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Scope of This Webinar

m Scope of This Webinar
m Whatis out of scope - OT vs. IT

m Present a generic Operating Model to discuss the impact of
artificial intelligence (Al)

m Discuss how Agentic Al, Generative Al, and Al Agents will
impact each element of the IT Op Model

m Discuss potential Next Steps
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OT 1s Out of Scope for Today's Discussion

What are the key differences between OT and IT?

IT is the technology backbone of any organisation. It's necessary for
monitoring, managing, and securing core functions such as email, finance,
human resources (HR), and other applications in the data centre and cloud.

OT is for connecting, monitoring, managing, and securing an organisation's
industrial operations. Businesses engaged in activities such as manufacturing,
mining, oil and gas, utilities, and transportation, among many others, rely
heavily on OT. Robots, industrial control systems (ICS), Supervisory control
and data acquisition (SCADA) systems, programmable logic controllers (PLCs),
and computer numerical control (CNC) are examples of OT.

‘How Is OT Different From IT? OT vs. IT’, CISCO, 2026.
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https://www.cisco.com/site/us/en/learn/topics/industrial-iot/what-is-ot-vs-it.html

What’s the Difference Between
Agentic Al and Traditional AI?

Agentic Al Desired Outcomes

m Operates autonomously, makes decisions,
pursues goals, and asks for human guidance
when needed

m  Analyses situations and finds the best path for
moving forward

m Designs, executes, and optimises workflows to
achieve specific objectives

m Adapts to changes and continuously
self-improves

‘What is agentic Al? A complete guide’, Pega, 2026.

Traditional Al
m Provides valuable insights based on data

m s akeyingredient in more sophistic Agentic Al
systems

m Automates or assists with specific, simple
tasks

m Often requires manual retraining to adapt to
changes in its environment
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https://www.pega.com/agentic-ai?utm_source=bing&utm_medium=cpc&utm_campaign=B_AU_NonBrand_AgenticAI_CE_Exact_(CPN-111067)_EN&utm_term=agentic%20ai&gloc=121805&utm_content=pcrid%7C%7Cpkw%7Ckwd-81913970404140:loc-9%7Cpmt%7Ce%7Cpdv%7Cc%7C&gclid=520d4d327ad81ad1ffaa2496ba4f1a02&gclsrc=3p.ds&msclkid=520d4d327ad81ad1ffaa2496ba4f1a02

What are AI Agents?

Al agents are advanced, autonomous, or
semi-autonomous software systems that analyse,
plan, and execute tasks independently. When used
with proper governance, they leverage artificial

intelligence to process information, make decisions,

and perform actions while adhering to established
business rules. As part of the broader evolution
toward ggentic Al, these agents are designed to act
with intent, and assist in pursuing goals. These
intelligent agents can optimise operations through
continuous learning and adaptation, improving
efficiency and quality of output over time.

‘What is agentic Al? A complete guide’, Pega, 2026.
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https://www.pega.com/products/platform/ai-decisioning
https://www.pega.com/agentic-ai
https://www.pega.com/agentic-ai?utm_source=bing&utm_medium=cpc&utm_campaign=B_AU_NonBrand_AgenticAI_CE_Exact_(CPN-111067)_EN&utm_term=agentic%20ai&gloc=121805&utm_content=pcrid%7C%7Cpkw%7Ckwd-81913970404140:loc-9%7Cpmt%7Ce%7Cpdv%7Cc%7C&gclid=520d4d327ad81ad1ffaa2496ba4f1a02&gclsrc=3p.ds&msclkid=520d4d327ad81ad1ffaa2496ba4f1a02

Poll 1: How would you describe your organisations
use of Al, does your organisation:

Results
(O Not use Al at all. 0%
(O Limited use of Al (for example, assisting skills in 50%
project management, software development, or
development of documents).
(O Planning to expand the use of Al. 50%
(O Uses Al extensively. 0%
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What are the Components of an IT Operating Model?

i

Organisational

Effective practices and processes
delivering predictable results using
skilled people with the right tools

The right capabilities organised
to be responsive and responsible
to deliver business outcomes

/2
o\o

Practices and

Processes Responsibility
O,
Structures that shape outcomes, @ Clearly defined controls that
providing guidance, tolerance, /A allow alignment with business
adjudication, and transparency @ C e objectives and well-defined key
in execution of decisions Governance Measurement performance indicators

=

Service
Portfolio

Aligned and segmented product
and service offerings that meet
and shape business demand

Suppliers understand their value Q%Tr?r?
proposition, we develop the right @

relationships, and execute flawlessly Sourcing
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,

providing guidance, tolerance, adjudication, and transparency

in execution of decisions

IT Steering Committee

Commercial and Vendor
Expenditure Review Board Coordination Board

Architecture Change
Review Board Review Board
Data and Information IT Project
Management Board Delivery Board(s)
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,

providing guidance, tolerance, adjudication, and transparency

in execution of decisions

IT Steering Committee

Vendor
Coordination Board

Commercial and
Expenditure Review Board

Architecture
Review Board

Change
Review Board

Data and Information
Management Board

IT Project
Delivery Board(s)

r

Impact of Al

m Generative Al will allow for
better reporting and
transparency of issues

m Agentic Al and Agents will
allow for faster decision cycle
using data driven decision
making
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,

providing guidance, tolerance, adjudication, and transparency

in execution of decisions

IT Steering Committee

Commercial and
Expenditure Review Board

Vendor
Coordination Board

Architecture
Review Board

Data and Information
Management Board

Change
Review Board

IT Project
Delivery Board(s)

r

Impact of Al

m Machine learning (ML) and Al
will allow for better reporting
and transparency of budget
issues

m Agentic Al and Agents will
allow for better management
of procurements
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,
providing guidance, tolerance, adjudication, and transparency
in execution of decisions

IT Steering Committee

Commercial and Vendor
Expenditure Review Board Coordination Board

Architecture Change
Review Board Review Board
Data and Information IT Project

Management Board Delivery Board(s)

AN

Impact of Al

m Generative Al promises to
improvements in architectural
decisions and maintenance of
patterns

m Generative Al can be used to
challenge existing architecture
design and help identify gaps

m Agentic Al and Agents will
allow for faster decision cycle
using data driven decision
making
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,

providing guidance, tolerance, adjudication, and transparency

in execution of decisions

IT Steering Committee

Commercial and

Expenditure Review Board

Architecture
Review Board

Vendor

Coordination Board

Change
Review Board

Data and Information
Management Board

IT Project
Delivery Board(s)

r

Impact of Al

m Generative Al will allow for
better reporting and
transparency of issues

m Agentic Al and Agents will
allow for faster decision cycle
around data governance
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,
providing guidance, tolerance, adjudication, and transparency
in execution of decisions

IT Steering Committee

Commercial and Vendor
Expenditure Review Board Coordination Board

Architecture Change
Review Board Review Board
Data and Information IT Project

Management Board Delivery Board(s)

r

Impact of Al

m Generative Al will allow for
better summary and
transparency of issues

m Agentic Al and Agents will
allow for faster decision cycle
on variation and change to
agreements
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,
providing guidance, tolerance, adjudication, and transparency
in execution of decisions

r
IT Steering Committee
Commercial and Vendor
Expenditure Review Board Coordination Board

Architecture Change
Review Board Review Board

Data and Information IT Project

Management Board Delivery Board(s)

Impact of Al

m Generative Al will allow for
better reporting and
transparency of issues

m Agentic Al and Agents will
allow for faster decision cycle
using data driven decision
making

m Agentic Al and Agents will
improve monitoring of change
process and improve
alignment of the Forward
Schedule of Change (FSOCQ)
with the Release Calendar
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Al Approach to IT Governance

Propose a governance framework that shape outcomes,
providing guidance, tolerance, adjudication, and transparency
in execution of decisions

IT Steering Committee

Commercial and Vendor
Expenditure Review Board Coordination Board

Architecture Change
Review Board Review Board
Data and Information IT Project

Management Board Delivery Board(s)

r

Impact of Al

m Generative Al will allow for
better reporting and
transparency of issues.

m  Agentic Al will allow for
improved management of risk
and escalation of issues that
exceed tolerances.
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&% Using Al to Support Practices and Processes

gV

Effective practices and processes based on ITSM, and Prince2;

delivering predictable results using skilled people with the right tools.

Al Agents will enable improved transparency of effectiveness of each
practice and process, including escalation of issues and improve

management of risks.

Practices
m Governance m Management of IT
m Architecture devglopment
(Projects)

= Service planning m Management of IT

m Business operations (internal
engagement Ops/MSP/SIAM)

m  Security m Financial

m Testand release management
management m Workforce planning

Processes (Examples)

Incident management
Problem management
Availability management

Configuration
management

Capacity and performance
management

Service continuity
management

Monitoring and event
management

Service request
management

Knowledge management

IT asset (Hardware and
Software) management

Service financial
management
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'_O‘/“ ° ° ° ey o
&8 Al and Organisational Responsibility
Collaboration in Service Delivery, and Delivering with Excellence!

The right capabilities organised to be responsive and responsible to
deliver business outcomes. Use of different forms of Al will improve
the visibility or responsibility within the organisation to minimise risks
associated with limited situational awareness

Each practice and process has a RACI aligned to existing organisational units where RACI is defined as:

Responsible - Recognised as the actual owner of a project
or task, the Responsible individual is expected to develop
and complete the work assigned to them. As the executor
or doer, this team member takes a hands-on approach to
ensure that the deliverable is submitted on time

A Consulted party's opinion is crucial. They provide
guidance that is often a prerequisite to other project tasks
(for example, providing legal guidance on a project
throughout the process). If you are working on new product
development or expansion, this could essentially be the
entire organisation

Accountable ensures the work is getting done as per
guidelines and is following the agreed timeline. They sign off
on the work and determine whether the deliverable or task
is indeed completed and if it meets quality standards

Informed persons are those who need to remain in the
communication loop throughout the project. These
individuals do not have to be consulted or involved in the
decision-making, but they should be kept aware of all
project updates. While they may share their opinions, they
are not obligated to do so
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%A Al and Measurement

Clearly defined controls that allow alignment with business objectives and well-defined key performance indicators.
Al may have value to improve your ability to measure and track delivery of business outcomes and business benefits

Practices and Processes Metrics

m ITIL 4 process maturity

m MSP/SIAM delivery maturity

m Prince 2/Agile project maturity
m Cyber maturity Levels

Governance Metrics

m Investments aligned to strategy
m Project prioritisation
m Effective risk management ©®
m CSP 230/234 alignment

m Cyber security management

Sourcing Metrics

m Measurable agreements

m MSP/SIAM value proposition

m IT driven vendor relationship
shapes outcomes

O
JOP NN
@0
\O./
Practices and
Processes

Governance

%"

Sourcing

878

Organisational
Responsibility

Measurement

=

Service
Portfolio

Organisational Metrics

Clear Roles and Responsibilities
Employee Engagement

Right skills

No capability gaps

Measurement Metrics

m Customer surveys

m Measurable Service levels

m KPIs aligned to business
outcomes

oooooo

Service Portfolio Metrics

Business Application Register
Well defined Service Catalogue
Regular customer engagement

|
|
|
m User centred service design
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=% Al and Service Portfolio
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Aligned and segmented product and service offerings that meet and
shape business demand. Examples of where Al can be used:

mrm

1. Maintain and update the service catalogue

2. Capture details into a business services catalogue that maps all
corporate and business applications managed by IT and business,
to establish an Applications and Services Directory

EEEEE
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3. Develop a Service Level Agreement matrix against each end user
and business IT unit for IT services and data analysis

4. Develop QA processes to map compliance

5. Develop a QA process to map improvements in maturity

6. Assess business impact analysis to determine impact on business sl Aland Your
on loss of IT services in an IT disaster recovery scenario or cyber | Sﬂrézrealtl_ng

incident What Changes?

ENENEEEEENEEEENEESEE
& L1

Page 19




am EEEEEE EEEN

#]BRS

’@g How Can Al Support Sourcing

April
2026

Suppliers understand their value proposition; develop the right
relationships and execute flawlessly. Al will improve your
organisations ability to:

mrm

1. Align the current financial and commercial management processes
to meet a multiple service supplier model

2. Document the memorandum of operations for IT relationship
between the MSP/SIAM service provider and for IT Tower suppliers
within the hybrid model

EEEEE
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3. Align FinOps and Cloud Management responsibilities for
MSP/SIAM

EEEE "

4. Develop a functional directory for MSP/SIAM sourcing component
and the broader IT with a lower-level RACI for each process

Al and Your
Operating
Model -

What Changes?

5. Align the skills required for sourcing with current organisation
structures and initiate a change program to achieve better
alignment with business outcomes
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Discuss the Value of AT and How It Wlll Impact
* the IT Operatlng Model
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Poll 2: Based on the webinar presentation and
discussion, how would you assess the value of
Al to improve the IT Operating Model

of your organisation?

Not of value.
Limited value.

Some value.

o O O O

Significant value.

Results

0%

0%

75%

25%
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' Discuss Next Steps
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nanm ANALYSIS
A EEE INSIGHT
EEEE JUDGEMENT

IBRS is a boutique Australian ICT Advisory Company.

We help our clients mitigate risk and validate their strategic
decisions by providing independent and pragmatic advice while
taking the time to understand their specific business issues.

https://ibrs.com.au  info@ibrs.com.au 024758 9111 PO Box 519, Hazelbrook NSW 2779, Australia
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