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FannieMae

What We Do

Loans Segments Securities
* Single-Family
e Multi-Family
e Capital Markets
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FannieMae

Program Overview

Functional Reporting

Executive

Technology

Mortgage Operations
Capital Markets Operations

v

MBI
180 [euonoun

Business Process

= Lender Management
» Loan Information Exchange
= Aggregate/ Warehouse Loans
= Credit Price & Guaranty
= Loss Mitigation
= Securitization

Service
Costing Tool

mai Ajjigede)

O&T Metrics.

Performance / SLA
Metrics

Invoice

Applications
Workplace Services...
Operations Services ..
Enterprise Services

MBI\ Ssauisng
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What we’ve done

Q4 - 2012 Q1-2013 Q2 -2013 Q3 -2013 Q4 - 2013 Q1 -2014 Q2-2014 Q3-2014
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Proof-of-
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Data
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Design

Release 1.0
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Implementation
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Streamlined cost model
based on lessons learned
and began building datamart
for metrics and datafeed

Partnered with Service
Owners to define and cost
160 services and sub-
services

Tool agnostic prototype for
RFP requirements, then
partnered with business for
in-tool proof-of-concept

After soft launch in early
January, leveraged
feedback to adjust data
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Where we are going

Q4 - 2014 Q1-2015 Q2 - 2015 Q3 - 2015 Q4 - 2015 Q1-2016 Q2-2016 Q3-2016

Maintenance, Continuous Improvement, User Training

Implementation of Unit
Cost / Unit Pricing

Demand Planning

Metrics Data Engine
Data Expansion and Report Automation

Data Load Automation [

Inclusion of Investment to
provide true TCO of
applications to drive

decision-making.

Partnering with Enterprise
Architecture to generate
the mappings needed to

cost by capability

Automate data load
mappings for MDE and
Apptio to allow for rapid

expansion
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FannieMae

Key Accountabilities

m Core Accountability

Service Owners * Promote and market service
» Set and maintain SLAs
» Explain and optimize cost for their service
» Set options and price

Business Relationship  + Explain and promote business-facing services to business stakeholders (customers)
Managers Understand key drivers of cost and advise business on choices
» Uncover business demand and communicate to service owners

Data Owners (per data
source matrix)

Data quality and integrity of source data

Application Owners Understand the cost of their applications and leverage to drive investment decisions

» Ensure CMDB and other data sources are up-to-date

Service and » Maintain service listing (currently SharePoint)
Performance » Ensure methodologies, taxonomies, and metrics are consistent with industry standards and
Management Team best practices

» Create and maintain the model in Apptio (cost and performance metrics)
* Assist with explanations and ad-hoc analysis

» Create and run alternate scenarios as requested (what-if analysis)

* Benchmark services against industry standard

Finance * Ensure model conforms to financial standards (overall approval of final model and
subsequent changes)
» Ensure financials reconcile for business segment allocations (BSA) reporting
* Reporting requirements
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PR FannieMae Service and Performance Management

Functional Organizational Chart

Apptio Cost Model Service Design and Reporting and
4 Governance Analysis
“@ (4) (4)

Cost Model Design

Configuration Service Design Executive Reporting

Report Development Release and project Report development
(Apptio) planning (Apptio and MDE)

Future State : Ad-hoc analysis and
Capabilities EenemEdg special projects

Key Skills

+ “Excel Jockey” * Project Management * Business Savvy

* Puzzle solver * Detail Oriented * Financial Acumen
« Communication / teaching  Analytic / Excel
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Metrics Management

Office
(4)

Metrics Governance
(Metrics catalog and
definitions)

Metrics Data Engine
(automation)

Report Development

(MDE)

* Requirements
gathering
» Stakeholder mgmt



FannieMae

Cost Transparency Monthly Operational Process

All changes are planned, evaluated, and executed by the Service Costing team

Minor releases are treated as an

operational change under a modified

SDLC framework. Major releases go
\\ through a full SDLC process.

Release

Two Types of UAT Testing:

e Endto End Costing /
Requirements Testing

UAT Config

e Report Testing

Testing changes

Configuration and reporting

changes may be proactive or
reactionary (based on changes

in the data after upload)

TBMAs are responsible for Unit Report
completing object-to-object Testing changes
Unit testing during

development using pre-

determined scripts based on \ Data /

requirements

Upload

About 2/3 of the 50 data sources are
uploaded monthly.
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Service Governance Steering Committee

Purpose

Decisions and
Responsibilities

Define O&T service strategy and delivery program. Manage the service portfolio lifecycle and support Service Integration
with their interactions with the business lines. Support O&T in it’s evolution to a service based organization.

Service Strategy

e Evaluate investment requests for existing or new services

e Evaluate service portfolio and approve / manage change or
addition of services

e Track and measure service performance and cost
effectiveness against SLA’s

e Act as the highest point of escalation for major risks and
issues related to service and delivery

e Initiate continuous improvement initiatives in services

Relationship Management

e Manage and develop the relationship with counterparts in
the Service Integration organization

e Communicate the shared service offerings to counterparts in
the Service Integration organization

Monthly

Director, PMBO

Voting:

e SVP,CTB

e SVP, CTB Tech

e SVP, RTB

e SVP, RTB Tech

e SVP, ESS

e ClO

Standing members

e Director, ESS Technical Services

e Director, ESS Embedded Service Management
e Director, PMBO Service and Performance Management
e Director, FP&A

e Business Representatives
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Metrics Catalog

SharePoint > Ops and Tech > Strategic Solutions & Delivery > O&T Metrics

g‘ FannicMac

How to Contribute?

Content Review Process

“Rules of the Road" / Guidelines

metrics by click|
tab allows for a
down and reveal

Any Questions?]

METRICS WIKTIONARY

O&T Metrics [N

Metrics
Actions ~

Metric Name

Welcome to the O&T Metrics
'Wiktionary'!

The Metrics 'Wiktionary' serves as
a comprehensive catalog of various metrics

bﬁ :
R FannicMac

P used throughout the PMBO. The goal is to

Welcome Chartol, Suzanne S < | My Site | My Links = | Site Owners ®@

| This Site: OT Metrics

=

Risk

Risk

Security
Containment
Time (Hrs

6/30/2014 1:35PM

Open Audit 6/30/2014 1:32PM
Issues

Recognized

as MSis (%)

Open
Management
Self
Identified

6/30/2014 1:27 PM

METRICS WIKTIONARY

a

» Purpose: to ensure
metric standardization
of both data source and
calculation

I

This List: Metrics | ]

View: Operations - Product... ¥

Severity 182
OT Operational i =

Production
Scorecard; QBR  ncients
OT Operational Production
Scorecard; QBR Incidents

Avg Resolution
Time for Production
Incidents

OT Operational
Scorecard; QBR

Represents the number of production inddents
for spedific period of time. These incidents are
based on Severity 1and 2. This number is
seasonal and may increase based on the
number of implementations or releases into the
environment.

Represents the number of production incidents
for spedific period of time. These incidents are
based on Severity 1, 2 and 3. This number is
seasonal and may increase based on the
number of implementations or releases into the
environment.

Trend of average resolution time of incident
tickets. These are based on Severity 1, 2and

The number of critical systems incidents is reflective
of rigor and controls in the production environment.
Fewer critical systems incidents indicate that
controls are being utiized and working effectively.

The number of production incidents is reflective of
rigor and controls in the production environment.
Fewer production incidents indicate that controls
are being utilized and working effectively.

Increased gap between actual resolution time and
resolution time objectives for critical services
indicates lack of organizational capability to resolve
incidents as needed by the business; warrants
increased investment in capabilities and process

- plSiougt fo moro ~ Csolution time REQUEST’ NOWON o~ T aa miieee

Sum of Severity 1 + Severity 2 incidents in the production environment

Filters from Ops Portal:

Excludes Cancelled tickets

Indudes status Assigned;Closed;In Progress;Pending;Resolved

Exdudes Service Type equal to 'User Service Request’

Exdudes tickets where Operational Categorization Tier 2 equal to 'SUPPORT
REQUEST’

Exdudes tickets where Assigned Group equal to 'CIC

Indudes only Impact (Severity) equal to 1,2 or 3

Indudes only Production environment tickets

Date ranges are based on ‘Submit Date”

Remedy / Ops
Portal

Sum of Severity 1+ Severity 2 + Severity 3incidents in the production environment

Filters from Ops Portal:

Exdudes Cancelled tickets

Indudes status Assigned;Closed; In Progress;Pending;Resolved

Exdudes Service Type equal to 'User Service Request’ Remedy / Ops
Exdudes tickets where Operational Categorization Tier 2 equal to 'SUPPORT Portal
REQUEST'

Exdudes tickets where Assigned Group equal to 'CIC"

Includes only Impact (Severity) equal to 1,2 or 3

Indudes only Production environment tickets

Date ranges are based on ‘Submit Date’

(System submit time + system resolve time of all tickets in each category) divded by
number of tickets in each category

Filters from Ops Portal:

Exdudes Cancelled tickets

Indludes only status Closed

Exdudes Service Type equal to 'User Service Request

Exdudes tickets where Operational Categorization Tier 2 equal to 'SUPPORT

Remedy / Ops
Portal

10
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Key Deliverables

Deliverable Audience Frequency Review Type

Business Reporting Business SVPs and Monthly In person, Business

Package their delegates Relationship
Managers

Quarterly Business Management Quarterly In person by Head of

Review Committee Division

O&T Scorecard O&T Executive Monthly In person at

Management Leadership Meeting,

distributed to the
entire division via
Newsletter

Application Application Portfolio ~ As needed, updated  Pull via Apptio; feed

Dashboard Owners monthly data to quarterly
Portfolio Health
Checks

Service Owner Service Owners As needed, updated  Pull via Apptio

Dashboard

monthly

October 2014 | © 2014 Fannie Mae
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Business Reporting Packages

* Purpose: to ensure business and technology alignment
* How are we doing

* What decisions can you make
 Future Enhancements:
» Business Capabilities / process cost =
* Unit cost
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O&T Scorecard

« Purpose: to ensure that O&T is meeting it's goals
» Four Pillars: Agility, Cost, Stability, Risk
» Future Enhancements: Continue to evolve metrics

Y . / Run Report For: |August 2014 -I
g annieMae

O&T Scorecard for 08/01/2014

Metric Name Target Status Trend Current Month Last Month Deilta Mol Current Month Current Month Last Year ~ Delta YoY a|

Agility
External Hiring (%) a
Projects Using SOLC 4.0 (%) ]
Top Talent Attrition - Annualized (%)
Total Attrition - Annualized (%)
Vindows 8 Desktop Deployment (%)
Customer Satisfaction (2)

Cost
Current FY Base Forecast vs Budget Target (S
Unit Cost (3)
Current FY Base Forecast vs Budget Target (%) |
Fixed Cost of Total Cost (%)
Forecast Accuracy (%)
MSP Outcome Based Release (%)

Stability
Mean Time to Restore Service (Sev 18 2) (Mrs)
Backed OutFailed Implementation (%)

Event Free Days (Sev 18 2) (%)

Average Number of Releases Per VWeek (¥)
Impact of Outages (8)

Production Incidents (Sev 1,28 3) ()
Severity 1 & 2 Production Incidents (£)
Technology Mandates Completion (£)
Total Technologies Supported (2)

Risk
Security Containment Time (Hrs)
Open Audit Issues Recognized as MSIs (%)
Open Internal Controls Review ICR Issues (2)
Open Management Self identified (M$1) Issue...
PQO Concurrent Projects (Releases) (2)

Pillar v MetricName v + v
om om
€3 e E

i e e 2 i

EOER: EEN

" EOm

> € > e
|
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Application Dashboard

Application Cost Snapshot
ASSETID & SOFTWAREASSETNAME  ASSETTYPE  ASSETSTATUS BHS BUSINESS OWNER TECHNOLOGYOWNER | ok Access Data
CLASSIFICATION LEVEL =
Appiication | Deployed Hold to Shrink | Jeremish O'Brien Sharon J DeBerry 1 Access Dtz Avaizble
¥ Application Consumers ¥ Supporting Services
ITRT Service Name Cost ~

—

\

BB Crecit W Customer Engagement [ Capital Markets
(Other)

Finance [ Enterprise. Management

[ Non Ops [ Operations

Total:

w Total Cost of Application by Consumer Type

w Total Cost of Application

Governance &
Support Cost

Direct Application Technical

Application User T, Costv
pplication User Type o Cost Application Cost

. Subtotal

Note: Operations consumption of applications are sllocsted to the operational service the user supports.

w Total Application Cost Trend

|»

Advisory Servic
CTB £«
SSD Consutting

Development (RTE;

e and Business

RTB Executive and Business Operations
Testing (£S5)
Asset Governance

tion

Development (ESS)
Incident Problem, Change (ITSM

Ops Portal

55)
Qualty Guidance

Total veb

DAminia & Inwiar

[ 4 rage [Ptz » DI

= — — — —— — ————— -
<% ol & > A o € R L DA ol =
® & > e P P > > Fel & »
& & & 3 3 < & ¢ & < ) &

Purpose: to understand cost of
running the application to help with
investment, retirement decisions

Future enhancements:
Risk rating

« Complexity rating

Investment spend

 Application suites

¥ Hosting Cost Trend

2 & & S o 4
Bn 0% &8n o P & °n>n<\n\°n\°n>n
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+ Hosting Cost by Server Type ¥ Hosting Cost by Server

]_ \\b %

BB =hysical @ virtual M cost
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QUESTIONS?
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