Simplification@NSN als Startpunkt flr eine erfolgrei che
Transformation

6. POM-Dialog: Simplify Your Processes, FH Kufstein
15.11.2013, Marion Hintzen, NSN GS Operations MoO and Change Management
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NSN - Global company with a rich heritage

Telecoms We acquired
experience Motorola’s wireless
in years network
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Ranking, macro Employees
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NSN Simplification Office in 2010
Our Mandate

« Speed and simplicity are critical success factors for NSN, as they will have an
iImmediate impact on our efforts of Driving for Grow th.

« The Simplification Office was established to concentrate on NSN-wide actions
that translate into better customer satisfaction an d growth, by removing
unnecessary processes and steps to make it easier for those managing customer
relationships.

 The Simplification Office was part of the CFO organ ization directly reporting to

the CFO Head - -
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Simplification Office manages Simplification@NSN age
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Several initiatives started to overcome complexity issues in various areas

Scope and focus of NSN Simplification Office in 201 0O

Simplification
Initiatives
Address selected short-term

complexity reduction topics
Subject identified and approved by the
Executive Board for further detailing

Simplification Office developing
solutions & implementation plans
Simplification Office takes over initial
project lead during implementation
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Fundamental
Initiatives

Address issues requiring
fundamental, mid/long-term
changes

 Simplification Office drives initiatives
and solution creation together with
business owners based on Executive
Board decision
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Simplicity@NSN

Drive simplification of the way
of working at NSN

» Create transparency on unit
simplification initiatives

 Drive with HR and Marketing &
Comms a NSN simplicity culture

Simplicity@nsn

SN



General approach in the NSN Simplification office

Diagnose & prioritize Analyze root causes Develop solutions Implement & roll out
Where do we need to What do we need to How do we change to How do we make this
simplify? change to simplify? simplify? change happen?
. D|ggnose complexity pain « Define actions via driver _,6, e Manage S|mpI|f'|cat|on
points e Interviews with key actors trees © change cascading
— Interviews, analyses, . y — N o through leadership (align
SUrvevs (internal and external) e Avoid "incrementalism line mgmt.)
ys, ¢ More detailed analysis e Clear accountabilities § _mgmt. .
benchmarking . . L : « Define implementation
L e Smart interpretation of e Incentivize leadership, n . oo
» Prioritize focus areas . . 1) milestones, timelines and
. internal and external engagement & cooperation N,
— Measurability, . (D) responsibilities
o benchmarks e Restructure functions n
Addressability, : ) ° Track success & enforce
e Align # of layers and SoC
Relevance < consequences

NSN Scorecard
* Regular monitoring of development of the

relevant KPI's in the NSN Scorecard
e Simplification
e Speed
e Empowerment
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Six Simplification projects assigned by the Executi ve Board in 2010
Simplify for customers and employees to support the NSN transformation

Reduce Simplify
number of planning
approval process
levels to 3 or

less

Reduce Reduce
number of number of
Product dotted lines
Items = matrix

organization
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08/12/2010, 7:18 AMUTC

“Let’'s Simplify” Kicks-Off in Singapore

by Lim SuYen

Simplification approach supported as mindset change
"Let's Simplify" Innovation Week in Singapore

Categories: Culture, Global, Asia Pacific, NSN

Singapore launched its Innovation Week, themed Let's
Simplify, from 2 to 6 August. Activities including Think Tank
Sessions, Information Sharing and a Book Fair/Exchange
were orga.ﬂized to encourage idea generation and employee
participation. Innovation is indispensable to NSN, and driving
simplicity inte our daily and wark lives is imperative to NSN's
turnaround.

Ricky Corker, head of APAC, and Andrew Low, head of
simplification office, kicked off the event by outlining the need
for simplifying the organization, with an eye on improving
customer delight. Following that, both Ricky and Andrew
signed on a frame made up of individually signed jigsaw
puzzle pieces, supporting Singapore’'s commitment to
innovate and simplify.

“Putting simplification to work is about making your work, as
well as that of others, easier and quicker to complete. We
need to work as an organization to simplify our work
environment. Ultimately this leads to more time to focus on
what's most important - our customers,” said Ricky Corker.

Lending his support to the campaign, Rajeev Suri, CEO,
shared his thoughts on simplification at an informal session
to Singapore employees on 5 August. During his address,
he explained that commitment to simplification stems from
the top and ideas are fed from bottom up. Invalvement from
everyone in the organization is vital to make simplification
work.

Rajeev and the EB are committed to make simplification
happen, and they are and will continue to walk the talk.
Employees are encouraged to think out of the box, to simplify
their daily work and lives. Rajeev shared several examples of
how he has personally simplified his work, one of which was
that he has either stopped or dramatically reduced the use of
slides during town halls and presentations. Instead, he

Rajeev signing on the “Let's
Simplify” jigzaw

Ricky and Andrew
addressing Singapore-
pased employees atthe
faunch

Added Andrew, “MNSMN wide and unit specificinitiatives have
peen introduced to simplify the way we work in NSN. These
include reducing CT reporting to free up CT time by 30% and
reducing most HR approvals to 3 levels. Without the support
from the top and ideas from the ground, these changes
would not have been possible. We need your involvement
and ideas to make simplification work in MSMN. Keep your
ideas coming.”

Some early ideas generated from the Singapore Innovation
Weekinclude:

+ Sending short and concise emails
+ Centralizing our customer database

+Making available 2-pin plugs in all Singapore meeting
rooms

How to submit your own ideas? Click the |dea Box

The Singapore Innovation team:
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Simplified operation with Operations Support System S Simplification
embedded jn the

Ensuring mobile broadband quality NSN offeri
ing
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Extract from Interview with a Customer Team head

Simplification is in the ,DNA“ of people in the meantime .
. Simp!ification visible
In the interng| Mmindset

How have you organized your core team ?

“I have organized my team taking the following guidelines:

* We need to support closely the ongoing projects, being recognized as the world class Services
partner.

* We need to retain competitiveness in the Services arena, controlling our cost baseline and
bringing new initiatives to reduce costs and maximize revenues.

* We need to simplify the way we work and focus on th e most important issues _ (Business
Agenda).”

.j n
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Simplification a key driver for our customer case h andling process
SW Maintenance and Emergency Service Delivery

Simph’fication visible in

Objective

« Streamline the case-handling
services with the renewed NSN
organization

o Simplify the current setup

« Manage cost in order to ensure
continuous cost optimization end-to-
end

* Improve in defined focus areas to
simplify and increase efficiency

Simplify the service delivery

©2013 Nokia Solutions and Networks. All rights reserved.

process improvements
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