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8:30    Quick ov erv iew of I TI L and I TS M (5 min)
Intr oduc tion
Partners
Processe s

10:00  Break
Products
Peopl e
Summar y

11:30 Questi ons a nd Ans wers  at 1 1:30

Agenda
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How many are I TIL trai ned or a ware ?

How many hav e i mple me nte d or are i mpl eme nting I TS M?

How many are thi nki ng a bout imple me nti ng I TS M?

What is bi ggest barrier to a s uccess ful I TS M imple me nta tion?  
a. Process (support, delivery, design, deployment, …)
b. Product (software and hardware technology, tools, …)
c. People (culture, behav iour, attitude, willingness to change, …)

About the audience
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Ov erview

The Serv ice Prov ider
The Customer and Users

The Serv ices
Our role
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Quick ITIL and ITSM Overview
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Summary o f O GC G uidance  (J anuary 2003)  

Best Prac tice  Products –  H igh-level Guides  for top managem ent in Departments  
Published 
Wh y IT Proje cts F ai l  Publ i shed  – Ap ril  2001  
Ma na ging  Pa rtne ring  Re lation sh ip s  Publ i shed  – J uly 2001   
How Ma jo r Servic e Con trac ts  Ca n Go  Wro ng   Publ i shed  – September 2001   
Gate way  to  Su cc es s  Publ i shed  – December 2001   
Valu e  fo r Mo n e y Ev alu atio n  in  Ma jor Se rvic e 
Pro cu re me n ts  

Publ i shed  – M arc h 2002   

Risk  Allo c atio n  in  L on g -te rm Co n trac ts  Publ i shed  – December 2002   
Fo rmin g Partn ering  relatio ns hips  with  th e p riv ate  
se cto r in  an u nc erta in  world  

Publ i shed  – December 2002   

  
Wo rk  in h an d  20 0 2/0 3 W o rk Pro g ram me      
Ensu ring g ran t-aided  bodies de l iv er v alue  for 
m oney  on  procu rem en ts inv olving pub li c m oney  

Plan to pub l is h J anuary 2003   

Why  Construction  Projec ts Fai l  Plan to pub l is h befo re Ap ril  2003  
Improv ing  the  e ffic ienc y and  effectiv eness o f 
p roc urement to ach iev e fas ter del iv e ry   

Plan to pub l is h befo re Ap ril  2003  

Cons truc tion and  Use  of Pub l ic  Secto r 
Compara tors   

Plan to pub l is h befo re Ap ril  2003  

  
Gu ida n ce  – Ge n eric  op e ratio n al g uid a nc e  fo r h ea d s o f pr oc u rem e nt a nd  th eir te am s  
Pub lish e d     
PG 10 Ac hiev in g  Exc ellen ce  th rou g h Hea lth  an d 
Safe ty   

Pub li shed –  O ctobe r 2001   

Sup p lier F inan c e App raisa l –  (rep lacing  the financ ia l 
as pects of CUP 60 )  

Pub li shed –  O ctobe r 2001   

Disp ute  Re so lu tion  –  (replacing CUP 50 )  Pub li shed –  M arc h 2002   

Gre en  Pu blic Pr iv ate Partn ers hip s  Pub li shed –  J uly 2002   
Sma ller Sup p lier… .Better Valu e  Pub li shed –  2002   
Rev is ed Genera l Gu idanc e on  Standa rdisation  o f PFI 
Con tracts  

Pub li shed –  J uly 2002   

OGC Guidance  note  –  on ca lc ulation of the Authority’ s 
share  o f a  re financ ing ga in   

Pub li shed –  J uly 2002   

OGC Guidance  on ce rta in  financ ing is sues in  PFI 
contrac ts   

Pub li shed –  J uly 2002   

OGC – PFI Contrac ts  –  Insuranc e cos ts   Pub li shed –  O ctobe r 2002   

Con tract Management guide lines (replac ing CUP 61)  Pub li shed –  Nov ember 2002   
Bus iness  Case  Pub li shed –  2002   
Risk Management  Pub li shed –  2002   

  
Wo rk  in h an d      
Suppl ie r Debriefing (replac ing CUP 56)  Plan to pub l is h J anuary 2003   

Eth ics  i n Proc ureme nt (re pl aci n g CUP 55 )  Plan  to  publ i sh  be fore  Ap ri l 2003  

  
Po ss ib i li ties fo r 2 00 3/04  W ork  Pro gra mme     
Speci fic ation  Wri ti ng  (replacing  CUP 30 )  Plan  to  publ i sh  after M arch  2003  
Qual ity  C osts  (rep lacing CUP 29 )  Plan  to  publ i sh  after M arch  2003  
Qual ity  As su rance  (rep lacing CUP 46)  Plan  to  publ i sh  after M arch  2003  
Frameworks/Approved  Supp l ie r List (rep lac ing 
CUP 27 )  

Plan  to  publ i sh  after M arch  2003  

Effecti ve  Pa rtne ring  (possib le  rep lac em en t fo r CU P 
57 )  

Plan  to  publ i sh  after M arch  2003  

Suppl ier Appra is al  (rep lacing the non -financial  
as pects  o f CUP 60 )  

Plan  to  publ i sh  by  end of M arch  2003  

EC Guidance  (upda ting  CUP 1 , 19 & 51)  Plan  to  publ i sh  in  2003 /04   
Doc um en tation  (rep lacing CUP 59 a to  d)  Plan  to  publ i sh  in  2003 /04   
Proc urement Training (replac ing  C UP 53)  Plan  to  publ i sh  in  2003 /04   

   
Key  Issues 
SRO Bre ifing 
Senior Responsible  O wner  briefing (links to SRIE briefing) 
  
Delivery  Pocketbook  
Successful Delive ry Pocketbook 
 
Fas ter procurement 
Task force  executive report on fas ter procurem ent 
 
Current Ga teway  Issues 
The Gateway  Process a Managers Check list 
 
Workbooks 
Stra tegy Managem ent  
Gateways  
Bus iness Case  
Risk Managem ent  
Programm e Managem ent  
Procurem ent  
Projec t Management  
Contract Management 
Perform ance  Management  
Benefits Managem ent  

   
Programm e and Contrac t Managem ent 
Managing Successful Pr ojec ts with PRINCE2  
Managing Successful Pr ogramm es  
Ta iloring PRINCE 
People Issues and PRINCE 
PRINCE2  Pocketbook 
Pass ing the PRINCE2 exam 
Bus iness Benefits through Project Managem ent 

  
Ma na gem ent of Ris k 
Man ag em en t o f Risk : Gu id an ce  fo r Pra ctitio ne rs 
   
IT -e na b led  bu s in e ss  ch an g e –  Pu b li sh ed   
Guid el ine s on  Bu sine ss  Co ntinu ity Man ag eme nt 
Ris k Gu id el ine s  
Del ivery  Li fecy cle  
Settin g Direc tio n    
Imple men tin g p la ns     
Stra teg ic  M an age me nt 
Man ag ing  Se rvice s  
(Se e al so  g uida nce  p ub li she d co mmercial ly  b y OGC’s pa rtn ers e.g  ITIL  b elow)  
   
IT IL  
Servic e Del iv ery  
Servic e Su p po rt 
Pla nn ing  to  Imp leme nt Se rvice  M an ag eme nt 
Secu ri ty Man ag eme nt 
Th e Bu sine ss Pers pe ctive 
ICT  In fras tru ctu re Man ag em en t 
App l ic ation  M ana ge me nt 
  
Rela ted Ppublic a tions 
i tSMF  Po ck et Guide  
i tSMF  Dictio na ry of Te rms,  Abb revia tio ns  a nd  an d Acro nym s 
Better va lue from  softwar e de velo pme nt 
   
Proc u rem en t 
Ope n Sou rce  So ftwa re    
Value  fo r M on ey in Proc ure men t – Th e Role o f Au ditors     
   
HM T rea su ry  Pro c u rem en t Gu id a nc e  
EC Pro cu rem en t Th res ho ld s 
EC Pub li c Proc ure me nt State  o f Pla y  
Effi ci e nc y in  Gov ern me nt Proc ure me nt  
Env iro nm en tal  Is su es  in  Pu rch as ing    
Fram ewo rk Agre em en ts 
Lia bi l ity i n Go ve rnm en t Co ntra cts 
Minimu m n um be r o f Su p pl ie rs to Bid 
Own ers hip o f IPR   
Sco pe  for Fle xibi l ity Un de r th e EC Ru le s  
Tec hn ic al  Spe ci fic ati on s    
   
Sup p o rtin g  th e  Su p pl ie r Com mu n ity  
Te nd erin g for Go vern men t Co n tra cts   
SMEs –  Doing  bu sine ss  with  th e Go ve rnm en t (u nd e r d ev elo pme n t)  

  
 PF I /PPP Gu id an ce  – Pub l is he d u nles s o th erwise  sta te d  

Gene ric guida nc e  
Partne rsh ips  fo r Pro sp eri ty (P4P) 
A Ste p-b y-Step  Gu id e to th e PFI Pro cu rem en t Pro ce ss 
Pub li c Pri va te Partn ers hips : th e Go ve rnm en t's  Ap pro a ch   
Pol ic y State me nts, Tec hn ic al  No te s a nd  oth er ma terial  
PFI an d  Pu bl i c Exp en d itu re Allo ca tio ns   
Pub li c Se ctor Co mp ara tors  a n d Valu e for Mo n ey  
PFI an d  Pu bl i c Exp en d itu re Allo ca tio ns  fo r NDPBs  
PFI Proje cts: Dis clos ure  of Info rma tio n an d  Co n su lta ti o n wi th  Staff a n d Oth er Inte reste d 
Parti es  
Prov is io n o f In forma tio n  to  Pa rli a me nt 
  
Te c hnica l Note s 
How to a cc ou nt for PFI Tra ns ac tio ns  
How to fo ll o w EC Proc ure me n t Pro ce du re a nd  Ad ve rtis e in the  OJEC 
How to Ap po int an d M an ag e Ad vise rs to PFI Pro je cts  
How to Ap po int an d Wo rk  with  a Prefe rred  Bid de r 
How to Co ns truc t a  Pub li c Se ctor Co mp ara tor 
How to M an ag e th e De li ve ry o f L on g  Te rm PFI Co ntrac ts  
Draft Com pe ten ce  Fra me work  fo r Crea tin g Effec ti ve  PFI Proje ct Te am s –  Dr aft 
  
Other 
Sta ff Tra nsfe rs from  Cen tral  G ov ern me nt – A Fai r Dea l fo r Sta ff 
Guid an ce  on  Sta nd a rd isa tio n o f PFI Con tra cts  i n clud ing  G en era l  G uida nc e, Info rma tio n 
Te ch n olog y a nd  Lo ca l Au tho riti es  
  
Cas e Studie s  
Me dium  Sup po rt He l ic op ter Airc rew Train in g Fac il i ty – PFI Ca se  Stu d y 
Em p lo ym en t Se rvi ce  – IT Pa rtn e rship  
Priv ate  Fina nc e a nd  IS/IT: c as e stu dy  TAFMIS an d  After 
Col fox  Sc ho o l, Dors et –  A Ca se  Stu dy  on  th e Firs t –  DBFO  Sc ho ol  Proje ct 
OSIRIS Pri va te  Fin an ce  an d IS/IT Ca se Stu dy  fo r th e Welsh  Offic e 
Rep ort o n the  Proc ure me nt of Cus tod ia l  Se rvi ce s in DCM F p ris on s –  2  ca se  s tud ie s 
DBFO  –  Value  in  Roa d s A Ca se  stu dy  o n th e fi rst Eig ht DBFO  Ro a ds  
Th e  IND Ca se work in g Pro gra m Scottis h He al th Se rvi ce Man ag eme nt Exe cu ti ve : Ferryfie ld  Ho use , 
Ed in bu rgh 
Le wisha m Ex te ns ion  to  Doc klan ds  Ligh t Rai lway  
Lo wdh a m Gran g e Pri son  Serv ic es  
  
Other Guidance  – None OGC  
App raisa l  a nd  Eva lu atio n in Cen tral  Go ve rnm en t (th e HMT  Gre en  Bo o k)  
Exa mining  the  Va lue  fo r Mo ne y of d ea ls  un de r the  Pri va te Fin a nc e Ini tia tiv e (NAO)  

   
Cons truc tion Guida nce : The  Ac hiev ing Exc ellenc e s uite  of briefings  will re pla c e the 
Cons truc tion Procure me nt Guidanc e s erie s 
(Re p la ce s the  PG gu id e s an d CUP g uide s d eta il e d in the  rig ht co lum n be low)  
Ac hie ving  Ex ce llen ce  – Co ns tru cting  the  
Best Go ve rnm en t Clien t  

  

Ac hie ving  Su sta in ab i li ty in Con stru ction  
Pro cu rem en t  

  

Ac hie ving  Ex ce llen ce  Ac tio n Plan     
Ac hie ving  Ex ce llen ce  Briefin gs  (Ta rge t Pro cu rem en t Gu id an ce  1 -10   

Ac hie ving  Ex ce llen ce  Briefin gs  (Ta rge t 
Date  J an u ary  2 00 3 )  

Procurem ent Guidance  1 -10   

Cor e Docum ents  Esse nt i al  req u ire me nts fo r c on stru ct i on  
pro cu rem en t  (PG No  1)  

1.  Ach ie vi n g Exc el l en ce : In it i at i ve  i n to  
Act io n   

Val ue  for mo ne y i n c on struc t io n p roc ure me nts 
(PG  No 2)  

2.  Proj ec t  org an is at i on :  rol es  a n d 
res po ns ib i li t ie s  

App oi ntm en t  o f  co nsu l tan ts  an d c on tracto rs (PG 
No 3 )  

3.  Proj ec t  pro cu rem en t l ife cy cl e  Te am work in g , p artn eri ng  an d  i n ce nt iv e s (PG No 
4)  
Pro cu re me nt  st rate gi e s (PG No 5 )  
Fi n an ci al  as pe cts o f  pro je cts (PG No  6)  
Wh ol e  l i fe co sts (PG No  7)  
Pro j ec t e va l ua ti o n a nd  fe ed b ac k (PG No 8 )  
Ben ch ma rki ng  (PG  No  9)  
Achi e vi ng  Exc el le nc e T h rou gh  Hea lth  an d Sa fe ty 
(PG  No 10 )  
CUP Guides  
No 1 2 Co ntrac ts an d  Co n tra ct  Ma na g em en t fo r 
Con struc t io n  W o rks M arc h 19 8 9  
No 4 8 Bon d s an d g ua ran tee s Au gu st  19 9 4  
No 5 2 Prog ram mi ng  an d  p rog res s m on ito rin g fo r 
work s pro j ec ts  Se p te mb er 1 99 5  

   

 

No 5 4 Val u e ma n ag em en t  J an ua ry 1 99 6   
4.  Ri sk a nd  va lu e m an ag em en t   
5.  T he  in teg rate d tea m: tea mwo rki ng ,  
pa rtne rin g a nd  in ce n ti ve s  
6.  Proc ure me nt  an d  c on trac t s tra teg i es   
7.  Cos t  m an a ge me nt :  who le  li fe c os ts  
an d f i na nc ia l  c on trol   
8.  Imp rov in g p erfo rm a nc e:  
be nc hm ark in g a nd  pe rform an ce  
ma na ge me nt   
9.  Qu al ity  i n  de si gn   
10 .  He a lth  a n d sa fety:  re sp ec t fo r 
pe op l e  

  

Dis po sa l  o f  Pro pe rty  To  be  pu bl i sh ed  by  M arc h 2 00 3  
Fra u d Ob se rva nc e Gu id a nc e  To  be  pu bl i sh ed  by  M arc h 2 00 3  

  
Ex isting e x-PACE & PPD G uida nc e   

Gui d e to th e App o in tme nt  of  Con su l ta n ts  an d Co ntra ctors  (G ACC) (1 /99 ) 
Estate s Serv ic es  Gui d e (ESG) (2/0 0)    
Premi s es M an ag em en t  Gui d e (PMG) (9 /99 )  
Busi n es s Co nt i nu ity  Pl an n in g Gu i de  (BCPG ) (1 1/9 8)  
Fi re  Sa fety Gu i de  (F SG) (7 /0 0 )   
Gui d e a nd  Sc he d ul e to  Re q ui rem en ts for Of f ic e Bu il di n gs  (RO B) (3 /98 )    
Crown  Fi re  Sta nd ard s (CF S) (1 0 /9 9)    
Dee ds  an d Se al i ng  G ui de  (8/0 0) 

      
Cod e o f Go od  Pra ctice  –  fo r cu stom ers a nd  su pp lie rs    

T he  Go ve rnm en t Proc ure me nt Cod e of Go od  Pra ctice     
      
CUP Gu id a nc e s: Cu rre n t     

No 1  Po st Te nd er Neg otiation   Ma y 19 86  
No 1 2 Con tracts  a n d Con tract 
Ma na ge men t fo r Co n stru ctio n  W ork s  

Ma rch 19 89   

No 1 9 PT N Up d ate  Ju ly  1 98 9  
No 27  Ap prov ed  Sup pl iers (Ve nd ors an d 
Con tra ctors) Li sts  

Ja nu ary 19 91   

No 2 9 Qua li ty Co sts  Ju ne  1 99 1  
No 3 0 Sp ec ific ation  W ritin g  Ju ne  1 99 1  
No 3 5 Life Cyc le  Co stin g Apri l 19 92   
No 4 6 Qua li ty Ass ura nc e  Ju ne  1 99 4  
No 4 8 Bon ds  & Gu aran tee s  Aug ust 19 94   
No 5 1 In trod u ction  to  th e EC 
p roc ure men t ru les   

Ju ly  1 99 5  

No 5 2 Pro g ramm in g a nd  pro gre ss 
mo nito rin g fo r wo rks  p ro je cts  

Sep te mbe r 1 99 5  

No 5 3 Pro cu rem en t T rain in g  Ja nu ary 19 96   
No 5 4 Va lue  m an ag eme nt  Ja nu ary 19 96   
No 5 5 Eth ics in Pro cur eme nt  Apri l 19 97   

No 5 6 Deb rie fin g  Apri l 19 97   
No 5 7 Stra teg ic  p artn erin g in g ove rnm en t  
 

Ma y 19 97  

No 5 9 a Mo de l App rais al  Qu e stio n na ire  Ma y 19 97  
No 5 9 b Pre-Qu al ific ation  Ma y 19 97  

No 5 9 c Mo de l Inv ita tio n to  T en de r Ma y 19 97 
No 5 9 d Mo de l Co nd itio ns  o f Co ntra ct Ju ly  1 99 7  
No 6 0 Su p pl ier ap pra is al  (no n-fina nc ia l )  Ma y 19 97  

   
CUP Gu id a nc e s: Ove rtak en  – n o re vision  or re plac em en t req ui re d –  g uid an ce s a re 
arc hive d . (Su pe rse de d g uid es  a re  n o t s ho wn)  
No  3  Sup ply  a n d Serv ic e Ag ree me nts  wi th  th e Ag en cies  – Ja n ua ry 1 98 7  
No  1 4  M ea su ring  Pe rform an ce  in  Purc ha sing  – M arc h 1 98 9  
No  1 7  Q ua li ty Ass ura n ce  in  Bu i ld in g  a n d Co ns tru ction  – Ap ril  19 8 9 
No  2 0  Th e P&S Fu n ctio n  a n d Work s Proje cts –  O ctob e r 1 98 9  
No  2 2  Sto ck  M an a ge me nt – M ay  1 9 90  
No  2 3  M od e l Form s of Co ntra ct – Se pte mb er 1 99 0  
No  2 4  a  b c  d  e Ve hicle s: Con trac t Hi re Sc he me s – No ve mb e r 1 9 90   
No  2 7  Ap pro v ed  Su p pl ie rs (Ve nd ors  a n d Co ntra ctors ) Li sts –  Ja nu ary  19 91   
No  2 8  Co n tra cts  wi th  a  Priv ate  Se cto r Pu rch a sing  Age nt – J an ua ry 1 99 1   
No  3 1  Us e o f Tra ve l Ag en ts –  O ctob e r 1 99 1  
No  3 2  Ca terin g Se rv i ce s – J an ua ry 1 99 2   
No  3 5  L i fe  Cyc le  Cos tin g –  Apri l 1 99 2  
No  3 7  M an a ging  Car Flee ts – J an ua ry 1 99 3   

eProc ure me nt Guida nc e 

Go vern me nt Ove rview 
ePro cu reme nt Mark et 
T he  Bu sine ss  Op po rtun ity 
Pla nn ing  Yo ur App ro ach  
Imp le men tation  
App en d ix  A: To ols  a nd  Tec hn iqu es  
App en d ix  B: Sta nd ard s an d Sec uri ty 
App en d ix  C: Ris k Mitig ation  
App en d ix  D: ePi lo ts Projec t Ov ervie w a nd  Ca se  Stud ies  
A-Z of T erms   
   
Delive ry  Life cy cle  
Strate gic Ma nge me nt 
Strate gic Ma nage me nt  
Gov ernanc e 
Qua lity  m ana gem ent 
Polic ies  and s tanda rds  
Property /w or ks pa c e ma nage me nt 
Exploiting te c hnology  
Inform ation M ana ge m ent 
Risk  ma nage me nt 
Be ne fits m anage me nt 
Huma n Re s ourc es  ma nagem ent 
Orga nis ational le a rning  
Continuous  Im prov e me nt 
Cost m anage me nt 
Skills a nd c om pete nc ies  
Ma naging perform anc e 
Sec urity & Priva cy  
IS/IT ma nage me nt 
J oined-up Working  
Be nc hma rking/ca pa bility  
  
Setting Dire ction  
Ov erv iew  
Identifying direc tion  
Busine ss  r equire m ents 
Busine ss  & s upporting str ate gie s 
Positioning for the future  
Custom er focus  
Planning & es tima ting  
Enterprise  ar chitec tur e 
  
Implem enting Plans  
Ov erv iew  
Ma naging c ha nge  
Busines s  c a se  
Program me  ma na gem ent 
Projec t m ana gem ent 
Procure me nt 
Re quire me nts  de finition  

Best Practices: ITIL and OGC Guidance

http://www.ogc.gov.uk/sdtoolkit/reference/ogc_library/guidesumm.html
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What is ITIL and IT Service Management
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Service Suppor t  

  

S er vice Support focuses on ensuring 
that the customer  has access to 
appropriate serv ices  to support 
bus iness functions.  

Issues covered include Serv ice Desk, 
Inc ident Management, P roblem 
Management, C onfiguration 
Management, C hange Management 
and Release Management. 

 

Service D elivery   

This  book covers  the service the 
bus iness requires  of the prov ider in 
order to enable adequate suppor t to the 
bus iness users .  

Issues covered include C apac ity  
Management, Financ ial Management 
for IT Serv ices, Availabili ty 
Management, Serv ice Level 
Management and IT S erv ice Continuity 
Management. 

  

Planning to 
Implement 
Service 
Management  

 

This  book answers the question ‘Where 
do I start with ITIL?’. It explains the 
s teps necessary  to identify  how  an 
organization might expect to benefit 
from ITIL and how  to set about reaping 
those benefits .  
 
It wil l  help organizations  in identifying 
their strengths  and w eaknesses, 
enabling them to develop the former 
and overcome the latter . 

 

ICT 
Infrastr uctur e 
Management 

 

IC T Infras tructure Management is  
concerned with the processes, 
organization and tools needed to 
prov ide a stable IT and communications  
infrastruc ture, and is  the foundation for 
ITIL serv ice management processes.  
 
The book covers D es ign and Planning, 
D eployment, Operations, and Technical 
S upport. 

 

source www.ogc.gov.uk

  

App licat ion 
Management 

 

A pplication Management provides an 
outl ine of the Application Management 
l i fecycle and is  a guide for bus iness 
users, developers  and service 
managers  of how applications can be 
managed from a ser vice management 
perspective.  

This  book pos itions service 
management at the heart of the 
prov is ion of information serv ices  to the 
bus iness. Based on this  perspective, 
applications  should be managed 
throughout their l i fecyc le with the 
bus iness objec tives  in mind. 

 

Security 
Management  

 

This  book looks  at security  fr om the 
serv ice pr ov ider s tand-point, identifying 
how Security  Management relates to 
the IT Security O fficer and how it 
prov ides the level of security necessary  
for the prov ision of the total serv ice to 
the organization.  

The guide focuses on the process of 
implementing security  requirements  
identified in the IT Serv ice Level 
A greement, rather than cons idering 
bus iness issues of security  policy.  

  

The B usiness 
Perspective 

 

This  book is  concerned with helping 
bus iness managers  to unders tand IT 
serv ice pr ov ision.  

Issues covered include B us iness 
R elationship Management, 
P ar tnerships  and Outsourc ing, and 
continuous improvement and 
exploitation of Information, 
C ommunication and Technology (ICT) 
for business advantage 

 

The 7 Books in the ITIL
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circa 2000 Service Desk*

Incident Management

Problem Management

Configuration Management

Change Management

Release Management

Capacity Management

Financial Management

Availability Management (Security)

Service Level Management

IT Service Continuity Management

Service
Support

Service
Deliv ery

The Serv ice Support and Delivery Books
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The Approach was Aligned with ITIL for Enabling a CSIP

1. Where are you toda y?

2. Where do you want to be?

3. How are we going to get there?

4. How will you know whe n you ge t there ?

Where we 
want to go

Where
we are

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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I T Serv ice Ma nage me nt (I TS M) is a bout r unni ng I T lik e a 
busi nes s.  I TS M is a disci pli ne tha t i nte grates str ate gies, 
people, processes  and technologies usi ng bes t pr actic es to 
prov ide quality I T s erv ices for cus tomers and users withi n 
agree d upon serv ice lev els.

What is ITSM and an ITSM Program?

P
eo

pl
e

P
ro

ce
ss

Te
c

hn
ol

o
g

y

Strate gy

An I TS M Pr ogra m is an I T Tr ans for ma tion proj ect.  For some i t 
will be a n eas y change but for mos t it wil l be a par adi gm shi ft.
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An ITIL-based Four Track Approach

People
(Leadership,
Governance,

Control)

Partners
(Vision,
Mission

Action Plans)

Products
(Planning,
Design,

Implementation)

Process
(Procedures,

Roles,
Workflow)

Program
Management

Office

Prov en in prac tice
Tur n-k e y
Repe ata ble
Reus able
Directe d
Facili tated
Coac hes
Me ntors
Doc umented
Workbooks
CSIP
Insti tuti ona lized
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Success is all about execution

“A sound s trate gy 
outstandingl y e xec ute d is far 
superior to a n outstanding 
strate gy poorl y e xec ute d”
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1 STRATEGIC ITSM ANALYSIS WORKBOOK
1.1 Contex t: As s es s m ent o f the Business  and Com peti tiv e Env i ronment
1.1.1 Pol i tica l , Ec onom ic , Soc ia l , Tec hnolog ic al  Analys is
1.1.2 Foc us  of Indus try  Analys is
1.1.3 Porter Analy sis : Forc es  Driv ing Indus try  Com peti tion
1.1.4 Em erging Com peti tiv e Strateg ies
1.1.5 Com peti tor Profi le

1.2 CONTEXT: ORGANIZATIONAL SIZE-UP
1.2.1 ITSM  Rationale
1.2.2 ITSM  Pos i tion ing
1.2.3 ITSM  Phi los ophy
1.2.4 Com pany  Cul ture
1.2.5 Financia l  Prac tic es
1.2.6 Profi t Analys is
1.2.7 Current and Future Profi tab i l i ty  Analys is
1.2.8 Rev iew of Value-Driv en Strategy .
1.2.9 M ark eting Im pac ts  on Bus iness  Perform anc e
1.2.10 Cus tom ers  - Key Ques tions
1.2.11 Pric e-Qual i ty  Pos i tioning Analy s is
1.2.12 Produc t Dev elopm ent Portfol io  Analy s is
1.2.13 Inform ation Tec hnology  and the Value Chain
1.3 SYNTHESIS: PUTTING THE PIECES TOGETHER
1.3.1 Es tabl is h ing Di rec tion
1.3.2 Produc t-M ark et Growth Options
1.3.3 Cri tic a l  Succ ess  Fac tors
1.3.4 Creating a Value Propos i tion (Pos i tion ing)
1.3.5 Core Com petenc e
1.4 DEFINE DIRECTION
1.4.1 Vis ion Statem ent
1.4.2 M iss ion Statem ent
1.4.3 Strateg ic  Objectiv es
1.4.4 IT and Corporate Balanc ed Sc orec ard

1.5 TAKING ACTION
1.5.1 Ac tion Plans
1.5.2 Com m unicating the Strategy
1.5.3 Barriers  to  Im plem entation
1.6 FOLLOW-UP ACTIVITIES

TEN POINT STRATEGY ASSESSM ENT –3 M onth Review
TEN POINT STRATEGIC PLANNING PROCESS ASSESSM ENT
TEN POINT STRATEGY IM PLEM ENTATION ASSESSM ENT
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Defined the ITSM Strategy
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

Rapid

ITSM

Strategi c

Workb ook
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10 Poi nt S trategy Asses sme nt

How do we feel a bout the s trategy?
What are our ac hiev eme nts?
What has bee n ac compl ishe d?
What are the s ubsta ntiv e iss ues ?
What are the proc ess iss ues ?
How are we doing a gainst our ti me li ne?
What are our next three months’ priori ties ?
What are our next three months’ goa ls?
What are our next three months’ ac ti on pla ns?
What could ge t i n our wa y?

Rev iewed the Strategy Every 3 Months
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

People
Skill rating
Attrition rate

Traini ng
Perfor manc e

People
Skill rating
Attrition rate

Traini ng
Perfor manc e

Process
Incident s pe r da y
SLA exceptio ns
Portfolio c osts

Producti on fail ures

Process
Incident s pe r da y
SLA exceptio ns
Portfolio c osts

Producti on fail ures

Technology
Server utilizatio n

Router  M TBF
Tra nsactio ns / h our

Availability

Technology
Server utilizatio n

Router  M TBF
Tra nsactio ns / h our

Availability

Aggregation and Correlation of Common Industry KPIsAggregation and Correlation of Common Industry KPIs

Dashboards
Mgmt Information
Decision Support

IT Balanced
Scorecard

IT Balanced
Scorecard

C orp ora te Per spe cti ve
O bje ctiv es M eas ure s

Ob jec tive s M ea sur es
Us er P er spe ctiv e

O bjec tive s Me asu res

L ear nin g a nd  Gro wt h 
Pe rsp ect ive

O bje ctiv es Me as ures

Business 
Value

Assessment

Evaluation to 
identify: 

1.efficie ncies, 2.cost 
savings, 3.re venu e 

gene ratio n 
oppo rtuniti es.  

Business 
Value

Assessment

Evaluation to 
identify: 

1.efficie ncies, 2.cost 
savings, 3.re venu e 

gene ratio n 
oppo rtuniti es.  

Right-size and Optimize –Create Business Value
IT se rvice man age ment,  serv er c onsoli datio n, tele com,  etc.

Right-size and Optimize –Create Business Value
IT se rvice man age ment,  serv er c onsoli datio n, tele com,  etc.

Corporate
Balanced
Scorecard

Corporate
Balanced
Scorecard

C orp ora te Per spe cti ve
O bje ctiv es M eas ure s

Ob jec tive s M ea sur es
Us er P er spe ctiv e

O bjec tive s Me asu res

L ear nin g a nd  Gro wt h 
Pe rsp ect ive

O bje ctiv es Me as ures

Market in gCust omer Supp lierCxO Plant
Man ager

Director
Man ager

Staff

Dev eloped the IT Service Management Vision
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Leadership

The suc cess of a ny proj ect i s dire ctl y r elate d to Lea ders hip
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Are You a Leader or a Manager

I like to …
a. Achieve breakthroughs in performance
b. Achieve incremental improvements in performan ce
c. Acquire much different types of cu stomers
d. Challenge and obstacles to improve daily perfo rmance
e. Commit to an entirely new mission
f. Control things
g. Creat e a clear and comp elling vision of the future, which may look 

altogether different fro m today
h. Develop strategy
i. Enter new market s
j. Face cu rrent reality
k. Implement strategy
l. Innovate
m. Keep things in a state of equilibrium (but not status quo)
n. Make major change happen
o. Manage or mitigate risk
p. Manage t actics
q. Stay loyal to the mission
r. Take actions to deal with immediat e issues
s. Take big risks

1=Strongly Disag ree; 2=Disagree; 3=Neutral; 4=Agree; 5=Strongly Agree

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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Its All About Leadership
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

Model th e way
Inspire a Sh ared Vision
Challeng e th e Process
Enab le others to  Act
Enco urag e th e H eart

“The  Le ad ershi p Ch alle ng e”, K ouz es a nd  Pos ner, 2 002
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Assigned Process Managers

Inci dent Ma na ger
Proble m Mana ger
Cha nge Ma nager
Confi gura ti on Mana ger
Release Manager
Serv ice Lev el Ma na ger
I T Serv ice Continuity Ma nager
Av ailability Ma nager
Capa city Manager
Fina ncia l Ma nager

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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“We tried this two years  ago a nd i t faile d”

“We are tr yi ng to cha nge far too ma ny thi ngs  at once”

“We lack a cle ar se nse of s hare d pri orit ies”

“There’s  j ust no time to work on stra te gic iss ues”

“We’re alwa ys re -inv enting the s tra tegy!!”

“We are stra tegic ... until budget time whe n the s trategy 
goe s out the window”

“We start off wi th good inte nti ons  - but, far too ofte n, we 
fail to deliv er”

What we ov erheard from the Staff
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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1. Fail ure to foc us/ make the  choices

2. Fail ure to persist

3. Ma na ge ment c hur n

4. Fail ure to res ourc e adequatel y

5. Inappr opria te c ulture

Identified 5 Critical Issues
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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1. High lev el of pa ssiv e resista nce – the y woul d  
wi nk as the y left the r oom

2. Ov erwhelming opera tional focus
3. Inappr opria te rec ogni tion/re war ds
4. Lack of accounta bili ty

What were the Symptoms?

The S ol uti on:
1. Appropriate recogniti on s ys tem
2. Cha mpions for i niti ativ es
3. Accounta bili ty

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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1. Unflappa ble
2. High ta sk foc us
3. Disci pline d, l ogical
4. Effec tiv e communica tor
5. Work l ong hours
6. Energize tea ms
7. Ge t out on the “site” – ha nds-on
8. Dema nd res ults  

Successful Leadership Checklist
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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1. Identified Key Stakeholders
2. Culture Assessment
3. HR Best Practices
4. Kickoff Meetings
5. Arbitration Process
6. Executive Presentations
7. Awareness Sessions
8. Training
9. Posters
10. Lunch and Learn
11. Surveys
12. Questionnaires
13. Assessments
14. Whitepapers
15. Plan

1. Identified Key Stakeholders
2. Culture Assessment
3. HR Best Practices
4. Kickoff Meetings
5. Arbitration Process
6. Executive Presentations
7. Awareness Sessions
8. Training
9. Posters
10. Lunch and Learn
11. Surveys
12. Questionnaires
13. Assessments
14. Whitepapers
15. Plan

MoC

Guid e

Defined a Communications Plan
Man age me nt
of Cha ng e
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Who was inv olved?

Everyone!

Beca use i t’s all a bout people.  
Ev en the bes t pr oces ses a nd tec hnol ogi es 

will fail wi thout c ommi tme nt

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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Transformational
leadership

Measurement
of management

practices
Information

sharing

Reduced
status

distinctions

Compensation

TeamsExtensive
training

Employment
security

Selectiv e
hiring

High quality
work

High
Performance

Work
Systems

Educated Management on HPWS

“The Impact of high performance work systems”,  Mark Huselid, PhD 1998
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Identi fied top 3 stre ngths in the or ga nizati on
Very knowledgeable people
Great communication within groups, teamwork
Escalation procedures

Identi fied top 3 we aknesses i n the organiza tion
Limited training/education
Poor communication between groups
No Centralized repository of information

Identi fied top 3 improv eme nts tha t ca n enha nce QoS
Understand customer expectation/SLAs
Standard procedures across all customers and groups
Better communication

Identi fied top 3 threats  fr om poor qual ity of serv ice
Customer dissatisfaction
Loss of j obs
Remain in fire fighting, break fix mode

Interv iewed All of the Staff
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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After 
Session 1
ITIL Know ledge

0
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After 
Session 2
ITIL Knowledge

0
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40
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After 
Session 3

ITIL Knowledge

0
5

10
15
20
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30
35
40
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1 2 3 4 5

Dev eloped Customized ITIL/ITSM Awareness Sessions
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ACME L td.
Cert ificate of  Completion

i s hereby gr ant ed t o

Jo hn  Smith
to cer t if y that  they have com plet ed t o s at is facti on the

ITSM and ITIL Aw ar en es s  Ses s ions

Gr ant ed: Febr uary 8, 2002

J er ry  Ko p an ,
I n str u ct or
M ou n ta in vi ew C on su lt a nt s

Bill  S ho we rh ea d  
Glo ba l Ope ra ti on s  Del iv er y Ma na g er
MMF Ac co u n t

Monitored I TS M/I TI L Aware ness and Knowl edgeMonitored I TS M/I TI L Aware ness and Knowl edge
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Phase 1

Phase 9

Dev eloped a Nine Phase ITSM Tool Migration Plan

XM L Linknls .f ord.c om only

LDAP Link
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Selected The Service Management Tool
Man age me nt
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IT Operations

Configuration
Management

Change
Management

Incident
Management

Problem
Management

Ops
Bridge

•Call 
Mgmt

•Route
•Esc 
Mgmt
•Notify
•Fault 

isolation 
(netwo rk 

only)

Modeled “As is” Resolution Workflow

Remedy

Domain X DB

Web

System
Mgmt
to ols

NT/2K

SAP

Network

Exchange

Oracle

SQL

Novell/Netware

Web

Unix

DB

DB

DB

DB

DB email xls

Cust A

Cust B

Info
man

Vendor X

Customer

Sun

HP

Cisco

Trouble
Ticket

Open
TT

Trouble
Ticket

Trouble
Ticket

Trouble
Ticket

Trouble
Ticket

Trouble
Ticket

Close
TT

Check
Asset DB

Update
Asset DB

Solve &
Document

Deploy
Solution
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Man age me nt
of Cha ng e
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Te chn olo gy
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Operations

OpenView
Service
Desk

UNIX

SAP

Network

NT

Other

Service Desk

Configuration
Management

Change
Management

Incident
Management

Problem
Management

Modeled “To be” Resolution Workflow

1.Open
Inc Rec

2.Open
Prob Rec 5.RFC

7.Assess
Impact

14.Update
CMDB

1st

2nd

3rd

Level
Support

4.Update
KE DB

KE DB

8.
CAB
EC

XML
Web

OVO
NNM
MW

C1

EM C
Sun

Internal Support

13.
PIR

16.Close
Prob Rec

17.Close
Inc Rec

6.Open
Chg Rec

3. Root 
cause

Analysis &
Document

10.
Build

&
Test

12.
Deploy

15.Close
Chg Rec

11.
Authorize
Change

9.Work Order
& Project Plan
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Management SummaryManagement Summary

Performed Quarterly Baselines by Group

You must k now where you are before you can 
deter mi ne how to get to where you want to be

F unct io n Que st io ns

He l p De sk Pe rc e nt a ge  A tt ai ne d ( By  Att ri bute ) and Co mpl et ene s s:
At ta inm ent  Lev e l (M ax  /  By  At tr ibute  /  Ade qua c y ): 1 5 1 8 0

I nc ide nt Ma nag e me nt Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

1 2
Ma x

Ma x

1 2
Ma x

1 2

1 2
Ma x

1 2

k

Ha v e y ou de fi n ed, do cume n te d, a ppro v ed an d i mple me n te d 
pr oc e dur es  f o r i n iti a tin g  s y st e m c h an g e re q ues ts , if  n ec e ss a ry , to  
im ple men t  i nc ide n t r e so lut io n ?
Ha s  a  me th o dol o gy  be e n def in e d,  do cume n te d, appr ov e d a nd 
im ple men t ed to  i nt e gr a te  a uto ma ti c ca ll  dis tr ib uti on ,  c al l 
f d d/ f h l d k
Ha s  th e  pr oc e ss /te ch n o lo g y a ppl ie d to  i n ci de n t ma n ag e me nt  t ha t  
a ll ows  us e rs  to  di re c t th ei r suppo rt  c al ls  b as e d o n pro b le m t y pe 
b e en  de fi n ed, doc ume nt e d,  a ppro v ed an d i mple me n te d?
Ha s  th e  pr oc e ss  t o tr ac k  a n d sa v e  in c ide n ts  fo r  h is to r ic al  purpo se s  
b e en  de fi n ed, doc ume nt e d,  a ppro v ed an d i mple me n te d?  

Ha s  a  pro c es s  to  ge n er a te  r epo r ts  o n in c ide nt  ma n a ge me n t 
pe rf or ma n ce  b e en  de f in ed,  do cume n te d, a ppro v ed an d 
im ple men t ed?
Ha v e pro ce dure s  b ee n  de fi ne d, do c ume nt e d,  a ppr o v ed a n d  
im ple men t ed fo r dis se min a ti n g re po rt s to  a ppro pri at e par ti es ?  

Ha v e y ou de fi n ed, do cume n te d, a ppro v ed an d i mple me n te d a  
c om mo n pro c es s to  r e ce iv e , l o g an d t ra c k  c on t ac t fr om  use r s 
r eg a rdi ng  sy st e m a n d/o r  s of tw ar e in c iden t s?  
Ha s  a  s in g le  po in t- of -c o nt a ct  f or  us er s to  c a ll re g ar din g   in ci den t s 
b e en  de fi n ed, doc ume nt e d,  a ppro v ed an d i mple me n te d?   Do  

l l /h l d k

Ha s  a  pro c es s  b ee n  de fi ne d, do c ume nt ed,  a ppr o ve d a n d 
im ple men t ed to  c o mmun ic at e  in c ide nt  s ta tus  t o use rs ?  

Ha v e y ou de fi n ed, do cume n te d, a ppro v ed an d i mple me n te d 
e sc a la ti on  pr o ce s se s fo r un re so l ve d i nc ide n ts  t o me et  S LA 
r eq uir e men t s?

Ha s a co mmo n , en t er pri se -wi de re po si to ry  f o r al l i n ci de n t,  pro b le m 
a n d re s ol utio n  r e co rds  b e en  de f in ed,  do cume n te d, a ppro v e d an d 
im ple men t ed?  
Ha v e th e  pro c edur es  f or  l o gg i ng  i n ci den ts  a s  t he y  a re  r e po r te d 
b e en  de fi n ed, doc ume nt e d,  a ppro v ed an d i mple me n te d?  

Ha s  a  me th o d f or  pr io ri tiz i ng  lo gg e d i nc ide n ts  b ee n  de fi n ed, 
do cume n te d, appro v e d a nd imple me n te d? 

Ha s  a  pro c edur e be e n  def in e d, do cum en te d, appr ov e d a n d 
im ple men t ed fo r as s ig n in g  o wn er s hi p o f in ci den ts ?  

Ha v e co n tr a ct s wit h th ir d-pa rt y  s uppl ie rs  f or  pr oduc t m ai n te n an c e 
o r suppo rt  b ee n  de fi ne d, doc ume nt e d,  a ppro v ed a n d 
im ple men t ed?

U SE R MA N A GE M EN T S YS T EM S  M AN A GE M EN T CH A N GE  M A NA G EM E NT

H el p D e sk Sy ste m Co nt rol Ch an ge  C on tro l
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1. 39 1 .1 7
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1.8 3 0. 91
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Tell me how you are measured…

…and I ca n predi ct how you will behav e.
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Planni n g t o Impl emen t Service  Ma na geme nt

Appli cat io n M ana geme nt

The
Busi ness

Perspec tive

ICT
Infras truc ture
Man ageme ntService

Delivery

Service
Supp ort

ITIL Publication Framework

Security
Man ageme nt

Defined the Process Scope
Service Support

Incident
Problem
Change
Configuration
Release

Service Delivery
Service Lev el
IT Serv ice Continuity
Av ailability
Capacity
Financial

ICT Infrastructure Management
Backup and Recovery
Application/Systems/Network Management
Output Management
etc.

Application Management
Security Management
Build (Design, Implementation, Test)
Deployment (Enrollment)
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Workbooks
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Mgm t

Workbook
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1. Rev ision History
2. Process Overv iew
3. Questionnaires
4. S.W.O.T Analysis
5. Baseline 
6. ITIL Best Practices
7. Vision, Mission, Obj ectives, Scope
8. Logical Process Workflows
9. Physical Process Workflows
10. Process interdependencies
11. Work instructions (Procedures)
12. Roles and Responsibilities
13. Metrics and Key Performance Indicators
14. Impact statement

1. Rev ision History
2. Process Overv iew
3. Questionnaires
4. S.W.O.T Analysis
5. Baseline 
6. ITIL Best Practices
7. Vision, Mission, Obj ectives, Scope
8. Logical Process Workflows
9. Physical Process Workflows
10. Process interdependencies
11. Work instructions (Procedures)
12. Roles and Responsibilities
13. Metrics and Key Performance Indicators
14. Impact statement

Inci dent

Managem ent

Workbook

Used the ITSM Process Workbooks

Pre-fill ed
Templa tes
Samples
Surv eys
Spreadshe ets
Cus tomiza ble
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Processes

Aren’ t the proc esses a lready de fi ned i n I TIL?
Does ev eryone r eady under sta nd the I TIL?
Are we dev elopi ng processes  or j ust ma king pr etty pi ctures ?
How do you v alidate the proce sses ?
Will anyone rea d the doc umenta tion?
Can a nyone read the doc umentati on?
How do you ensure quality?  IS O docume nta tion s tandar d
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Hostname Description Model

Maximum 
A vail able 

Ho urs (mah)

U nplanned 
Downtime  

Hour s (udh )

U ptime 
Hour s 
(uh )

A ctual 
Availab le % 

(ap) 

Requir ed 
Available % 

(ap) 
delhp01 Dev - S AP,E DI, Trans D ev, Harbinger TLEK380/6 4GB 744 0.91 743.09 99.88 98.00
delhp02 QA  Server, S AP Training, QN1, TN1 V2250/8 4GB 744 0.25 743.75 99.97 98.00
delhp03 Sandbox, SN 1 K380/5 4GB 744 0 744 100.00 98.00
delhp04 BW  Dev, DN 2 K380/2 4GB 744 0 744 100.00 98.00
delhp05 EDI W eb Interface Dev LH  III/2 512MB 744 0 744 100.00 98.00
delhp06 VEGA II, AS AP, Team Server LH  III/2 512MB 744 1 743 99.87 98.00
delhp07 Training LH  III/2 512MB 744 0 744 100.00 98.00
delhp08 Interface/Conversion, Mercator LH  III/2 1GB 744 0 744 100.00 98.00
delhp09 SAP  DB  Server, PN 1 V2250/3 4GB 744 0 744 100.00 98.00
delhp10 SAP  App Server, D B FO, EDI Trans FO V2250/16 8GB NA NA NA N A NA
delhp11 SAP  App Server V2250/16 8GB 744 0 744 100.00 98.00
delhp12 EDI Interface Translator K580/4 1GB 744 0 744 100.00 98.00
delhp13 EDI W eb Interface, H arbinger TLX LH  III/2 1GB 744 0 744 100.00 98.00
delhp14 EDI W eb Interface FO LH  III/2 1GB NA NA NA N A NA
delhp15 Interface/Conversion LH  III/2 1GB 744 0 744 100.00 98.00
delhp16 Interface/Conversion FO LH  III/2 1GB NA NA NA N A NA
delhp18 Print/Job/Archive K580/4 1.5GB 744 0 744 100.00 98.00
delhp19 Backup S erver K580/4 1.5GB 744 1 743 99.87 98.00
delhp20 BW  DB S erver, PN2 V2250/16 8GB 744 3.4 740.6 99.54 98.00
delhp21 BW  App Server,DB  FO V2250/16 8GB NA NA NA N A NA
delhp22 BW  App Server # V2250/16 8GB 744 0 744 100.00 98.00
delhp23 NT Primary Domain C ontroller  PDC LH  III/2 1GB NA NA NA N A NA
delhp24 ManageX LH  III/2 1GB NA NA NA N A NA

99.94813
uh = mah - udh
ap = (uh/mah) * 100

Total Average Availability Percentage is 99.94

Defined Service Lev el Requirements
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

40Jerry_ko pa n@mo unt ain view .ca
DPI Otta wa May 31, 2 005

ITIL®  is a  regi stere d tra demark of the  UK OGC

In order to design an effective infras tructure, des ign objectives and architec ture requirements need to be
understood.  To fac il i tate this, O SD w il l  construct spec ific  design objectives from serv ice level objectives that
w ere defined as part of the SLA.  OS D wil l consolidate Best P ractice design objectives and refine them based
upon the unders tanding of P roject S LA .

D esign O bjectives

y IT Management operations, monitoring, and adminis tration should be maintained on an isolated network .
y Multiple operating environments  need to be maintained to support tes t, development, configuration,

consolidation, training, production, and disaster recovery .
y The Infrastructure design must prov ide a framew ork for integrated solution models.
y Automation techniques w il l  be applied wherever possible.
y The highest degree of data integrity  should be ensured throughout the enterprise.
y The Infrastructure design must al low for an upgrade path to future technologies.
y The Infrastructure design must be designed for a SAP implementation, yet prov ide the abil i ty, wherever

poss ible, to scale to other applications in D elphi 's  enterprise.
y Performance and efficiency must be cons idered in all  solution models .
y C ommon components  wil l be used which allow  interchange and quick  reformation of equipment for serv ing

recoverabili ty  and high availabil i ty needs.
y D esign each env ironment supporting domain (fac il i ties , local application and data base server, data center

network , LAN , WAN, application, data base) to have appropriate availabil ity  characteris tics .
y Protection against S ingle P oints  of Failur e (S POFs) through redundancy in each domain where it is  cost

justified.
y Functions must be in place to ensure operating, monitoring  and adminis tering the env ironment.
y U til ization of operating princ iples  that ensure protection of the env ironment ( e.g. configuration, change,

release management framework)
y Physical and system security of all  domains to ensure serv ice continuation and protection.
y U se common principles  for ease of management and operation for s tandardization and configuration.
y Prov ide design templates for al l  selec ted Transaction Level Recovery  scenar ios  that combine and reconc ile

availabil i ty  characteris tics, namely  Overall Availabil ity , Unplanned D owntime, and Disaster Restoration.
y IT management and uti l ity  serv ices (such as network backups) should not impact performance or availabil i ty

of the env ironment.

Defined Service Design Criteria For Each Serv ice Level
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Logic al Network  Des ign

Doc um enta tion Proce s s
Require me nts  Sum ma ry

SLA Summ ary
Des ig n Ob je cti ves
Des ig n Ch arac teri stic s
SAP Siz in g Qu es tio nn ari e Sum mary
HASP Sum mary
Dis as te r Reco ve ry Su mm ary

Ne twork De sign Chara cte ristic s
Hig h Ava il ab il i ty  a nd  Red un da nc y
Secu rity
Scalab i li ty
Flex ib il i ty
Performa nc e
Man ag ab il i ty
Cos t-e ffi ci en cy
Sup po rta bi li ty
In tero pera bi l ity
Sta nd ard iz atio n

Ne twork Clas s ific ations
Ne twork Re source  Pla nning - Tr affic cha rac teris tic s
High Le ve l Logic al Network  De sign (LAN, M AN, WAN)
De taile d Logica l Ne twork De sign

LAN
WAN

Applic ation Ne twork Arc hitec ture (ide ntify  protocols/s rc/
ds t/volum es )

SAP Prod uc tio n
Busin ess  Wareh ou se
Omn ib ac k
Daze l
Pro du cti on  Sc he du li n g
Harb in ge r
Merc ator
NT Do main  Se rvic es
Authe nti ca ti on  Se rvi ce s
Name  Se rvi ce s
Time  Se rvi ce s
Network  Fi le  Se rvi ces
Dyna mic Hos t Co nfi gu rati on  Se rvi ces
Remo te Acc ess  Servi ce s
Network  M an ag eme nt (RMON/SNMP)
MC/Servi ce  G ua rd
Autos ys Prod uc tio n Sch ed ul i ng
Con tra ctor Serv ic es
SAP Earl y Watch  Sup po rt Serv ic es
EMC Dia gn os ti cs  Se rvi ce  (c al l h ome )
HP HA Ob se rvatory  Su pp ort Servi ce
HP Su pp ortLi n e Sup po rt Serv ic e
SAP OSS

Ne twork Se curity
ne two rks ecu rity re qu ire men ts for ea ch  n et
Pol ic ie s an d Proc ed ure s

Na ming Sta nda rd/Conve ntion
ho stna me s, a l ia ses , d om ains
Network /Ho st Add res sing  Stan da rd/Co nve nti on

Sta ll Wiring Me thodology /Dua l Wiring Clos et

Phys ic al Netw ork  Des ign Doc um ent

Phys ic al Netw ork  Des ign
Mu lti pl e l eve ls  of de ta il  if n ecc es sa ry
Ide nti fy  te ch no lo gy  - ATM, 8 02 .3, FDDI, FR, ISDN, PSTN,...
Ide nti fy  ph ysi ca l l oc atio n o f n etwork  e qu ip me nt.

Ser vice s Configuration
Na min g Se rv ic es  Co nfi gu rati on  (DNS an d h os ts  fi l e)
WINS Se rvic es  Con fi g urati on
Tim e Servi ce s Co nfi gu ratio n (NTP)
Dyn am ic  Ho st Con fig ura ti o n (DHCP)
Ne two rk Add ress  Tra ns la tio n Con fig ura tio n (NAT)
Re mote Ac ces s Serv ic es Co nfi gu ratio n (RAS)
Ne two rk Man ag em en t Co nfi gu ratio n (SNMP, RMON)
Auth en ti ca tio n Con fig u ra tio n (TACACS, Sec ure ID c ards )

Softw are  C onfigura tion
HPUX ( d efau l t g atewa y, i fco nfi g (n etco nf), e tc., s nm p.co nf, etc.)

HPUX sh ou ld  re al ly  b e i n the  Ph ys  Sy stem De sign  do c
IOS (OSPF/EIGRP, HSRP,...)
F irm wa re (swi tch es -VL ANs, co nc en tra tors, hu bs , e tc.)
etc .

Ne tw ork  Sec urity  Configura tion
HPUX (IP forward ing , ran d om TCP s eq ue nc in g, i ne td .se c,...)
Ne wo rk elem en t ACL s, VL AN, e tc.
ISP In te rne t Fi re wal l/Ne two rk Add res s Tran slatio n
HP Secu re Bac kb on e Fire wal l
EDS Rou te r ACL s
De lp hi  Rou te r ACL s
PSTN A/B Swi tch

Ha rdwa re  Configuration
Serv ers mu st be  in  th e Phy si ca l Sys te m Des ig n d oc ume nt
Ro uters  - d is tri bu tio n o f b la de s ac ros s du al  ba ckp la ne ...
Switc he s - du al  p owe r s up pl y,
Co nce ntra to rs - du al  h om ed  c on fig ura tio n, ...
Hu bs  - d ua l po rt tran sc ei ve rs, ...
RMO N p rob es
Termin al  Se rvers  -Co ns ole Acc es s Con fig ura tio n - RS2 3 2/42 2
HP V Clas s Serv er to  HP70 0 Con so le  Network  Co nfi gu rati on
etc .

Wir ing Topology  for  e ac h Ne twork
Da ta  (FDDI meth od olog y)
Us er
Util i ty
He artbe at
Ma na ge men t

Environm enta l Spec ific ation
Powe r
HVAC - BTU ca lc ulati on s
Flo or sp ac e/Rac king  sp eci fi cati on s

Stall Wiring De ta iled Configura tion (w ith ca ble  la be lling)
Ne two rk Equ ip /Pa tch  Pa ne l Con fig ura tio n
IDU/Wiri ng  Clo set Con fig ura tio n
IDU/Sta ll  Cab li ng  Con fig ura ti on  (Cab le  d rop s to ea ch  stal l)

Tec hic al Spe c ific ations  for Cabling
IEEE a nd  EIA Sta nd ard s, Cat5/6 , Sing le  mod e/Mu lti -mod e fi be r

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

Dev eloped a Service Design Standard

42Jerry_ko pa n@mo unt ain view .ca
DPI Otta wa May 31, 2 005

ITIL®  is a  regi stere d tra demark of the  UK OGC

IOSD Da ta Ce ntre

S AP
GUI

SA P  A pp  S erver
del OS D1 1

Us er
Netwo rk

S AP  DB S erver
CI

del OS D0 9

Data
Network

S AP  Ap p Serve r
S AP  DB FO
de lOS D10

R

SA P
GUI

S AP  Bol t -ons
d elOS DXX

SA P  GUI  o nly  u ses the
Us er Ne twork.

SA P  A pp li cat i on
Se rver- S A P Databa se
Se rver T raf f ic us es the
Data Ne twork on ly.
SA P  A LE  is  u sed for
commu ni cat io ns

He artb eat
Network

EDS
Netwo rk

 MC/Se rvi ce  Gu ard use s th e
He artb eat  Ne twork po ll in g.   A ll

othe r n etworks  a re u sed  for the
h eartbea t as red und ancy .  Li nk

l evel  p rotocol  not  ro utabl e

Th e Cent ral Instan ce
(CI ) is l ocated  o n
del OS D0 9.   W hen  a
SA P  GUI  fi rst  o pens  a
ses sio n it  con nects with
the CI to establ is h
whic h AP P  S erver it
sho ul d con nect  to  for
lo ad ba lan cin g.

Uti li t y
Network

Man agem ent
Ne twork

Ut il it y and  Ma nag emen t Netwo rks are not
u sed for SA P  t rans act io ns.   T hes e wi ll  be

use d for S A P ad mini st rat ion  a nd
ma nag ement

B ol t-on  a ppl ic at ion s
co mmuni ca te  with the S AP

Ap p S ervers wh ic h th en
co mmuni cate with the S AP  DB

S erver.   RFC's  a re u sed  for
co mmuni ca ti on.

A ll  n etwo rks must  be
ro utabl e so that  th ey

c an be man age d.   T he
n etwo rk mu st  b e

i nst rume nted.   S ervi ce
lev els  mu st  me et  S LA

requ ireme nts.

SA P  DB  to  A pp
Se rvers
commu ni cate usi ng
AL E u sin g ports fo r
exa mple  3 201  a nd
33 01

SA P GUI  to Ap p
Se rv ers commu nic ate
us in g 320 1 and  3 301

for examp le

SA P GUI , A pp an d DB  Se rv er c ommun ica te
via a pre conf i gured  p ort .  Ea ch Cent ral
In sta nce  h as two  u niq ue po rts.   SA P-DP  p ort
in the rang e 320 0-32 99 an d a SA P -GW  port
in the 33 00-3 399 .  If  th e uni qu e CI  ID is  0 1
th en the 2 ports are 32 01 an d 330 1.    Th ere
can on ly be  a  ma ximu m o f 99  CIs per si te .
The  GUI , A PP  and  DB  all  use thes e  two
uni que  p orts.

ALE  (Ap pl ic ation  L in k E nab l in g) is  a  h igh
le vel  p roto col  th at i s used  fo r S AP
co mmuni cat i on.   Used  fo r co mmuni cat i on
be twee n th e GUI ,  A P P an d DB .

RFC (Re mote  F un ction  Cal l ) i s a hig h le vel
protoc ol that  is  u sed by  b olt -on  ap pl ica ti on s
su ch as Daze l and  A utos ys to  c ommun ica te
with the DB or AP P  S erve r.

NFS  for t ra nsp orts  (/us r/
sapt ran s) wi ll  u se the

Man agem ent  Ne twork.

NF S

3 Tier Clien t-S erv er Arc hi tec tu re

GUI A PP DB

Documented Serv ice Architecture
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IHP Da ta  Ce ntre

SAP Serve r
V Cl ass

Man age men t
Netwo rk

SAP Serve r
K Cl assNT Cla ss

PSTN

PBX

d
ial

out

HP
Su pp ortL in e

ISDN

HA Obse rvatory
Supp ortNode

R BRI HP HA
Obs ervatory

Frame
Rel ay

16KCIR SAP
OSS

EMC
Di ag nos ti cs

EMC

di
al-

in

dia
l-o

u
t

Cons ul ta nt
BRI

Secu re  Ba ckbo ne
Network

R

HP OSC

R

TACACS
Serve r

R

HP p rovi ded
Cisc o 100 4

Rou ter

MCI p ro vid ed
Cis co

Ro uter

HP provi de d
Mul t i Custom er

Router

MCI
Remo te  L AN Dia l

80 0 Servic e
POP-Ca nad a

ISDN
Cana da

PSTN
Ca nad a

Co nsu ltan t
V.9 0

12 8K CIR

Cons ultan t
BRI

MCI
Remo te  L AN Dia l

80 0 Servic e
POP-USA

ISDN
USA

PSTN
USA

Co nsu ltan t
V.9 0

FW

Intern et
UUNET
TO POP

R T1

Del phi
TL X Cl ien ts

MCI  p rovi ded
Ci sco
Router

Del ph i
T LX Cl ie nts

DMZ
Ne twork

Ha rb in ger
I IS (W eb Server)

256K por t

Use r
Ne twork

Documented Support Architecture
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I HP Dat a C ent re

S AP Ser ver
V C las s

Man age me nt
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K Cla ss

N T C lass
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2 56K  port

Us er
N etw ork

It Was Easy After We Understood the Architectures

I OSD  Da ta Cen tre

SA P

GU I

SA P A pp  Ser ver

del OSD 11

Use rN etw ork

S AP  DB  Ser verC I

de lOS D09

DataNe two rk

S AP App  Se rverSA P D B F O

de lOS D10

R

SA P

G UI

S AP  Bol t-on s

delO SD XX

S AP GUI  onl y us es t he

U ser Netw ork .

S AP  Ap plica tionS erv er- S AP  Da taba se

S erv er T raff ic us es the

D ata  Ne twor k on ly.S AP  AL E is  use d fo r

c om mun icat ions

He artb eatN etw ork

E DS

Ne twor k

 M C/S erv ice Gua rd u ses  the

He artb eat  Net wor k po lling .  A ll

oth er n etw orks  are  use d fo r th e

he artb eat a s re dun dan cy.  Lin kleve l pro toc ol no t ro utab le

T he Cen tral Inst anc e

( CI) is lo cate d o n

d elO SD0 9.  Wh en aS AP  GU I fir st op ens  a

s ess ion it co nne cts with

t he C I to  est ablis hw hic h AP P S erv er it

s hou ld c onn ect to fo r

l oad bala ncin g.

Utili tyN etw orkM ana gem en tNe two rk

Util ity a nd M an age men t Ne two rks are notuse d fo r SA P tr ans acti ons.   Th ese  will  be

use d fo r S AP adm inis trati on a nd

m ana gem en t

Bo lt-on  app lica tion s

co mm unic ate with  the  SA P

A pp Serv ers  whi ch t henc omm un icat e wi th th e S AP DB

Se rver .  RF C's  are  use d fo r

c omm un icat ion.

All  net wor ks m ust  be

ro utab le s o th at th eycan  be  man age d.  The

netw ork  mu st b e

ins trum ent ed.  Ser vice

lev els m us t me et S LAreq uire me nts.

S AP  DB  to A pp

S erv ers

c om mun icat e us ing

A LE  usin g p orts  fore xam ple  320 1 a nd

3 301

SAP  GU I to  Ap p

Se rver s co mm unic ate

us ing 320 1 an d 33 01

fo r ex amp le

S AP  GU I, A pp a nd DB Serv er c om mun icat ev ia a  pre con figu red port .  Ea ch Cen tral

I nsta nce  has  two  un ique  po rts.  SAP -D P po rt

i n th e ra nge 320 0-32 99 and  a S AP- GW  po rt

i n th e 33 00- 3399 .  If  the  uni que  CI I D is  01t hen  the  2 po rts are 320 1 an d 3 301 .   T here

c an only  be a ma xim um  of 9 9 C Is p er s ite.

T he GU I, AP P a nd D B a ll u se t hese   tw ou niq ue p orts .

ALE  (A ppli cati on Link  En abl ing)  is a  hig hleve l pro toc ol th at is  us ed fo r S AP

com mu nica tion .  Us ed for c om mun icat ion

betw een  the  GU I, A PP  and  DB .

RFC  (R emo te Fun ctio n C all)  is a  hig h lev el

prot oco l tha t is use d by  bol t-on  app lica tions

suc h as  Da zel a nd Auto sys  to c om mun ica tewith  the  DB  or A PP  Se rver .

NFS  for  tran spo rts (/us r/sa ptra ns) will use  the

Ma nag eme nt N etw ork .

NFS

3 T ier Clie nt-S erv er A rch itec tur e

G UI APP DB

Doc umented
All Serv ices
End-to-e nd

CMDB

Keep It Si mple !

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

Component 
Fail ure Impac t 
Anal ysis (CFIA)

Component 
Fail ure Impac t 
Anal ysis (CFIA)

•Av ailability Pla n
•Capa city Pl an
•Inv estment Pla n
•Budge ti ng
•Conti ngenc y Plan
•Serv ice Catal og
•Design, Buil d, Tes t
•Struc ture d Wiri ng
•etc.

•Av ailability Pla n
•Capa city Pl an
•Inv estment Pla n
•Budge ti ng
•Conti ngenc y Plan
•Serv ice Catal og
•Design, Buil d, Tes t
•Struc ture d Wiri ng
•etc.

Threa t/R isk 
Assess me nt 
(CRAMM)

Threa t/R isk 
Assess me nt 
(CRAMM)
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  Business Processes 
 XAD XTC XES XMB XPM Ship ping  Transport HR 

XAD SAP  R/3 � � � � � � � � 
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SLAs Were Mapped To Customers and Support Groups

Business  Units
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Relia bility of 1 mea ns no failur e
Fail ure = 1 - R

Relia bility of a seria l s ys tem is:
R(A,  B) = rA * rB

= 0.9 * 0. 8 
= 0.72

R << r min

Relia bility of par allel s yste m is:
R(A,  B) = 1 - ( 1 - rA ) * ( 1 - rB )

=  1 - ( 1 - .9 ) * ( 1 - .8  )
=  1 - .1 * . 2 = 0. 98

R >> r max

R(A,  B) = 0.7 2

A
rAr = 0.9

B
rB = 0.8

R(A,  B) = 0.9 8

Router
rA = 0.9

Router
rB = 0.8

Reliability
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The likelihood of a de vice prematu rely f ailing within 1 ye ar of  being put 
into service, if the MTB F is 43,800 hrs (about 5  ye ars)

f(t<876 0) = 1 - e 
- 8760 /  1000000

= 0.00872

r(t<8 760) = e 
- 8760 /   1000000         

= 0.9912 8

f(t < t1) =  1 - e

f(t > t2) =  e
- t2 /  mt bf

f(t1 < t < t2) =  e        - e
- t1 /  mt bf - t2 /  mt bf

- t1 /  mt bf

fa ilure reliabi lity
Years T MT BF 1-EXP(-T, MTB F) EXP(-T, MTBF )

1 8760 1000000 0 .00872 0. 99128
3 26280 1000000 0 .02594 0. 97406
5 43800 1000000 0 .04285 0. 95715

Exp onenti al Fai lure Probabil ity D ensity Functi on

time of fa ilur e (t)MTBF
(1 ,0 00 ,00 0 hrs
 or 1 14  ye ar s) 

f(t )

t1 t2

Defined Proactive Problem/Availability Management
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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What is the Availability of the Service?
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

failure reliability
Ye ars T MTBF(-T, MTBF) (-T, MTBF)
day 1 24 61320 0.00039 0.99961

month 1 720 61320 0.01167 0.98833
year 1 8760 61320 0.13312 0.86688
year 3 26280 61320 0.34856 0.65144
year 5 43800 61320 0.51046 0.48954
year 7 61320 61320 0.63212 0.36788

Day 1 Month 1 Year 1 Year 3 Year 5 Year 7
SPOF1 0.99961 0.98833 0.86688 0.65144 0.48954 0.36788
SPOF2 0.99961 0.98833 0.86688 0.65144 0.48954 0.36788
SPOF3 0.99961 0.98833 0.86688 0.65144 0.48954 0.36788

Produc t 0.998827 0.965388 0.6 51439 0.276453 0.117319 0.0 49787

Availability 99.883% 96.539% 65.144% 27.645% 11.732% 4.979%

Assume a  7 year MTBF

The Pr obabil ity that the S erv ice will be av aila ble withi n: 
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Change Manage me nt

Chan
ge I

ni
tia

to r

Cha
nge

 O
wner

Chang
e  M

ana
ge

r

CAB
TAB
Dep

loy
ment

Test

NT Su ppo rt Se nior Directo r X X X
Ap plicatio n Int egr ation X X
Dir ecto r Pro ject Manag er X
Ad ministr ativ e Assistant X
Tech  Archite ctur e Manag er X X
De ployment  & Migr ation  Ma nage r X X
De puty  Pr oject  Man age r X
Imp leme ntatio n Le ader X
Imp leme ntatio n Coo rdin ator X X
Imp leme ntatio n Plann ing X
Co ord inato r X X
Co ord inato r X X
NT Coo rdin ator X X
Tra ining Coor dinato r X

Tech nical Ana lyst X X X
Pr ogr ammer /Analyst X X
Pr ogr ammer /Analyst X X X
Pr oject Man ager X X
Pr oject Lead er X

Se curity Conne ctivity Chief X X X
Se nior So ftwar e Secur ity Analy st X X
So ftwar e Secur ity Analyst X
IT Sec urity policy a nd Fra mewo rk Chie f X

NT Su ppo rt

Prod uction  Engine erin g

Secur ity

Mapped ITSM Roles and Responsibilities to the Organization
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High $

Low $

Potential
Savings

Easy Effort Difficult

Re-bid LD Voice 
and Data

Negotiate 
Local 
Carrier 
MSAs 

Managed Services 
Procurement

Time

Negotiate 
Wireless
Contracts

Optimize 
Network 
Architectu

res

Centralize
Invoice Processing

& Billing 

IXC and 
CLEC Pilots 

Bid value-
added 
telecom 
svcs 

Wave I Wave II Wave III

Competiti
vely Re-
bid Local 
Services 

Tactical
Telecom 

Management 
(centralized invoice 

processing and 
billing)

Network 
Optimization

Centralize 
Invoicing by Affiliate

Strategic Sourcing of 
All Telecom Services

Dev eloped Capital Investment Model
Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
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i
i

x

2
xx ss +=

Introductio n

1 2 3 4

Me an ( µ )

Standar d Dev iati on (σ = 68% , 2σ = 95% )

What is the av erage  inci de nt durati on ti me?  
Does a shorter ti me mea n tha t it i s be tter?

Nor mal
Distri buti on

When is a Process under Control?
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Man age me nt
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P rog ram
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Reported KPIs to Management and Customers

¾ Average time to resolve an incident
¾ Time to respond to an incident
¾ Number of bounces 
¾ Number of SLA exceptions
¾ Number of trouble-tickets
¾ Number of Escalation Audits
¾ Business Fundamentals Table
¾ Average time for change request 

(TAT)
¾ Percentage of changes without error
¾ Etc.
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Dema nd

Suppl y

Instituted a CIO/IT Balanced Scorecard

Corporate Perspective
Objectives Measures

Internal 
Perspective

Objectives Measures

User Perspective
Objectives Measures

Learning and Growth 
Perspective

Objectives Measures

How do we look 
to management ?

How do we look to 
users ?

How effective, 
efficient, economic 
and equitable are 
we?

How are we positioned to 
meet future challenges ?

Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice
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Service
Key Performance Indicator A B C

Supports custo mer rela tionship manage ment  (CRM)

Able to suppor t the fast introduction  of  new technologies

Able to suppor t new ways for custo mers to  in teract wi th org

Able to suppor t custo mer self-service

Flexibility — can easily be modified to meet changing business needs

Scalability — can handle anticipated short-term and long-term growth

Can support doubl ing o f transaction volu mes w/o  redesign

Can support 5x increase in transaction volu mes w/o  redesign

Can support 10x increase in transaction volu mes w/o  redesign

Reliab il ity

Other Characteristics

Operationally cost-e ff ic ient

=Service is capable =Can be made capable  in  the  short term =Is i mpractical to make capable

Service Portfolio Scorecard (RAG)
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Man age me nt
of Cha ng e

S trat egy

Te chn olo gy

P roc ess
P rog ram
Man ag eme ntOff ice

People
Skill rating
Attrition rate

Traini ng
Performanc e

People
Skill rating
Attrition rate

Traini ng
Performanc e

Process
Incident s pe r da y
SLA exceptio ns
Portfolio c osts

Producti on fail ures

Process
Incident s pe r da y
SLA exceptio ns
Portfolio c osts

Producti on fail ures

Technology
Server utilizatio n

Router  MTBF
Tra nsactio ns / h our

Availability

Technology
Server utilizatio n

Router  MTBF
Tra nsactio ns / h our

Availability

Aggregation and Correlation of Common Industry KPIsAggregation and Correlation of Common Industry KPIs

Dashboards
Mgmt Information
Decision Support

IT Balanced
Scorecard

IT Balanced
Scorecard

C orp ora te Per spe cti ve
O bje ctiv es M eas ure s

Ob jec tive s M ea sur es
Us er P er spe ctiv e

O bjec tive s Me asu res

L ear nin g a nd  Gro wt h 
Pe rsp ect ive

O bje ctiv es Me as ures

Business 
Value

Assessment

Evaluation to 
identify: 

1.efficie ncies, 2.cost 
savings, 3.re venu e 

gene ratio n 
oppo rtuniti es.  

Business 
Value

Assessment

Evaluation to 
identify: 

1.efficie ncies, 2.cost 
savings, 3.re venu e 

gene ratio n 
oppo rtuniti es.  

Right-size and Optimize –Create Business Value
IT se rvice man age ment,  serv er c onsoli datio n, tele com,  etc.

Right-size and Optimize –Create Business Value
IT se rvice man age ment,  serv er c onsoli datio n, tele com,  etc.

Corporate
Balanced
Scorecard

Corporate
Balanced
Scorecard

C orp ora te Per spe cti ve
O bje ctiv es M eas ure s

Ob jec tive s M ea sur es
Us er P er spe ctiv e

O bjec tive s Me asu res

L ear nin g a nd  Gro wt h 
Pe rsp ect ive

O bje ctiv es Me as ures

Market in gCust omer Supp lierCxO Plant
Man ager

Director
Man ager

Staff

Achieved the IT Service Management Vision
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Lessons Learned

Ge t Ma nageme nt Commitme nt,  Congrue nce and Conti nui ty

LEADE RSHIP:  Lea d the I TS M I nitia tiv e

Buil d a Ver y S trong Te am that is  resul ts driv en

Buil d a S trong Vi sion, Mi ssion, Obj ectiv es, Acti on Plans and pla n 
for qui ck wins

Don’t l et a nyone fool you into think ing tha t this is a multi year, 
mul ti-milli on dollar proj ect 
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Motiv ational Quotes

“You mus t be the c ha nge  you wis h to see in the  worl d”, 
Ma ha tma Gandhi  

“We’ll stop c ha ngi ng whe n our c us tomers do”, Cal Hart -
VP Busi ness  Tra nsfor mati on, Ca na da Post Cor pora ti on

“Progress i s a nice wor d. But change is i ts motiv ator.  And 
cha nge has i ts e ne mies.”,  Robert F. Kenne dy

“Ah, but a man's re ach shoul d ex cee d his  gras p, or wha t's 
a heav en for”, Robert Browning

“If you don’t c ha nge you’ll s mell”,  my Mother
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