
floor apps, COTS, and databases—are managed through a series of integrated steps.

The process begins with observability and monitoring, followed by automated ticket creation
and resolution, and culminates in machine-first resolution for incidents and service requests.
The ITSM (IT Service Management) platform acts as the central hub, coordinating service
requests and problem management. Supporting elements include L2/L3 support teams,
vendor integration, reporting, and a Digital Command Center powered by Gen Al accelerators
(MA-X) for advanced triaging and knowledge sharing.

The right side of the diagram shows how orchestration provides visibility and control at multiple
levels: enterprise, business unit, business function, and application, with dashboards for
monitoring and performance management. This visual demonstrates DXC'’s holistic approach
to automation, integration, and intelligent service delivery across the entire application
landscape.

~Ticket Created 3
Ticket Created Machine First
+ Auto Resolution Invoked Resolution

Observabllity

ITSM updated
(Monitoring) ‘ t‘ pOP
o0 g0 '®._o g

‘ Casa

<
%, RS onY
topexes % ORes

« Service Requests
+ Non-monitored Problems

B ne 0
321 157 1641 EECI M 1

; @ ------- Q- F{x«h ) )

% \’ Business Function
: o 720 i o D
c, NDUSTRI ey As: n
Ustomer App\lcﬂ“u Kni ‘ 1
Tr
« Custom Apps Re \
» Shop Floor Apps Up! —
+ COTS S
+ Databases ’.i Application
” |
y ¢ Digital Command Cente
AT
. .;»ghﬁ N
* L2,13 Support Global Support Team
- Upgrades ' £ ‘ P
+ Interface with Vendors

* Reporting

#

Figure 11. DXC Application Management Services Workflow Orchestration - Generic
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6 Service Components

A comprehensive end-to-end service for the maintenance, enhancement, and management
of applications running in hybrid environments, using globally consistent delivery models,
processes, tools, and metrics

Automated Run
Automated application run services for service requests & managing incidents

Accelerated Enhance
Deliver application change, security & patching in an Agile delivery fashion

J%EI Simplify: Reduce Costs @ Automate: Improve Efficiency %@ Optimize: Improve Stability

Automated RUN Services Accelerated ENHANCE Services

Detect to Correct Request to Fulfill Requirements to Deploy Supplementary Services
v Incident Management v Appl. Functional Support ¥ Adaptative Maintenance v Application Rationalization
¥ Problem Management v Self Service / Healing v Perfective Maintenance ¥ DBMS Services
v Application Operations v Access Management ¥ Minor Enhancements v Marketplace Services
v Applied Observability v Regulatory Compliance ¥" Major Enhancements Provisioning
v Machine First Resolution v’ Service Continuity ¥ Intelligent Dashboards ¥ Knowledge Management
¥ Predictive Maintenance v Technical Debt Reduction ¥ Integration Services v' Language & Multimedia Svs

Al / Automation Scalable & Flexible Industrialized Methodology
L7
2 o @ Claro- & S servicenow  (dynatrace
ZURICH Lot - T e— : .
GENERAL DYNAMICS :K CaixaBank LSS SRaNss Y"RA mum\" 7 (e . [ERLLA

Assessment: 1 to 4 weeks Agreement Transition and Transformation: 2 to 12 Weeks Steady State Delivery: 1 to 5 years+

e o ) E'LE
@ & b o3 & | : A
Discover Analyze Propose H Transition Configuration / Set Up Continuous Innovation Service Excellence

Figure 12. Service Components
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7 Service Scope and Engagement Model

DXC Managed Applications provides comprehensive management for both custom and COTS
applications across hybrid environments and industries. The service is modular, scalable, and
can be delivered as standalone or bundled offerings. Engagements typically follow these
phases:

¢ Assessment (1—4 weeks): Discover, analyze, and propose solutions.

e Transition & Transformation (2-12 weeks): Knowledge transfer, configuration, and
setup.

o Steady State Delivery (1-5+ years): Continuous innovation and service excellence.

Key features include 24x7 global support, flexible pricing, and strategic partnerships. The
methodology emphasizes automation, simplification, and optimization to reduce costs,
improve efficiency, and enhance stability.

DXC Assets to Accelerate

Customer Journey
* Custom and COTS Automated  * Detect to Correct
* Enterprise Packages RUN * Request to Fulfil
* Hybrid Environments * Requirements to Deploy
+ Multiple Languages Accelerated  « Supplemental Services
+ Multiple Industries ‘4 ENHANCE + Automation Solution
Engagement SIMplify |, Take out cost
ﬁ « 24 x 7 Global Support
5 « Flexible Pricing Models Automate - ¥ Improve efficiency
L &W*A = = Scalable and Customized
R ﬁ”'; + Strategic Partnerships L ¥ Improve stability
’ Optimize

Typical Engagement Model and Timeline

Assessment: 1 to 4 weeks Agreement  Transition and Transformation: 2 to 12 Weeks Steady State Delivery: 1 to 5 years+
P H H 5o : <
€8y): 0’0 H H 2 i Eed
@ & il & B X @
Discover Analyze Propose H Transition Configuration / Set Up Continuous Innovation Service Excellence

Figure 13. Infographic of Service Goals and Capabilities
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Customer Objectives (Example)

1. Grow online revenue to 50%
Output é
Measures 2. Increase subscriptions by 10%
Input 3. Fulfill 80% of orders in < 6 hrs
P @ 4. Pickup a car by <5 mins
Measures

5. Process refunds within 24 hours

6. Traditional Operational SLAs
Regular 7N . MTTR for Sev 1, 2 < 1 hour
Measures
« Application uptime >98%

Assets and Accelerators

Industrialized Risk Free Application
Methodology Transition Service Automation

& b (@

Discover Analyze Propose B

Game Changers

Managed Applications

-
-

e W
m, S
g

S

Optimization Levers

)
a*a

Sourcing

I?'Q
X3

Transition

a

Lean & Analytics

B

utcomes (Sample)

Significant
Improvement in MTTR

Substantial Incidents
Eliminated

Reduction in Manual
Effort Hours

~ 40% Cost Reduction

10(01) Order Processing Metrics

Booking Time & Pickup
E (Trends, Delays, Impact)

Configuration / Set Up

Assessment: 1 to 4 weeks Transition and Transformation: 2 to 12 Weeks

Steady State Delivery: 1 to 5 years+
A
- @

Continuous Innovation Service Excellence

Figure 14. Customer Transformation Journey
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8 Service Packages & Dev/Ops Workflows

Service Packages

o Basic & Standard: Portfolio-based, focused on operations, with optional SLAs and a
development pool for enhancements.

o Agile: Pod-based, with dedicated product owners, optimized Dev/Ops ratios, and a
focus on rapid feature delivery.

Automated rs Accelerated
RUN “% ENHANCE

Managed Applications:
Service packages r

Investment Apps
(Rapid Change)

Slow Moving Apps
Basic & Standard Package Agile Package
Shared Governance Roles Shared Governance Roles
Program Management + Program Management
f°1 + Architecture A A rq

+ Scrum Management

Portfolio Team accountable for all in-scope Apps Pods Accountable for nominated Apps

Customer Application Owner(s) fq Dedicated Customer Product Owners

1
: Reserved Ops Capacity

i Q 0 0 !

I :

: B N ELAS ! ==========z=ozozTmoTmoTood
: Standard: SLAs, maintenance fo'l fo'l fo'l : Reserved Development Capacity
i Q o 0
! :

Guild specialisations:

I Testing
e toeteteleetos ottt toonteslostostostoeleetostostonlostostostelovlentestestertnlestesterten B Monitoring
Dev Pool of Hours (standard) Il Automation ( ) {
Minor / Major Enhancements $ SRE NN

Figure 15. Service Packages

Dev/Ops Workflows

¢ Combined teams for nominated apps, regular sprints, and incremental automation
e Maintenance and automation backlogs managed collaboratively with the customer

= %A Daily Dev Workflow
R Scrum Sprint

Sprint  Scrum Pod Retrospective

Backlog Master

» Combined Dev/Ops team responsible for
nominated apps

2-4 week Sprint OS‘ Close collaboration with customer
Q product owner

E;/ & ‘ Backlog Refinement
crum o . . a o
Product  prosice | serums Provides testing & de'velopment capability
Owner  gackiog A * Where there are multiple Pods they
ﬁ’ﬁ Sprint @ Potentially shippable collaborate across Scum of Scrums
| Planning product increment
= o Add to High Priority
o Prioritisation sprint © Incident Fixes Ops Workflow
~ . backlen Service Requests q .
Service @ Incidents v ﬂ * Combined Dev/Ops team responsible for
o ]
Desk {v_uié Service Qﬁ ﬁ. Automated & nominated apps
A¢  Requests 502 Manual Fulfilment « High priority operations activities may be
. 3 i i i
=) e fé\é Incremental delivered outside sprint cycle
Backlog I‘O‘I Rz Automation » Automation delivered where possible inside

the sprint cycle on a regular cadence
Pod TOIL evaluation P i 9

Figure 16. Agile package Dev/Ops workflow
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Ops Workflow

g i\ @ Incidents

Service

Desk

000 Ak Service

m?? ﬁ? Requests

End

Users @Malntenance
“ 4 backlog

Dev Workflow
= | Request for sy
r°1 @ change
App
Owners

proceed

— N> |

Automated fulfilment queue

Manual Maintenance & Incident Backlog

AAAC I

Automation Build Backlog

191 AMS Lead reviews against call-off budget

J.

. Repetitive requests

Where no automation
exists work goes to
manual backlog

AMS Lead prioritises
work, priority
incidents go first

are added to
automation build
backlog

| SX XXX XXX
Dev Pool Call-off Budget —
Estimate &

Proposal

Approval to |

Dev Backlog

Figure 17. Basic & Standard Package Dev/Ops workflow

-\~
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9 Service Levels (Metal Tiers)

o Multiple tiers (Bronze, Silver, Gold, Platinum) with defined SLAs for incident response,
resolution, availability, and coverage windows

Select service level metal tier for each application

Service level Definition Lead Bronze Silver Gold Platinum
Incident response Measures responsiveness to No SLAs P1: 2 hrs. P1: 15 mins. P1: 15 mins. P1: 15 mins.
incidents in hours or minutes P2: 2 hrs. P2: 30 mins. P2: 30 mins. P2: 15 mins.
P3: 4 hrs. P3: 2 hrs. P3: 90 mins. P3: 75 mins.
P4: 6 hrs. P4: 4 hrs. P4: 3 hrs. P4: 2 hrs.
Incident resolution Measures resolution of incidents No SLAs P1:8 hrs. P1: 4 hrs. P1: 2 hrs. P1: 2 hrs.
in hours or days P2: 8 hrs. P2: 6 hrs. P2: 4 hrs. P2: 2 hrs.
P3: 16 hrs. P3: 12 hrs. P3: 10 hrs. P3: 8 hrs.
P4: 5 days P4: 18 hrs. P4: 15 hrs. P4:12 hrs.
Availability Percentage of scheduled time an ~ No SLAs 98% 99% 99.8% 99.8%
application is available for use
Coverage window Support coverage time window Best effort 8x5 24x5, 12x5 24xT7 (on-call) 24XT (resources
at desk)

Matching business priorities with service commitments

Figure 18. Service Levels drive our commitments
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10 Transition & Transformation Approach

¢ Knowledge Transfer: Structured methodology with planning, acquisition, shadowing,
and closure phases. Uses tools like CLIENT University, System Operations Manual,
and collaboration portals.

¢ Guiding Principles: Minimize service disruption and risk, collaborative governance,
and rapid transition assessment.

e Tools & Accelerators: Remote knowledge transfer, cultural navigator, transition
visibility portal, and automation tools for efficient onboarding.

12-Week Knowledge Transfer Minimal Impact to Business Governance: 3-in-a-Box
Overall knowledge transfer duration LI Knowledge transfer sessions planned Client, incumbent, and DXC teams P
for all applications ;Q{ for about 2 hours per day per SME and 0@ working together for a smooth transition [+]

'Q,Q,Q will factor critical ongoing activities

nn

]
||:
—

Knowledge Transfer Minimal Knowledge Loss Risk Management Process
Resources from Start

Substantial DXC investment in

Knowledge transfer sessions Throughout the Transition phase and

Beginning at the start of transition ﬁ_’ ;chnur:‘zdn:;;d ::colv:z?egse%ained, &4{ carried forward into delivery i j j
and continuing into defivery l “ Leverage Client University.

2- to 4-Week Face-to-Face Review of Available Tools and Processes
Knowledge Acquisition Documents

Face-to-face knowledge acquisition Pre-read documentation during = transition tools and processes to
sessions with incumbent / Client 000 planning phase for quick transition :?/ be used in the transition

resources wherever possible demand R527)
Transition Transformation
Transition is the process in which DXC assumes operational Transformation is the implementation of defined projects, that
responsibility for CLIENT s “as-is” IT environment lead to improvements in future mode of operations

Figure 19. Transition and Transformation Approach
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11Industry Standards and Partners

Strategy to Portfolio Requirements to Deploy

Detect o Correct Request to Fulfil

THE r]l)fﬂckm‘l'

Provider of SAFe’

SCALED AGILE"

ifdynatrace

servicenow.

sonarqube\\\

Leading
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Forum
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12Benefits of DXC’s service

DXC Managed Applications services deliver significant benefits by simplifying and optimizing
complex application environments through intelligent automation, integrated operations, and
business-aligned service management. Clients experience up to 40% reduction in operational
costs, faster incident resolution, and improved speed to market—enabling reinvestment in
strategic initiatives and innovation. The services enhance operational stability, boost
productivity, and provide seamless user experiences by aligning IT and business priorities,
leveraging global expertise, and deploying advanced Al-driven solutions. Ultimately, DXC
empowers organizations to shift focus from day-to-day operations to driving business growth
and digital transformation.

Table 1.

Benefits of DXC’s service

Business Challenges and Needs ‘ DXC Solutions and Benefits

Complexity & Siloed Operations

Large and complex application

portfolios across hybrid
environments

Multiple  discrete tools and
processes causing operational
silos

Siloed operations lead to

inefficiency and redundancy

Reactive service management and
long resolution times

Solutions

* Deploy intelligent automation and full stack
observability

* Integrate operations across applications and
infrastructure

* Modular, scalable managed services

Benefits

* Up to 40% reduction in operational costs
* Eliminate redundancy and silos

» Faster incident resolution and improved operational
stability

Budget
Pressures

Constraints & Cost

Flat or declining year-over-year
budgets

Economic pressures and
unpredictable market conditions
High cost of managing legacy and
proprietary technologies

Need to fund strategic digital
initiatives

Solutions

* Optimize application maintenance and rationalize
portfolios

* Flexible pricing models and consumption-based
services

» Automation to reduce manual effort and operational
costs

Benefits

+ Committed year-over-year savings (up to 40%)
* Funds freed for strategic initiatives and innovation
* Improved cost predictability and financial control

Demand for Agility & Innovation

Rapid demand to release new
features and services

Need for seamless user
experience across business units

Business KPIs often misaligned
with IT metrics

Pressure to accelerate digital
transformation

Solutions

* Business-aligned service with

outcome-driven metrics

management

» Accelerated release cycles through automation

* Integrated digital command center for real-time
monitoring

Benefits
* Up to 50% faster speed to market

+ Enhanced ability to innovate and adapt

-\~
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Business Challenges and Needs

DXC Solutions and Benefits

Improved business KPIs and user experience

Resource & Skills Constraints

Diversified skills required to
manage complex environments
Limited capacity to meet rapid
demand for change

Mandate for Al/GenAl adoption,
compliance, and security

Need for continuous improvement
and skill augmentation

Solutions

Diversified skills required to manage complex
environments

Limited capacity to meet rapid demand for change

Mandate for Al/GenAl adoption, compliance, and
security

* Need for continuous improvement and skill
augmentation
Benefits

Capacity to meet rapid demand for change

Improved productivity and reduced manual effort

* Access to specialized skills and advanced
automation
SXC TECHNOLOGY i identi i
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13 Case Studies

Service Standardization and Automation

Large Global Insurance Provider

High volume of customer incidents and delays in resolving issue
Inconsistent service delivery across business units

Limited insight into customer experience

Budget constraints for modernization

Standardized services with transparent, flexible pricing

Implemented automation at scale, including RPA bots for business process
automation and health alerts

Delivered automatic detection and resolution of recurring issues/incidents
Automated manual tasks such as health checks, batch job monitoring, and reporting

50% Reduction in Recurring Issues (26,500+ incidents)
~145,000 Manual Hours Saved

Digital Transformation Acceleration

Leading Financial Group in Retail Banking (Spain)

Need to launch new banking products and services quickly
Accelerate digital transformation and boost efficiency

Integrate applications and features from mergers, increasing operational complexity
by 50-70%

Deployed domain and technical SMEs to manage core banking and omnichannel
applications

Optimized operations to handle increased scope while maintaining SLAs and
response times

Leveraged automation, RPA, and lean process improvements

Developed a central dashboard for managing and reporting innovation initiatives

8 Major Bank Integrations Completed
NPS Score of 100 for Four Consecutive Years

Agile and Scalable Services

DXC TECHNOLOGY All rights reserved. DXC Confidential Information 22
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Large Manufacturing Company in EMEA
o Need for agile, scalable, and stable services to meet dynamic business needs
e Support for nine primary application streams and both common/local applications
¢ Requirement to harmonize and improve transparency across business processes
e Managed standards for consolidated data and performance visibility
e Supported harmonization and transparency via end-to-end performance monitoring

e Implemented automation and adopted Agile/DevOps practices to improve time to
market and stability

e Monitored process quality, compliance, and effectiveness

1,475+ Incidents Handled Monthly
Up to 40% More Efficient Than Traditional Solutions

Global Application Management Transformation

American Multinational Consumer Goods Corporation

o Transform to business outcome-oriented application management; integrate multiple
vendors; support critical business processes globally

e Provided 24x7 global support, oriented operations to critical business processes, and
integrated multiple vendors

24% Year-over-Year Reduction in Incident Volumes
>99.9% Critical Business Process Health

Hyper-Automation for Agility

Large Global Insurance Provider

e Support 500+ critical applications in a complex hybrid environment; improve agility
and customer experience; reduce recurring issues

o Delivered digital and hyper-automation solutions, implemented 495+ service
automation use cases

>50% Reduction in Recurring Issues/Tickets
~145,000 Manual Hours Saved

Integrated Global Operations

Leading Bearing Manufacturer (Sweden)

e Full-scale integrated operations across 43 countries and 330 critical applications;
focus on automation and innovation

e Supported 1,475+ incidents monthly, implemented automation and agile practices
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60% of Applications Supported in Agile Way
11,000+ Robot Hours of Automation
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