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Does IT Service Management matter in a very 
successful Company?

ÅWho am I

ÅIKEA background

Å²ƘŀǘΩǎ ǘƘŜ ŜŦŦŜŎǘ ƻŦ ǘƘŜ ŎǊƛǎƛǎ ƻƴ LY9!Κ

ÅIs ITSM important for IKEA?

ÅWhat would you advise?
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Who am I?

ÂPaolo Cinelli (47), born in Rome

Â International IT/IS Management career:

ÂStarted as Systems Analyst at Procter & Gamble: 
assignments in Italy, Europe, Africa, International 
(total 15 years)

ÂUnilever: European IT Service Delivery Director

ÂHeineken: Chief Information Officer

ÂEnjoys challenges / business transformations

http://www.stockwatch.in/files/Procter-Gamble.bmp
http://www.google.com/imgres?imgurl=http://www.admire.be/pages/references/References/UnileverLogo.jpg&imgrefurl=http://www.admire.be/pages/references/references.php&usg=__JW3nKBQ75y6x7YQ0FX9mHfFcGAg=&h=376&w=360&sz=87&hl=en&start=1&sig2=y5yKOSYq0DcKYfbNLD_M2Q&tbnid=_cFnC7ZhozSOnM:&tbnh=122&tbnw=117&prev=/images%3Fq%3DUnilever%2Blogo%26hl%3Den&ei=kuQ_SvjUN8TdsgaUsbGBAQ
http://www.google.com/imgres?imgurl=http://www.bojcoffee.net/images/heineken_logo.gif&imgrefurl=http://www.bojcoffee.net/&usg=__rTIPYWWVIc_bjTSKUJz3002DJKg=&h=200&w=200&sz=26&hl=en&start=11&sig2=slRuZ9f-WqsLatc5mbH27A&tbnid=0ykN729KGdypUM:&tbnh=104&tbnw=104&prev=/images%3Fq%3DHeineken%2Blogo%26hl%3Den&ei=KOU_StHKOJTesgaCxsylBg
http://www.google.com/imgres?imgurl=http://www.atlantagaychamber.net/wsc_content/pics/user_upload/Expo/Logos/Ikea.jpg&imgrefurl=http://www.atlantagaychamber.net/page.php%3Fid%3D228&usg=__ipzGcp2EHI1uV3FqejdOctmdznM=&h=635&w=1393&sz=58&hl=en&start=7&sig2=xIY2pTnQaT1m3t4u9nSf6w&tbnid=u25HT0Yo2DRjPM:&tbnh=68&tbnw=150&prev=/images%3Fq%3Dikea%2Blogo%26hl%3Den&ei=suU_Su7NCcuNsAaUmYiHAQ


FACTS & FIGURES
THE IKEA GROUP 2009

OUR VISION
To create a better 
everyday life for 
the many people.

OUR BUSINESS IDEA
To offer a wide range of well -
designed, functional home 
furnishing products at prices 
so low that as many people 
as possible will be able to 
afford them.



TOWARDS A BETTER EVERYDAY LIFE

ȱ2009 was a good year for the IKEA Group 
despite the world economic downturn. Sales 
rose by 1.4 percent and we opened 15 stores 
in 11 countries. 

We will continue to expand, although at a 
somewhat slower pace, and expect to open 
around 15 new stores in 2010, most of them 
ÉÎ %ÕÒÏÐÅȢȱ

Mikael Ohlsson

IKEA Group President



AROUND THE WORLD

Other key operations

Á31 trading service offices 
in 26 countries

Á28 distribution centers 
and 11 customer 
distribution centers in 17 
countries

Á46 Swedwood production 
units in 10 countries

267 stores in 25 countries



MEETING OUR CUSTOMERS

Á9,500 products on offer  

Á590 million store visits

Á561 million website visits

Á198 million IKEA catalogues in 27 
languages

Á29 million IKEA FAMILY members 
in 21 countries

Á1.03 billion euros IKEA FOOD sales

Á123,000 co-workers

Total sales 21.5 billion euros
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So, the Company is healthy, its future is 
bright, even the crisis cannot stop it, but it 

complains about IT

Long lead times for new projects

Low IT support for the money spent

Several project failures over the years

IT mentioned in internal surveys as 

main factor preventing higher efficiency
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Does business growth guarantee your 
IT is in order?

Å¢ƘŜ ǎƘƻǊǘ ŀƴǎǿŜǊ ƛǎ άƴƻέ

ÅBest energy and investment has gone into frantic 
expansion

ÅOrganisationalstructure in constant scale up mode

Å{ȅǎǘŜƳǎ ŘŜǾŜƭƻǇŜŘ ƛƴ ŜŀǊƭȅ ǘƛƳŜǎ ŎŀƴΩǘ ǎŎŀƭŜ ǳǇ

ÅNo time to set standards and target architectures

ÅNot enough focus to hire adequate competencies

ÅGovernance is seen as bureaucracy

7
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Cost Added value

IT4Business

What direction should we take?
Increase efficiency/quality to earn value for future growth

Â Cut costs of today's IT

Â Drive mindset to efficiency/results 

Â Measure quality, drive improvement

Â Simplify IT landscape

Â Control major risks

Efficiency + operational excellence

Â Ȱ.Å× ×ÁÙÓ ÏÆ ÓÅÌÌÉÎÇȾÂÕÙÉÎÇȱ

Â Sustainable IT architecture for

ï Growth

ï New functionality

ï Integration across processes

Enable business growth
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How is IT4Business Organised?
Steering and 6 workstreams

IT4Business committee

Group Management level: CXOs

Program management
Business leader

Application 
landscape 
What systems will 
we need?

2

Mindset and 
capabilities
What will we 
reward?

4

Sourcing strategy
What do we buy, 
from whom?

5

Organization
and governance
Who decides 
what?

Infrastructure  & 
services
Get the best of 
what we have!

61

Project portfolio 
optimization
What projects add 
most value?

3

In total about  25-30 people, of which half new positions and half reassigned from existing 

roles, for 2-3 years



Will IT Service Management help?

Å¢ƘŜ ǎƘƻǊǘ ŀƴǎǿŜǊ ƛǎ άȅŜǎέ
ÅThe crisis creates room to get basics right
ÅEfficiency and synergies are sought
ÅScale must be leveraged
ÅMomentum for consolidation, outsourcing, offshoring, etc.

ÅService visibilitybecomes very important
ÅResources should be focused on high priority systems
ÅDuplications should be eliminated
ÅHigh cost / low value systems should be replaced

ÅOutsourcing requires proper service management
ÅService management makes easier to establish baselines
ÅMulti-vendors integration
ÅManage & Control not effective without proper Service Management



Where are we with ITSM?

Å¢ƘŜ ǎƘƻǊǘ ŀƴǎǿŜǊ ƛǎ άǿŜΩǊŜ ƭŀǘŜέ όōǳǘ ǿŜΩƭƭ ŎŀǘŎƘ ǳǇύ

Å²ŜΩǊŜ ŘƻŎǳƳŜƴǘƛƴƎ ŀǎ-is and to-be processes

Å²ŜΩǊŜ ŜǎǘŀōƭƛǎƘƛƴƎ ǘƘŜ ōǳǎƛƴŜǎǎ ŎŀǎŜ

ÅLess interruptions (can be costly for a retailer!)

ÅLess manual work on incidents

ÅHigher productivity

ÅBetter assets utilisation

Å²ŜΩǾŜ ǎǘŀǊǘŜŘ ǘƻ ǎŜǘ ǘƘŜ ǇǊƻƧŜŎǘ Ǉƭŀƴ

Å²ŜΩǊŜ ǎŜǘǘƛƴƎ ǇǊƛƻǊƛǘƛŜǎ ƻƴ L¢{a ǇǊƻŎŜǎǎŜǎ


