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Transforming the Zain PMOs: Implementation of cordin8

G2 S I NB NB MBrariniedRafK @hdzarifoimation Officer (CIO) of Zain Group, a $7.5B
telecommunications service provideeadquartered in Bahraiwith more than 70M active customers in 26

African and the Middle Eastern countries. Sitting at his desk in early October 2009, Rafi studied the management
summary report for the 49 projects currently being run by Group IT, the corporate IT function at Zain

The report had been produced througfiee implementation ofa project management methodology solution,
O2NRAYyYy ¢Sy{GSLI t2NIF2f{ A2kt N2ANI Y alyl3SYySyd hFFAOS
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Visibility into strategic IT projects was essential for Rafi to build the corporate technological infrastructure
NBIjdZA NER (2 NBFfATS %l AYyQ& | YOA(GAR2dzA & o BeakmmthtoPA & A 2y
transform MTC, a local operator in Kuwait, into a global player rebranded as Zain.

Through acquisitions, partnerships, and grémhd opportunities, Dr. Saad Al Barrak, CEO of Zain, had
completed the first two stages of the visiomegional ad international expansion by establishing operations
in more than 22 countries by the end of 2008. The next threar stage, global expansion, was intended to
position Zain as one of the top ten telecommunications companies in the world, witmilléh customers, by
2011 [seeExhibit 1for Zain companynilestone$.

To prepare for this final stage of the 3x3x3 strategy, RafidpgpdintedMohammed Sheriin 2008 to establish
Group IT Program Management Office (PMO) [Eelibit2 for the biographies okey players in this case].
Together, Rafi and Sherif had looked for a solution to the complexities introduced by rapid integration of
acquired companies and partneraultiple strategicprojects running in a range of business areas @perating
companieqOpCo} the geographical dispersion of the corporate knowledge base, and the outsourcing of
virtually all Group IT projects to outside vendors.

Managing such complexities requirsthndardizeddata elements and work processes, neither of which was

& dzLJLJ2 NIl SR 0 1@ pladorm yk@that ofl mpostc@dmpanieshe Zain platformwasa cobbledtogether
accumulation of P& Zain employees used word processing and spreadsheet programs tapnednstandard
management reports, which were then stored awariety offile servers as well as distributed and discussed via
scatteredemailtrails.

Rafi and Shertiadagreed that currently well established tools would soijpport the quantum leap ragred in

how they managed knowledgewsbk ¢ L Yy SSR (G2 R2 Y2 NB {vwhich caddraadyidé Y2y
gAUK aAONR&az2¥ld tNRr2SOlunuzé wl¥FA KFER alFAR® aL YySSR |
automated reportingofissBd > NA &ajlaz FyR 20SNIftf adl Gdzadé / 2YYdzy A (
sharing tools were also deemed insufficient.

LyadSIFcIRZ wl¥A YR {KSNAFZ aSINOKAyYy3a F2NJ I LINR2SO0 Y
receivedadoubleddl y Gl 383¢ { KSNAF I GSN)I SELIXIAYSRS 0SSOl dza$s
F2NJ Yyl 3IAyYy3I LINE aHageddcdibEratdephdoimyfor bulding solutidn&ndl one of those

solutions, PPMO, incorporates the TenStep® Project Managtepnocess, which provides templates, forms,

and workflows in line with th@roject Management Body of Knowledge GUiMBOK® Guijlérom the Project
Management Institute (PN®).

Brad Jackson, CEO of cordin8, lauded the project management focus sbéle&afl and Sherif. He described
project management as the universal languagenahagingl y 2 4t SR3IS 62NJ Y al f GAYIF OGSt
knowledge work is a project, and the collection of related projects for which management has responsibility is a
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portf2 f )%melve’fore,creating a structure of Zain projects rolling upgpirtfolios would provide the
methodology and metrics required to drive consistency and transparency across IT Group initiatives.

On that October day on 2009, Rafi looked beyond the rollout of PPMO to other corporate functions, such as
Group HR, and to the Za®pCos

By the end of the year all of the OpCos will be running their own projects as well as updating Group
projects. The net stage beyond that is to use PPMO to manage the entire lifecycle of innovation, from
the spark of an idea to the development and approval of a business model, through implementation. At
that point, we will involve not just people executing projects butach larger audience in the

company everyone from the commercial side to product development. This is the expansion that will
truly change how Zain works.

Achieving this ambitious goal would require Rafi and his team to overcome many challenges. Fde gxamwp
would they bring in partners to work in cordin8, with specific access such as filling in schedules or issue logs?
How would they refine the process of gathering user requirements, as PPMO was implemented in new
departments? And how would they uski$ technological solution to drive the collaboration and innovation that
GSNBE 1Se FIr0Sia 2F (GKS O2YLIyeQa aidN)riS3ek

PPMO Selection and Phased Implementation
¢tKS GR2dzofS | RGFy{lI3S¢ 2F az2Fis6NB I yR |PDRE@Othel o4 &
factors were the simplicity and ease of use, as Sherif explained:
Many of the other project management products are complex and require a long learning curve. In
contrast, with PPMO, everyone knows how to get to the web. The software is nismun dAll the
templates are there you just have to fill them in. We could have built our own, but that would have
taken months of effort. Teaching people how to use PPMO takeswalto three days, and 30 people
can be trained at a time. The human resceiinvestment, in other words, is small, while the project

managers immediately start enjoying the benefits of the project management processebeiBtep
templates, instructions, and workflow make the PMI theory practical and easy to implement.

Sherifdescribed how, in a single thresay handson workshop session, the Zain team created portfolios and
virtual PMOs running live strategic projects for eight operating countries. The staff, trained in cordin8 and
project management concepts during this wdikg, have continued to manage these projects and to effectively
report on their status.

IYLX SYSyidl GA2y O2ada 6SNB f263 & { KSNAtfouryiaai SR a2 S
centert and everyone has access. We signed two license agreementfgrahe cordin8 software and one for

GKS ¢Sy{GSL) YSikK2R2t23&dé . SOIFdAS O2NRAYyQa LI NIySN
global partners offer the solution (cordin8, TenStep content built into cordin8, and project management

tray Ay3o (2 Odzad2YSNB® ! & { KSNAT S Bvidild BastTemSkp RahiadzNJ NB f |
local presence in Bahrain through Chris Bradanaging Directofor TenStep Middle Ea®té

Bragg and Jackson proposed-phase approach to implementincording:

9 Alignt Gather requirements to configure and customize cordin8 TenStep methodolodg support
%LAYyQa 2NHIFIYATFGA2Y YR LINRBOS&aasSaod
9 Customize Create custom forms, workflows, and reports based on requirements from the Align phase.

L NFYR WFO1a2ys OhNRAYyu wSfSIF&S HY ¢KS hNEIFYATFGAZYIFE hL

© 2009 cordin8 technologies, lic. All Rights Reserved. 2



Transforming the Zain PMOs: Implementation of cordin8

1 Pilott Test asubset of real projects to verify customizations and configurations before the Launch
phase.
1 Launch Undertake production system and training.

¢tKSe KSfR [y 'fA3IYy 62Nl akKz2LI Ay al@& wnny AY Ydzl A
20KSN) DNRdzLJ L¢ dzaSNE NXBIjdzSaidi SR aYAy2NEMaQaasuiy A 1 |
mid-June 2008 during the second pha$be cutomizations included adaptations in the TenStep methodology
needed to support Zain processes as well as the work required to embed these changes in the cordin8 platform.
Then, cordin8 and all the customizations were installed on the Zain server in Amsterdam.

The pilot, kicked off with a workshop in June 2009, ran from-Jnige 2008 through September 2009. Bragg and
Jackson conducted pilot review conference calls and nedpo to email questions as part of the pilot support
process. The Launch phase for Grougdd projects began in October 2009.

e exN

cordin8 Architecture at Zain

The cordin8 installation on the Amsterdam server was designed to support a phased implementation of
functionality. Beyond the Group IT pilot, Rafi envisioned a comprehensive rollout to the OpCos. Each OpCo
required its own portfolio portal to provide visibility into its projects, which were a mixture of internally run and
vendorrun efforts.

Finally, tke cordin8 architecture installed in Amsterdam needed to support the gradual maturation of processes
F3a20AF0SR gA0GK %FAyQa (1y26ftSR3IS 62N] > AyOfdzZRAYy3a (K
documentation and tracking aftrategic objectiveand initiatives and the associaté@y performance indicators

(KPls), and the development of a shared repository of best practices. Over time, Rafi planned to introduce these
processes to the Zain corporate Groups as well as to the OpCos.

This illustratbn showsa simplified view of th@ortfolio¢projectarchitecture forthe enterprise deployment of
the cordin8 TenStep solution at Zain:

“Ideas” Zain Middle Zain Africa Group IT Group
Portal East Region Region Portfolio Strategy
ACE KPI
KPI1 Portal IT Portfolio
I |dea Management
\ Il Region/ OpCo Portals
- Il Group T & OpCo IT Portfolios

I Program & Project Notebooks

Il KPI Portals
=> Program/Project metrics to KPI Portal
=»Project data to another Program/Portfolio

- mm ==

Salient features of the architecture inclutlee portfolio portal design specialized portalgnd the features of

the program/project notebooks! & S N&E Q S ymy dubdingsighichfsia custamized portal for each user

that provides filtered views of information from program/project notebooks and portf@iosé  a SR 2y ( KS
privilegesMy cordin8s provides singlof A 01 F 00S&aa G2 Ffft 2F | LISNER2YQa
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Portfolioportals

Portfolio portak areused, first and foremost, torack active programs/projectsnd tomanage subportfoliosf
programs organized within the portfoliseeExhibit 3for anexample ofa portfolio portalas well as portfolio
level reportg. Bragg provide@nin-depth explanation of the organizing principle for portfolios and programs:

Portfolios do not need to be counttyased or functiorbased. Someountries may have more than one
portfolio while others will have a single one. Portfolios are a way of grouping projects that are under
common management and that use a common pool of resources. Programs have specific objectives; and
under a specific pragm will be all of the projects required to achieve the objective. A program can span
multiple departments with different projects in each department.

Y%l Ay Qa A YA Aihctudegfuridtitin-Ba¥es yeiiy .. Grdug |y, Finance) regional (e.g., Zagapfind
country-based (e.g.Nigeria) portfoliosProjects can be linked across portfoliésr examplethrough cording,
Group IT has visibility into the Op@&velprojectsthat make up Group IT programdut these projects are run
by the OpCos and alsppear in the OpCo portfoliomdeed, customized portfolios can be built for any Zain
executive todisplay the exact set of projects into which that executive negsigility.

Portfolios can also be used moanage the idea/business case workfltmaccesthe idea/project archiveThis
capability will grow in importance &ain begins to manage the lifecycle of innovation, from the spark of an idea
to the development and approval of a business modetoss the organization.

Program/project notebooks

Theprogram/project notebooks reflect the dayp-day work of a project and provide colooded snapshots of
project health.SeeExhibit 4for sample views of:

1 Program notebookswhichare used byrogrammanagers to organize and track prograeiated
information and to run reatime reports of all projects that comprise the program.

1 Project notebookswhich contain oline forms and workflows, as defined by the TenStep project
management process, such apraject charter,issuedog, scopechangetemplate, riskregister,
communicationplan, andproject status report. These notebooks can be used to capture and reuse
knowledge while also maintaining standards.

Specializegortals

Specialized portald dzLJLJ2 NI %F Ay Q& & G NI (S 3 &er df gifferdzitidion &k @iorgraote2 3 & |
O2ft 62N GA2Yy | Y2y3 GKS DNRdAzZJIE hLY 28X YR O2NLER2NI (S
NEFfAT I GA2Y Thegeporblgiftdet Sy OS o¢
1 Community portals whichare wsed to share information amorayset of practitioners, such as project
management professionals.
1 Project knowledge basewhichis usedo store project artifacts, lesms learned, and project risks from
projects as a resource for new projects and an audit tf8&eExhibit 5for a vew of a project
knowledge base cordin8 page.
1 Resource management portalvhichis used to manage the resource request and allocation process for
projects.
1 Strategy and key performance indicators (KPI) portalghichwill eventually beused to document
Zay/ Gthategic objectives and initiatives and the associated measure® lsrBoth target and actual
valueswill be captured and used in reportingzor measures that involvarategicprogramsor initiatives
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(e.g., progam health, milestone statgsthe portalswill beintegrated with the progranor project
notebooks to harvest data automatically.

Business benefits used to justify a program or progkeingthe Business Case stage can be stated in
terms of KPIs used to measure strategic initiativestaed monitored in terms of real changes to
business KPIs after completion. This design links the harvesting functionality of the portfolio
management process to the monitoring and tracking of strategic outcomes on the KPI portal.

9 Ideas portalthe initiative that Rafi equated with transforming how Zain employees worked, will be used
to capture ideas from all parts of the company. Worthy ideas will then be developed into busasess
and implementation of those ideas will be tracked like any other pro[8eteExhibit 6for a highlevel
example of the collaborative decision making made possible by the cordin8 platform.]

Using cordin8 to Support the Group IT Portfolio

With most Group IT projects, the vendor develops and updates the schedule and manages the resources. The
program and project managers then receive the Microsoft Project schedules, which they upload into cordin8.

One of the key customizations completed dgrithe second phase of cordin8 implementation supported the

ability to synchronize with MS Project. Therefore, for Group It projects, cordin8 now compares the updated
schedule to the current one stored in the system during synchronization and then ceeegpsrt highlighting
thechanges Y RY AY LI NOGAOdzZ I NE Fye OKFy3aSa GKIFG FNB dadza
The Zain program/project manager can then review these changes with the vendor.

A second key customization requested bynZar Group IT projects was a calculated health/% complete
indicator. Cordin8 supports the identification of milestones and deliverables as well as the association of
deliverables with weighted milestones. In this way, the system can first calculate %eteingsed on

completion of deliverables linked to the weighted milestones and then assign green, yellow, or red health
indicators to projects, based on a comparison of the actual % complete to plan and the baseline % complete.
Here is an example from th@roup IT portfolio of this second customization:

Brad's cordinds = Group IT Programs & Projects

“ Group IT Programs & Projects

Overview

Group IT Reports o Summary of Projects & Programs
Brief Overview
Congalidated Program Schedule
Portfolio Status Repart
Prograrm Cverview
Burmmary Status Report

Health (calculated)

Gresm 3 33%
Wellow: 3 33%
Red: 3 33%

At the time of this case study, the Group IT portfolio included 5 individual projects and 4 programs. The four
programs included 40 projects; therefore, the total number of projects in the portfolio @gwith the 4
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programs themselves managed as projects). Some of these initiatives were started before the cordin8
implementation, with start dates ranging from November 2007 through May 2008.

Thefour Group IT programs included:

1 Data Warehouse/Businesstelligence (Bl) Program Covered 5 projects.

1 Omnix NAM$ Covered 18 projects, of which 7 are complete, 10 are in progress, and 1 has not started.
Budget constraints are delaying some of these projects.

9 Zain Group IT Operational ProgramCovered 10 projectof which 2 were complete, 4 were in
progress, and 4 had not started.

1 ERP Program Zain NIECovered 3 projects.

During the pilot, Zain program and project managers did report issues, such as: lackgdeghconnectivity
to the Amsterdam serveinability to upload MS Project schedules in a timely manner; and inability to replicate
changes in one project to another. These issues were addressed during the pilot phase of the project.

Change Management and Process Adoption
Rafi and Sherif used a both-up adoption strategy for cordin8. As Rafi explained:

Group IT has a biannual meeting. Back in 2008, we presented this solution, explaining that it was coming.
We followed that by nhominating people to be trained. When we saw that program and projectgess

were not really using the system, as they had promised to do, Sherif promoted the solution again,
ensuring that people were aware of its launch, knew how to use it, and could identify the benefits. Sherif
used regional management meetings to reinfotbe directive to use the system.

The simplicity of the system, combined with the réale automated reporting and rising adoption in the

hLyY 2a3 gta Ffaz2 NIXYAaAy3d AyaSNBaid oA GEKPVghd the IKDiréctot & { K
thSNBE 61 & GSNEB NBt dzOGl yi G2 OKIFIy3aSod Wdzad NBOSyidtesr K
@2dz gAfftAy3a (2 OKIy3dS y26KQ |I'S &FAR KS gtyadSR (2 ¢
Bragg provided more detail regarding the bottamp effart to build momentum behind the tool:

Zain has a weak matrix structucennecting Group functions at the enterprise level to operating units

headed by commercial managers in the various OpCos. Prior to the cordin8 implementation project,

program managemer2 T FA OS54 6t ahaov SEA&AGSR Ay 2daAad | ¥Sg 27
had multiple PMOs serving such functions as Engineering, IT, and Marketing. To a large extent, these

PMOs operated independently of each otheiith each OpCalsohaving a great deal of autonomy

relative to the enterprise functions

The principle of better strategic management has been agreed to, but the exact implementation of that
principle has not been mandated from the corporate office. In addition, there is sigmifvariation in
project management maturity across countries and across functional Groups.

{ KSNATQa | LILINRPFOK Aa G2 3ISO a2YSUKAy3 Ay LI} OS ¥
talk about the other benefits of cordin8. Hewantsthe/Opa (2 &l é&sx Ww2S NBO23yAl S
YIEYylF3aSYSyld 2FFAOS FyR LINRB2SOUG YIFylF3asSySyiao 2SS A
L SFaSaoQ

By September 2009, with the production system launch of the Group IT projects and the continued rfollout o

cordin8 to the OpCos, Zain had defined close to 500 cordin8 users, representing 15 ZainAyiityle instance
of cordin8 supported both Group IT and the OpCasdesign that contributed significantly to the
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standardization of project managemeptocesses, the efficient collection of consistent data, and improved
project governance throughout Zain.

G¢KS ydzYoSNJ 2F dzaSNB 6Aff R2dzotS (G2 mnnnZé wlk¥A SEL
FRRSR { KSNATI a2y a8, 159080 emplayseOmll beltheSisers.RABybne Wi Wants to post

an idea will be able to do so. Those ideas that make business sense will be turned into business cases and then,
F2N) GKS | LIINR PSR o0dzaiySaasSa OlFaSas Ayidz2 LINRP2SOGa®dé

Benefits Achieved Througthe cordin8 Implementation

During the first three phases of cordin8 implementation, Zain identified a range of benefits, including improved
consistent, reatime reporting; customizable data rollups; standardization of project management processes;
definition of consistent core functionality and areas of customization; knowledge base and collaborative
problem solving; andapid on-boarding of new team members from other Zain organizations.

Consistent, Redlime Statufkeporting

For strategic and planning moses, Zain Group executives require consistent management summary reports

with comparable data. cordin8 with TenStep automates the production of reports, thereby saving time for the
program/project managers but also enforcing a consistency of reportiagis critical for Zain to successfully

O2YLX SGS GKS FAyLlFt &idl 3 SExbE3for édmples-ohshinjar@epolisE o Eo  JA & A

Prior to the cordin8 implementation, information about individual projects was extracted from email reports
andfile attachments sent by project managers, with no consistency even within an OpCo in terms of content
codesand performance metrics. A great deal of time was spent consolidating data that was frequently
untimely. As Sherif explained:

| was overseeing 20 to 25 Group IT projects. From a PMO perspective, | was responsible for a monthly
project status report to Mohammed Rafi. When | joined, reporting was a mess. | had to chase all 20 to 25
project managers, looking for their status reporthey would send me unformatted reports, which | then
had to manually consolidate and format. This effort usually required 10 to 15 days a month to complete.
And | needed to produce a status repesterymonth.

In spite of the effort expendedZain managment had no reliable view of the portfolio of projects within Group
ITt or inanyenterpriselevel group, for that matterBecause of the inconsistency in the data elements, the data
could not be rolled up, viewed as a whole, mined for trends, or levertmddve process improvementés a
result, holding suppliers to agreagon schedules and comparing performance across countries and programs
was difficult, if not impossible.

Thesingle instance of cordin8 (Amsterdam seribgt supports multiple Zain operating units enables far more
effective project and program governanddéow, Rafi or Sherif can run a cordin8 report that rolls up the latest
schedule, risk analysis, issue report, and commentary in reat tiswen for largecomplex programs involving

multiple OpCo locations (e.g., Nigeria, Kenya, Tanzalgagoon as the data is entered at the project level, it is
available at the PMO or executive level. Because these reports are online, insteatiarf kticrosoft

PowerPoii 1 LINBaSydldAz2yas {KSNAT IyR wkFA OFlYy RNAff R2;¢

The consistency, compkness, and reliability of the da@low: Ay Yl yI 3SYSy G G2 aat A0S
needed to compare different aspects of pemihance across regions, OpCos, and initiatives:
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building in cordin8 is easy. | assigned one of my resources to receive training in the desighn® reports.

Now that person can produce any ad hoc reports that we need. The process is simple. We ensure that the new
report design complies with the requirements of the software. Then we build the report, put it on the test server
foraqualitychet > FyR (GKSYy Y2@S Al Ayd2 LINRPRdzOGAZ2Yy ®¢

This ability toenforce consistency in data elemengggregatehose data elements, andin enterpriselevel
reportsreflectsa new role for IT withicorporationsd L ¢ Kl & f2y3 06SSy dzaSR G2 I dzi
tray a1 OGA2Y &aARS 2 @xplainsbo dxq RS Barms  WH G D avyf-andkd diShH S NXy IF 20N
Now IT has the capability of being even more transformative and impactful for organizations like Zain, as they

look for ways to morph data intkhowledge shared across often geographically dispersed partners and
2NBIFYATFGA2Yy Lt SYyGAGASEodé

Customizable Reporting Rollups to Portfolio Level

Zain controls the definition of portfolios, one benefit of which is flexible reporting. For example, projects or
programs can be included in multiple portfolios for reporting purposes. Therefore, when Group IT sets up a
program that involves projects managed by the OpCos, these projects can be included in the Group IT portfolio,
thereby allowing Group IT managersview status of the complete program in real time. At the same time,
because the projects are included in the OpCo portfolios, the projects can be managed at the local level

Standardization of Project Management Processes

O2NRAYyYy Qa A YL} Eppdeesies \iak degigned¥o starSsimfalsid to reveal complexity as

2NBIFYyATFGA2yE Y208 (GKNRdAAK f S@St a 2 PMBUOK® GahEREG 8SIE Ldf ¢l Sy
NI 333 a6 KAOK O p@dddahad 4 subprocegshl inlibhBi® @ gages. Our goal was

consistent business processes that reliably produced good projeetstey shows how to simply and practically

implement the PMBOWractice standard$o getprojectmanagementp and running quickly at a starting level

andthen provides& I 1 dzNJ A2y LI GK F2NJ I RRAy3 tS@Sta 2F O2YLX ¢

G! FASNI FEEZ¢ . NIY3I3 O2yiGAYydzZSRE GUOKS YIFI22NA(deé 2F DNRd
the schedule, not the budget. Thiest priorities were to get reliable metrics and to determine whether the
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project was on schedule. Group IT needed a simple, practical, consistent solution that could scale and support
A2LIKAAGAOIGARZY 6KSY w%AYy 6l a NBIRe ®¢

cordin8 made it easier for progm or project managers to focus on these best practices by handling the
GR2y1Se 62N] ¢ [aa20AF0SR gA0GK | dzi2YFGAO y2G0AFAOFGAZ2
frAadad a¢KSaS GKAy3Ia G 1S GA Y BamdnthisaréaiNow iNjodadsignar | y R C
task, the system will chase the resource, not you. And you can log on anytime, anywhere, to see whether that
LISNE2Y KIF&a O2YLX SGSR GKS FaaAaAdaySR dFaleé

al yI 3SYSyineqQigibilityJto projects was a strong imteve for project managers to learn and follow

the robust workflows identified by TenStep. As Sherif explained:

When managers know that there are more senior managers looking into their programs and project, they
become more pragmatic and proactive. Thalge more precautions to be sure that their projects are
running smoothly and that issues are reported on time. They work hard to keep their health indicators
green as opposed to yellow or red.

In fact, visibility into projects helps ensure that we arespkaking the same project management

language in the PMO. There was one meeting on the ERP Program when the program manager said the

LINEPANF Y gl & ANBSYyd L 2LISYSR GKS LINBINIY LERNIFE

oFasSR 2y YoIISIGY &> OBNABE dza &l Oldzk £ 22 O2YLIX SGSdég ¢ KI

ALJ Ny} SR I RA&OdzAa&aA2yYy lFo2dzi 6KFG &> O2YLIX SGiSé¢ YSI
Coaching and mentoring at a distance are also supported, as project and program managers strive to reach the
level of competeny defined as the Zain goal. Because the project management processes are structured within
GKS LINRPAINIY YR LINRB2SOG y20S802214a% tah SELISNI& 2N S
provide feedback to help these managers improve their skills.

Defining Consistent Core Functionality and Areas of Difference

G¢KS 1SezX¢é &aFAR . NI}3I3IZ aAa G2 RSTAYS 6KIGQa O2NB
/| 2yaraisSyoe Ay NBLERNIAYy3I Aa (§KS T Heudiop codsisténcydn pjEE® Y
YFEYyEFE3ISYSyd +Fa + odaAiySaa LINROSEa FyYyR Fa | OFLIOGAEA
A0SSNAY3I O2YYAUGSS YSS{G NB3IdA I N¥Te& G2 RAaOdzaa (KS w%l
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Areas that can change may besedto:

9 Differences in project size or the maturity of the PMO©J enStep, said Bragg, provides a rich set of
GSYLX I GS&a YR LINPOSRdIz2NS&X NBLINBASYGSR o0é fAyla F
I LILINR LINR | G S=¢ SELX | A ynthikre PMOs. F& Emalfipfoedts obphoject maN&@sS O ( &
just starting out, this would be too complex. Therefore, we uncheck some of these links so they do not
appear on the screen. And we can do this on a pregetJNE 2 SOG o0l aA a dQ

 Different requirements & . QIS GKS hLY 2a NHzy LINB2SOla ¢AGK Ay
GiKSe ySSR (2 221 G LINIa 2F (KS YSiKz2R2ft23e&
ways of doing things that are different from other countries. As we roll ouio8rinto the OpCos, we
gAft 221 G OKFry3aSa 2N FRRAGAZ2YE GKI G FNBE ySSRE

Areas of difference may also become areas of commonality. For example, customizations requested by one
country may provide solutions that other OpCos decide to implame

9FasS 2F OdzaG2YAT I GA2Yy 61 &35 AYRSSRX 2yS ONARGSNA2Yy T2
want a solution that required intense coding. We needed a solution that was easily customizable, often by
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configuration changes. We expectedhave many requirements, for Group IT, the functions, and the OpCos,
YR S RAR y264 ¢lyd (2 aLISYyR Kdz3S Yz2ySe FyR GAYS Od

KnowledgeBase Document Repositorgnd CollaborativeProblem Solving

Risk and issue logs, which include the capability of attaching files and creating threaded replies, allow
program/project team members to stay abreast of key project challenges and to collaborate on solutions. Here
is an example of an issues list:

Brad's cordinBs = Group IT Programs & Projects = Zain Group and OpCo Website Project = Issues

’! Zain Group and OpCo Website Project Edit !

Issues

|ow! [Edit Datarw: ) =] view [T M | | =R

WWeb2SMS Function Ghada Homad 1-High Complete 16 Aug 2009

Erench Training Ghada Homad 1-Higth In Progress 16 &ug 2009
Zain Migerizs Ghads Homad, DPS and Macim 2-Medium In Progress

R

Protal Conterts Maged Shoukti and DPS 1 -High In Progress 12 Aug 2009

G . Suselall data is stored in a structured environment (e.g., the risk or issue log), team members know where
to find information and can refer back to that information. In addition, they can learn from past projects
because they all have a consistentstru@ur YR O2 y i SEG>Z¢é¢ alF AR . NI} 33T

t NEINI Ya Oly Itfta2 06S &aSaG dzZlJ 2 F2a0GSNJ O2YYdzyAOlI GA2Y
al AR { KS ERPPEgrantZainNJiEe &i8ed poject managers from the OpCasd from the corporate
DNRdzL) Fdzy QGiA2yad {2 y2¢ ¢S KIFIOS DNRdzZLJ Iw @g2NJAy3a GA
G!' YR O2ftl 02N A2y 6Aff SELIYR SELRYSYyiGAlLffte& 6KSYy &6
will be coming on board. We can fol the process from one end to the other, monitoring milestones, looking

G GKS NBadzZ 6a ¢S I OKAS@PSS yR (GKSy GdzyAy3I o6SGGSNI ¥
Risk and issue logs also contribute to the knowledge base to which each cordin8 proje@laetifsexplained:

This is one of the great successes of this solution. If there is an issue in an OpCo, and another OpCo faces
that issue, the program managers can share solutions. | can also do historical comparisons that are
valuable. And if we are gairing a new OpCo, | have all the schedules, risks, and issues from the projects
associated with the acquisition of the last OpCo.

wlk¥A FAINBSRY aGLYF3IAYS 2yS hLY 2 ¢K2 FR2LIJia O2NRAYy |
Now another Op@ sets up a project to install that same technology. The second OpCo can use cordin8 to gain

F 00Saa (2 GKS 204KSNJ hLY 2Q& LINR2SOi® ¢KS aSO2yR hLYy 2
implementation and can even pick up the same milgs®a ' yR a1 St S22y aidNUzOGdzZNBE 2
Having a centralized location for program/project information and documents is critical when team members

f SI@S %l Ayd a. ST2NBZ¢ adl@da {KSNATFI aGLIS2LI S a2dzZ R aC
documentation. Now anyone, from other team members to management, can simply look in the project
y20S0221 ®¢

OnBoarding of New Team Members

Cordin8 can help with new team members as well as those who transition off teams. As Zain grows, Zain
employeesare becoming more mobile, moving from organization to organization, or from a local function to a
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Group function. With the core consistency across Zain, in the form of familiar structured information and
reliable processes, these transitions are far smeotthan they have been in the past.

Looking Forward

Sitting at his desk that afternoon in October 2009, Mohammed Rafi thought about the next steps and the
challenges associated with his efforts to champion innovation through technology throughout Zain.

Giving strategic partners access to cordin8 was one of the next steps he envisioned to increase the visibility of
cordin8 and to further reinforce consistent processes. What preparatory work, from change management to
software customizations, wouldbene8dR (12 Fff2¢ (KSaS LI NIYySNE (2 &L} dz

Further, he knew that he and Sherif would need to continue to work with local end users in OpCos to sign off on
requirements, prototypes, and final user acceptance tests. He explained:

People are hesitant. Achieving signoff is sometimes like squeezing blood from a stone. We need to
reassure them that they are not signing away all rights to change when they sign off. This is an iterative
process. Functionality that is not fully incorpordteow will come later. Workarounds are possible. The
key is to move forward.

Rafi was pleased with the benefits he could already recognize from the implementation of the Ideas portal as an
enterprisewide collection and management process. The end relalknew, would be the sharing of ideas

across Zain and the selection of viable ideas via a formal and transparent process. The maturing of this process
would build the foundation for more advanced project portfolio management across the Zain Group.tlaraddi
PPMO services were maturing, and the KPI portals were nearly ready for deployment. Indeed, he mused, the
groundwork was complete for creating a vital link between investment in projects, business benefits resulting
from those projects, and measuremieaf progress against 3x3x3 objectives.

Looking forward, Rafi pinpointed a number of key milestones for the future. He recognized the adoption of a
project management culture within a wider group of Zain staff (project teams and stakeholders) as an
intermediate step. In addition, there was work to be done to complete the implementation of the project
portfolio management processes and the integration of PPMO with the strategic performance management
processes.

With these milestones met, he woutllen be ale to focus on attaining maturity levels within these core
processes, allowing them to be certified as best practice relative to OPM3 and other recognized stakaddrds.

he would have reached his goal of changing how people work across Zain. He woulidin@ge by harnessing
technology to drive the standardization and maturation of processes and simultaneously to fan the often elusive
flame of innovation and creativity.
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Exhibit 1. Key Zain Milestones

1983:Mobile Telecommunications ComparyTQ established as the first mobile teleconunicationscompany
in the region

May 2005:Acquisition of 85% of Celtel sharfor US$2.84 billion completed.

December 2006MTC Group of companies fykkar consolidated revenuesachKD 1.21 billion (USD 4.167
billion) for the12 months endedecember 31, 2006, an increase of 109% over the same period in 2005 and
consolidated net income of KD 305.3.06 million (USD 1bdkdn), an increase of 65% compared to the same
period last year.

January2007:MTC launcheACEan implementation strategy to realize the target of the 3x3x3 vision. ACE
seeks to extract superior value from existing assets through three main thagselerating growth in Africa;
consolidating existing assets; aggpanding into adjacent marke Throughimplementation of the ACE

A0NI 0S38x ac¢/ Qa ySg¢g hfdinfaS$® Billich EEBTR&cBdd RJ millimmveustomedsS (i 2
andbecomeone of the top ten leading telecom companies in the world by market capitalization.

September2007:MTC Group's mastdarand and four operations in Kuwait, Jordan, Bahrain and Sudan rebrand
to Zain.

November 2007Zain subsidiary Celtel Internagio- £ | Yy 2 dzy O S & OheNetwSEEIISS aA 2NTE RFa
first borderless mobile network in Africip an additional six countrigsBurkina Faso, Chad, Malawi, Niger,

Nigerig and Sudan. These countries join the Republic of Congo, the Democratic Republic of Congo, Gabon,
Kenya, Tanzania and Uganda in the netwatkich was initially launched in Septembe0Bandwasexpanded

due to increased demand. The ext@msof this technological bre#through offeredthe possibility for nearly half

2F ' FNAOIF Q& LRLIzZ FGA2y (2 YI1S OFrftfta G t20Ff NXGSa

January 2008Zain annoucesthat, in the fiscal year 20Q7t recorded the highestver net profits in the history

of Kuwait's private sector history. Zain recorded consolidated revenues of USD 5.91 billlo6{RDBillion) for

2007, an increase of 32% compared to 2006. Timsalidated EBITDA increased by 25% comparéieto

previousyear and reached USD 2.56 billion (KD 725.34 million). Zain also announced a mitestaulidated

net income of USM.130 billion (K[320.45 million) an increase of 11% ove006. Activecustomers grew

impressively and reached 42.4 million (inclusive of 3 million Iragna customers, acquired on December 31, 2007),
an increase of 57%ver 2006.

August 2008Zain announcea rebranding ofts entire Africaroperations from Celtel to Zaithe move
coincidedg A K GKS tAYy1AYy3d 2F (KS 4 oneNKRWbEacids b dontinehtbidd S NI S 3
inclusive of 15 countries covering a population of over 450 million.

March 2009:Zain announces its consolidated financial results for the gading December 32008 with

consolidated revenues of F.44 billion, an increase of 2686erH NN T ® ¢ KS O2YLI yeQa 02y
increased by 15% for the same perioglacingU3 2.78 billion. Consolidated net profits reached.IS2

billion, anincrease of 6%\wer2007. The earnings per sharmere U 0.33 and shareholdefequity was up 36%

to U 8.69 billion. Yeabn-year customer growth across the two continents in which Zain operates was 50%

with the Zain Group serving 63.54 million mandgetive customeras of31 December, 2008.
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Exhibit 2:

Key Players

Zain

Dr. Saad Al Barral
CEO

Saad Al Barrak joined Mobile Telecommunications Company (M
in 2000. Prior to that appointment, he was the Managing Director,
International Turnkey Systems (ITS), where he drove growth fror
USD 5 million in 1985 to more than USD 100 million in 2000.

In 2003, Barrak received theBtisinessman qf the Year @wargl for
the Middle Eastandyi wnnps GKS aARRfS 9
award in Information Commmication Technology.

Dr. Barrak holds a PhD in Information Systems & Technology
Management (Universitgf London) as well as an MSc in Systems
Engineering (Ohio University) and a BSc in Electrical Engineerin
(Ohio University).

Mohammed Rafi,
Clo

Joining Zain at the end of 2005, Mohammed RaGihief Information
Officer (CIO) of Zain Group. Rafi has over 26 years of experiencs
the IT industry, including over 15 years in designing and
implementing fixed, mobile, and Internet customer care and billin
systems. He also has andepth knowledgeof the architectural
design, implementation, and integration of financial payment
systems with the banking and telecom sectors.

Prior to joining Zain, Rafi was the Assistant General Manager for
Business Solutions, the largest business unit with Internatio

¢dzNy1Se {daidisSvya 6L¢{Od t NR2NJ
included the design of a debit card administration system for the
largest bank in the Middle East (National Commercial Bank, Sau
Arabia) and the management of Internet, GSM, and laedlin

customer care and billing systems for the Kuwait Ministry of

Communications, Kuwait Mobile Telecommunications Company,
General Telecommunications Organisat8ultanate of Oman, ang
Libancell in Lebanon.

A British citizen of Pakistan heritage, iReflds a H.N.D. in Compute
Studies.

Mohammed
Sherif, Director,
Group IT PMO

Joining Zain in February 2008, Mohammed Sherif is the Director
the Group IT PMO. Prior to that, he filled several roles at
International Turnkey Systems, including managenuéthe Telco
Development PMO. During his tenure with ITS, Sherif helped dri
the development of a projedbased culture and a unique project
management methodology for ITS internal use.

Sherif holds a B.S. from Calicut University (Kerala, India), an MA|
English (Calicut University), a Diploma in Management (Indira Gl
National Open University, New Delhi, India), and a Project
Management Professional (PMP) certification from the Rioje
Management Institute.
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cordin8

BradJackson

Brad Jackson is the ¢ounder and CEO of cordinBacksoras been
working at the intersection of technology, organization, and procg
for over twenty years. cordin8 is based upon research and practi
the use of technology to facilitate the teabrased organization,
especially in the Web 2.0 era, and is the result of collaborative
efforts between cordin8 technologies, llc and its partners and
customers.

Brad focuses on relationships with partners teate solutions that

leverage cordin8's collaborative business platform as well as the
successful implementation of cordin8 solutions with customers. H
holds aB.S. from the University of Arkansas and an M.S. from the
University of Houstorboth in computer science.

TenStep

ChrisBragg

Chris has spent more than 25 years working in project managem
automation, businessontinuity, strategic performance

management, and process improvement for major corporations,
including Saudktlectricity Company, Zamil Steel, ALEC (construct
Bahrain Government CIO, BP, De Beers, Anglo American, Old M
Norwich Union, and Computer Associates.

He is Managing Director and-tounder of TenStep Middle East, th
regional office of TenStemc.

Before specializing in project and strategic performance
management (balanced scorecard) field, Chris spend more than
years in IT, where he worked in nearly every aspect of the field a
became a specialist in the strategic use of IT, data managgeme
enterprise systems management, and performance managemen

Chrisholds a BSc in Zoology from the University of Cape Tamh,
Operations Research and Computer Science qualifications throu
the University of South Africa. He is a member of the Project
Management Institute, serves as a volunteer for the Bahrain Bral
of the PMIAGC Chapter, and is a certified Project Management
Professional (PMP).
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Exhibit 3. Zain Group IT Programs and Projects Portal

This exhibitllustrates the design of the Group. Here is the list of active programs and projects in the portfolio.

Directory | Ouick Links | My Account | Logout | Help | Admin

1y~
i
o

Welcome, Brad Jackson
Tuesday, October 13, 2009

enter text to search

ZaiN

Group IT Programs & Projects Edit

Brad's cordings = Group IT Programs & Projects

Overview

Group IT Reports Summary of Projects & Programs
Brief Overview o
Consolidated Program Schedule Health {calculated)

Faortfolio Status Report
Prograrm Overview
Summary Status Report

m

Gresn: 3 33%
ellow: 3 33%
Red: 3 33%

This exhibit also provides examples of reports that can be run from the portfolio. This report summarizes the
status of each active project into a opage overview

Zain Group ERP Implementation Summary Status Report - 24 Jun 200
Objective

Project Objective in Project Charter has no information.

Major Milestones Baseline Finish Actual Finish Forcast Finish Status

Praject Initiation & Planning 18 Jan 2009 18 Jan 2009 18 lan 2009 Camplete
Accounts Payable 7 Feb 2003 7 Feb 2003 7 Feh 2009 Complete
CRP 1 Mar 2009 5 Mar 2009 5 Mar 2009 Camplete
Master Data 15 Apr 2008 In Progress
Conduct User Acceptance Testing - Procurement 27 Apr 2009 27 Apr 2009 Complete
Praoject Sign off 7 May 2009 16 Jun 2009 Mot Started
Data Callection for UAT 11 Mar 2009
Review and Sign-off on Process Documents

User Availahility for Key User Training and UAT

Addition of Mew Ledger at |ast stages causing delays in completing the setups
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Here, the PM@an view the overall status of active programs/projects:

Health [calculated)

Green:3 33%
Yellow:3 33%
Red:3 33%

Program Overview
Group IT Programs & Projects

Interconnect
. Billing Phase 1

Project-BL

| »

14 Oct 2009

[ Plan [ Actua |

sComplete

—_

Today

Here is a section of the same report showing a summary of a project (milestones, issues, risks):

Status
“,
v
v
v
v
v
v
v
v
v
v

v
®

Printer Replacement Civerview
Kewin Co

—— ganit time-line

Seabus. + Complete & ot ftacted @ In Fragress

Mileitioees

Create Project Plan

Build producticn papercut serner

Diraft Communication Flan

Identify prirders to be migrated

Gather printer data to establish quewes on prod server
Extablich queses, rules, policies, privileges on server
Migrate prinkers from np to pout

Test printers for proper operation

Migrate librany printers

Certify and sigroff an printers

Dt lop student info release(s)

Dewtlop datn requirersgnts to mive dats Brbtwten Papercut and

Test Billimg sfer seftwars

Issues

1 Layoffs reduce resources to programming effons

Haalth - .m

m Linked Tasks

mediurm Not Stamed 5 Jum 2009 PID 12345 Task 10 100
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Exhibit 4. Program and Project Notebooks

This exhibit provides representative screenshots from program and project notebooks. This first exanspheeisad a
02

program notebook¥ 2 NJ 9 wt
Projects portfolio).

t N2E3INI YP®l Ay

03488 9EKAOAG o

OrS o

KA a

1 Program Overview chart (left) The chart lists all the projects in the program. A user can drill down to any project
notebook by clickig the name of the project.
1 Navigator (right)t The navigator displays project manageméotls used to manage the overall program,
including the program charter, schedulists of issues and riskand so forth.

Program: ERP Program_Zain ME

Welcome, Brad Jackson
Tuesday, October 13, 2009

Overall Program Health D

ERP Proj

roup ERF Implementation

Elapsed Time
Baseline % Complete
Plan % Cormplete
Actual % Complete

Elapsed Time
Baseline % Complete
Plan % Cormplete
Actual % Complete

Elapsed Time
Baseline % Complete
Plan % Cormplete
Actual % Complete

Elapsed Time
Baseline % Complete
Plan % Cormplete
Actual % Complete

I 157 %
| 12%
I 100%
L fiB%

I 140%
I 100%
I 100%
I G5 %

I 57
| 56%
I 100%
I 03%

I 142%
|| 17%
I 100%
I 100%

Program Open Risks, Issues, Scope Changes Overall Program Completion

Risks
Program

Issues

Changes

ERF Fraject_sain
EIGET

ew%

=~ "

enter text to search

,

e
sear

Program Management

Program Definition
Roles, Program Charter, Program Dependencies,
Projects, Budget

Schedule
outling, Milestones

Plans
Schedule Managemert Plan, Communication Plan

Tracking Logs

ssues, Risks, Assumptions, Scope Changs

Meetings & Action ltems
Meetings, Action tems

Reporting

Program Status Report, Cost Tracking, Cther Reports
Misc

Supplier-Related Files, Zain Project Knowledge Base

Directory | Ouick Links | My Account | Logout | Help | Admin

m

TenStepPB Tutorial

The second example is the cover of a project notebblkice:

1 Colorcoded project summary on the leftwith highlevel schedule milestones.

1 Project discussion forum.

1 As with the program notebook, theavigatoron the right side provides access to management tools includes
roles, project charter, budget, schedule, plans, tracking logs (issues, risks, scope change), meeting log and action
items, and the project status report. Several of these items are illustriatehis exhibitAn optional section,
Project Lifecycle, provides access to requirements, designs, and test cases.
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Here is theproject notebook cover

Directory | Ouick Links | My Account | Logout | Help | Admin

o

o "
enter test to search

Y

Welcome, Brad Jackson
Tuesday, October 13, 2009

Zain GP Interconnect Billing Phase 1 Project-BL Edit

| O Unread messages: Click here ‘ Deliverables (Workflow) | Calendar | Contacts | Permissions

Brad's cordin8s = Group IT Programs & Projects = Zain GP Interconnect Billing Phase 1 Project-BL

Project Summa JEd I

| i Project Management

Project Status: In Progress  Project Heallh(CaI]:. Project Definition
Click on phase for help Elapsed Time I oo Roles, Project Charter, Budnet
Initiating Planning  Executing /Controlling  Closing | Weighted Plan Complete [N 1009 Schedule

(8] %) - Q weighted Actual Compiete NN :o. Outline, Gartt, In Progress (By Assigned Ta), Miestones, | =
Project Manager: Kashif Jamil;Irfan Parkar Deliverables Status
Plan Start: 1 Mar 2008 Plan Finish: 12 Oct 2003
Act Start: 1 Mar 2009 Act Finish: Plans

Communicstion Management Plan, Schedule Mansgemert
Plan, Communication Plan

Bl Tracking Logs

Discussion Edit X
Izsues, Risks, Assumptions, Scope Change

Hew Mark Read Meetings & Action ltems

Mo [tems to showr. Mestings, Action tems

Tag Cloud Reporting
Author Cloud Project Status Report, Cost Tracking

Archive Misc
Project Documentation, Zain Project Knowledoe Base

TenStepPB Tutorial

After the project manager completes tipeoject charter or missior(see below), s/he can use theovkflow routing feature
to send it for review and approval.

Zain Group Optimal Data Center Edit

Brad's cordin8s = Group IT Programs & Projects = Zain Group Cptimal Data Center = Project Charter

| Project Charter 2Rl - Ciscussion (0)

| | Save| EdCancel |
[

-

= In Scope:
[Stie] - [Fon] - Sl | B | o e | & ® 0O

B 7 U 8 |=

Project Mission / 3 main objectives -

1. Optimal Data Center Guiding Principles and Standards

mn

m

Diata Center Physical Hosting Erviranment Layer
Data Center Architecture and Infrastructure Layer
Data Center People, Processes and Managerial Guidance Layer

. Agzessment of Amsterdam data centre against Guiding Principles and Standards

7 Final rannrt nrenaratinn nresentatinn and arcentanca

= Out of Scope:
[Style] - [Fort] v Geel v [ B v oo | & M|
B 7 U0 5| | — A > | e

(=9
|Business Irmpact Analysis for applications will not be conducted during this project; we will assume current service levels for A -

-
==

4 m +
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The followingwo examples show how a project sponsor can approve items, such as a project charter, directly via email.
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