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About the audience

# How many are ITIL trained or aware ?
# How many have implemented or are implementing I TS M?
# How many are thinking aboutimplementing ITSM?

#  What is biggest barrier to a successful ITSM implementation?
a. Process (support, delivery, design, deployment, ...)
b. Product (software and hardware technology, tools, ...)
c. People (culture, behav iour, attitude, willingness to change, ...)
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8:30 Quick overviewof ITILand ITSM (5 min)
Intr oduction
Partners
Processes
10:00 Break
Products
People
Summary
11:30 Questions and Answers at11:30
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The Service Provider
The Customer and Users
The Services
Our role
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Best Practices: ITIL and OGC Guidance
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What is ITIL and IT Service Management The 7 Books in the ITIL
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The Service Support and Delivery Books

circa 2000 Service Desk*

Service Incident Management

Support
Problem Manayement
Configuration Management
Change Management

Release Management

Service Capacity Management
Delvery Financial Management
Availability Management (Security)|

Service Level Management

IT Service Continuity Management
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What is ITSM and an ITSM Program?
LTService Management (ITSM) is aboutrunningIT like a

business. ITSM is a discipline thatintegrates strate gies,
people, processes and technologies using best practices to
provide quality ITservices for customers and users within
agreed upon service levels.

trate gy

AnlITSMProgramis an|T Transformation project. For some it
will be an easy change butfor mostit will be a paradigm shift.
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The Approach was Aligned with ITIL for Enabling a CSIP

Where we

2. be? want to go
3. et there?
4. when you getthere?
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An ITIL-based Four Track Approach

#Proven in practice F;\a/?s"ig’f

*Turnkey Mission

#Repe ata ble Action Plans)

#Reus able

#Directed

*Facilitated (Le:::rzlheip, Program A
#Coac hes Governance, [ Management (Pro;gldel;res,
#Me ntors Control) Office Workflc;w)
#Documented

#Workbooks

*CSIP Products

#|nsti tutiona lized (Planning,
Design,
Implementation)
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Success is all about execution Defined the ITSM Strategy

STRATEGIC ITSMANALYSISWORKBOOK
Context: Ass@smert of the Busness and CompeltiveEnvironmert

Political, Econonic, Seial, Bchndogicd Analysis

Focus d Industy Analysis

Porter Analysis: Forces DrivingIndusty Competiton

Emerging CompeltiveStrategies

Competitor Profie

CONTEXT: ORGANIZATIOMNAL SIZEP

1 ITSM Rationale
2 ITSM Positiming
3 ITSM Philos @hy
4 Company Culture
5 Finandal Praclces
6 Profit Analysis
7
8
9
1
1
1
1

e on s o ity nabais
o e v Seaby

" . Rawteet s on Bamen Bafornarce
outstandinglyexecuted is far oK

superior to an outstanding

strate gy poorlyexecuted”

1
i
i
1
i
i
1
1
i
1
1
i
1
1
i
“A sound strategy 1
1
12010 Customers - KoyQuestions
1211 Price-Quallty Paiiorng Anayss
1 2 Product Develg@ment Portfdio Analss
1218 Infornatiar Techndogyand the Valie Ghain
1 SYNTHESB: PUTTING THE PIECES TOGETHER
13 Establihing Dirtion
152 Product-Markd Gouth Gptions
133 Gitical Suwes Faclos
1.3.4 Creating a Value Propasiton (Positoning)
135 Core Competence
1 DEFINE DRECTION
T Vision Statanent
142 Mision Statanent
T4s Stategic Gojodive
Taa IT and Gorporate Balarced Scoreard
15 TAKING ACTION
15 Action Plars
T2 Gommuniating tr Sirategy
153 Bariors to Impomenation
16 FOLLOW-UP ACTIVITES

TEN POINT STRATEGY ASSESMENT ~3MonthRevéw.
TEN POINTSTRATEGIC PLANNING PROCESS ASSESMENT
TEN POINTSTRATEGY MPLEM ENTATION ASSESSAENT
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Corporate
Balanced

IT Balanced
Scorecard

Reviewed the Strategy Every 3 Months

10 Point S trategy Asses sment

# How do we feel about the strategy? P ards ¢
#  What are our achievements? 1"
#  What has been accomplished?

# What are the substantive issues?

#  What are the process iss ues ? on and Correlation of Common Industry KPIs F

# Howare we doing against our time line? x x

#  What are our next three months’ priorities ?

# What are our next three months’ goals? % g '?e"fs':p%?asay

#  What are our next three months’ action plans? e

# What could getinour way? Production fal res
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Leadership

The success of any projectis directlyrelated to Leaders hip
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Are You a Leader or a Manager

<> I like to ...
. Achieve breakthroughs in performance

Achieve incremental improvements in performan ce
Acquire much different types of cu stomers

Challenge and obstacles to improve daily perfo rmance
Commit to an entirely new mission

Control things

Create a clear and comp elling vision of the future, which may look
altogether different fro m today

Develop strategy

Enter new markets

Face cu rent reality

Implement strategy

Innovate

Keep things in a state of equilibrium (butnot status quo)
Make major change happen

Manage or mitigate risk

Manage tactics

Stay loyal to the mission

Take actions to deal with immediate issues

Take big risks

$naBOI3TATTIST @mpapTse
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Its All About Leadership

-

Model the way
Inspire a Shared Vision
Challenge the Process
Enable othersto Act
Encouragethe Heart

L

“The Le adershipChalle nge”, K ouz es and Pos ner, 2002

g k
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Assigned Process Managers

Incident Manager

Problem Manager

Change Manager
Configuration Manager
Release Manager

Service Level Manager
ITService Continuity Manager
Av ailability Manager

Capacity Manager

Financial Manager
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What we overheard from the Staff

#“We tried this two years agoand it failed”

#“We are trying to change far too manythings at once”
#“We lack a clear sense of shared priorities”

#“There’s just no time to work on strate gic iss ues”
#“We’re always re-inventing the strategy!!”

#“We are strategic ... until budget time whe n the strategy
goes out the window”

#“We start off with good intentions - but, far too often, we
fail to deliver”

bR " . Innovation
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What were the Symptoms?

Identified 5 Critical Issues

1. Failure to foc us/make the choices
2. Failure to persist

3. Managementchurn

4. Failure toresource adequately

5. Inappropriate culture
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Successful Leadership Checklist

1. Highlevel of passive resistance — they would
wink as they left the room

2. Overwhelming operational focus

3. Inappropriate recognition/re wards

Lack of accountability

>

The S ol ution:

1. Appropriate recognition system
2. Champions for initiatives

3. Accountability
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Unflappable

High task foc us

Disciplined, logical

Effec tive communicator

Work long hours

Energize teams

Getout onthe “site” — hands-on
Demand res ults

ONoOahkwN=

Jerry_ko pa n@m o unt ain view .ca 2% L
DPIOttawa May 31,2005 g A m“wa 0“
ITL® isa registere dtrademark of the UK OGC il

M -v AN
A'nmrmm% mﬂmw AR

A i
il \rrm'f.wwfm mw




Defined a Communications Plan

Identified Key Stakeholders
Culture Assessment

HR BestPractices
Kickoff Meetings
Arbitration Process
Executive Presentations
Awareness Sessions
Training

. Posters

10.Lunch and Learn
11.Surveys

12. Questionnaires

13. Assessments

14. Whitepapers

15.Plan

CENOORON
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Educated Management on HPWS

DPI Gttawa May 31,

Who was involved?

Everyone!

Because it's all about people.
Even the best proces ses and tec hnol ogies
will fail without c ommitme nt
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Interviewed All of the Staff

0 Extensive Teams
training
Selective Compensation
hiring e
\\ A a /
High Reduced
Employment Performance -~ status
security Work distinctions
/ Systems
Measurement \ Information
of management i
- sharing
practices
High quality Transformational
work leadership
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Identified top 3 strengths in the or ganization
#  Very knowledgeable people
#  Great communication within groups, teamwark
#  Escalation procedures

Identified top 3 we aknesses in the organization
#  Limited training/education
#  Poor communication between groups
#  No Centralizedrepositary of information

Identified top 3 improvements that can enhance QoS
#  Understand customer expectationSLAs
#  Standard procedures across all customers and groups
#  Better communication

Identified top 3 threats from poor quality of service
#  Customer dissatisfaction
#  Loss ofjobs
#  Remain in fire fighting, break fix mode
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Dev eloped Customized ITIL/ITSM Awareness Sessions

<> | Monitored ITS MITIL Aware ness and Knowledge E

After After After
Session 1 Session 2 Session 3

E
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Selected The Service Management Tool

Buw] BANDEW U= e ] s e | T e e | TSRO
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Developed a Nine Phase ITSM Tool Migration Plan

Q Phase 1

Phase 9
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Modeled “As is” Resolution Workflow




Modeled “To be” Resolution Workflow

| 12, |
Dephy

T | ozen | BT zoven I vouendf T cvenffoworvoraer] 1 T4 Updatd
(A KEDR & Project Plan 4 MDR

Desk

Operations

Tell me how you are measured...

...and | can predict how you will behave.
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<> You must know where you are before you can
deter mine how to get to where you want to be

Performed Quarterly Baselines by Group

Management Summary
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Defined the Process Scope

Process Service Support

# Incident
Workbooks ML Publicationlesamewark

Change

Application Management
Security Management

Deployment (Enroliment)
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Used the ITSM Process Workbook

Processes

Rev ision History

Process Overview
Questionnaires

S.W.0.T Analysis

Baselire

ITIL Best Practices

Vision, Mission, Okj ectives, Scope
Logical Process Workflows
Physical Process Workflows

Aren’tthe processes already definedinITIL?

Does everyone ready understand the ITIL?

Are we developing processes or just making pretty pictures ?
How do you validate the processes ?

CONOURWN =

Pre-filled

#Templates 10. Process interdependencies Will anyone read the documentation?

#Samples 11.Workinstructions Procedures) Cananyone read the documentation?

#Surveys 12.Roles and Responsibilities How do you ensure quality? 1S O docume ntation standard
#Spreadsheets 13. Metrics and Key Performance Indicators

#Cus tomizable 14.Impact statement
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Defined Service Level Requirement Defined Service Design Criteria For Each Service Level

In order b desgn aneffedive hfrastncture, i1 objecties ad architectire requirementsneedto be
undersood. To faclitatethis OSDwl @nstrud secifc desgn djedives fromservie bvelobjediwes tha

Maximum = Unplanned Uptime = Actual  Required wee defired aspart of he SLA CS D @i desgn refne then basd
Awilable | Downtime | Hours Available 9, Available % uponthe uncerstandng ofP rgects 1A
Hostname __Description Model Ho urs (mah) _Hours(udh) __(uh) (@p) (ap)
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delip04 802 4GB 7: 744 10.00 6. * Mulipleoperatirg enironmants reed to te mantaired to sipport est, dvelmer, corfiguraton,
JeTp0 H 25720 000 5 corsolidation trainirg, prodiction and dsaser recarery
Jelm0e 1L ASAP_Fam Serer AP @ o8 + The Irfrastrudure design must povidea framew ak for integratedsoluion models
delp07 H 11/2 51218 7: 10.00 98, + Autoration bchngueswll beapplial whereva possble
Celm0E ZiGE 1000 | - + The hghes degreeof dataintegrty sfould t» ensired throighoutthe entrprise.
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dellp [ V228716 568
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dellp 16 8G8 4. 44 10.00 98.00 possibk, to saleto otha applcatins inD dphis enerprise.
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| 2300 |
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uh =mah - uch
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of theenvionmert
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Dev eloped a Service Design Standard

Documented Service Architecture
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Documented Support Architecture It Was Easy After We Understood the Architectures

Documented
<4——— All Services —»
End-to-end

FOP-USA

*Av ailability Plan
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MClprodst
Ciso

Rata

CMDB

Keep It Simple!
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Component
Failure Impact
Analysis (CFIA)

Threat/Risk
Assess ment
(CRAMM)

«CapacityPlan
*InvestmentPlan
*Budgeting
*Contingency Plan
*Service Catalog
*Design, Build, Test
*Struc tured Wiring
etc.
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SLAs Were Mapped To Customers and Support Groups

Reliability
Busingss-Upits - - - R .
O S S [ [ | e T #  Reliability of 1 means no failure
XADSAP R3¢ . . . . . . & : =1 .
Cesarkn T o ool : : : Failure =1 -R =
» TS BY ) ) g g B B R(A, B) =0.72
8 US Siebel 0 0 g 0 ¢ g g g
‘% 12 S S : ¢ ; . # Reliability of a serial system is: A B
Manu 0 0 g g y y 0 —
> FRED S . . - 0 R(A, B) =1, *rg ra=0.9 rg=0.8
Log e + .
.= Intmnet P ST SR S Y . . . =0.9*0.8
Intemet . . . . + + . . -
E-mail ¢ e ¢ e . . . . Prim ary Services =0.72
Savice Dsk . . . . . . . . [XAD US US Siebel 12 Manu FRED Log
SAP SAP BW R <<r 0 R(A, B) =0.98
§ UNIX Systems * ¢ ¢ - + * B B
WindowsNTSysers | ¢ ¢ ¢ ¢ : : : R .
S tos e I P #  Reliability of parallel system is: Router
@ ; . . . r,=0.9
¢ SAPBASS DR ¢ =1-(1- * - A
G e ———————— RA, B)=1-(1-ra)* (1-15) | i
B Network L . =1-(1-9)*(1-.8)
§ XADInfasrwnre | & - - . . T e . Router
S DesktopServices . ¢ ¢ ¢ . . . g =1-1*.2=0.98 rg= 0.8
@ Secuity ¢ . . . . *
Jerry_ko pa n@m o unt ain view .ca

Jerry_ko pa n@mo unt ain view .ca

DPIOttawa May 31,2005 ' i IIII'II)W“M

ITL® isa registere dtrademark of the UK OGC B\
m ﬁ?}rﬂ L el
H'JlM\i’HM‘F.“M( ] N

DPIGttawa May 31,2005 ? i IIII'IIIW“NI
i (4
B i R A

ITL® isa registeredfrademark of the UK OGC

Defined Proactive Problem/Availability Management What is the Availability of the Service?

Exp onenti al Fai lure Probabil ity D ensity F uncti on
1 1 1 failure reliability
0 0 Years L - O RN TET)]  Assume a 7 year MTBF
1 1 ye
" T 0 day 1 24 61320] _0.00034 099961
o month 1 720l 6132d  0.01167] 098833
—T - p— year 8760l 61320 0.133190.86688
asa,mons vear 4 26280] 61320 0.3485 0651
vear 23800 6132 0.5104f 048954
flt<t1)= 1- e‘"’ e vear 4 613208 61320 06321 (036788]
f(t>t2) = e-w i The Probability that the S ervice will be available within:
Day1 Month1 Year 1 Year3 Year 5 Year 7
fit1 < t<t2) = of A SPOF1 099961 0.98833 0.86688 065144 0.48954 0.36788
SPOF2 099961 0.98833 0.86688 065144 0.48954 0.36788
The likelihood of a device prematurely failing within 1 year of being put SPOF3 099961 0.98833 0.86688 065144 048954  0.36788
into senvice, if the MTBF is 43,800 hrs (about 5 years) Product 0998827 0.965388 0651439 0276453 0.117319 0049787
-8760/ 1000000
f(t<8760) =1- e =0.00872 T MIBF 1EX Availability ~ 99883% 96.539% 65.144% 27645% 11.732%  4.979%
-8760/ 1000000 ]
r(t<8 760) = e =0.99128 O Lo B
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Mapped ITSM Roles and Responsibilities to the Organization Dev eloped Capital Investment Model

Time >
E : 5 : Wave | Wave Il Wave ll
Strategic Souring of .
All Telecom Services 1 .
o dile M40 p— 1 | — ™ High$
NT Support S Diecior X XX 1 N Vi N
Ao plicationint egration X X a7 ] N 1
OreciorP LM X I Y Managed Services
e 2aisians : PR R
Tech Arhite clize Manager X X Tactical | OPfimization \‘ \ / L g U \ &
D2 ploym ent & Migr ation Ve nage X M\ - W’ I'-.\_ 4 ! @ g
Dol Bogiect Moo (centralized invoice g 4 T —— / e
moleme oiaion] o oder processing and .7 / £,
lgp leme iatio o Coo pin aiop X billing) S . F men
leme niafion Pl - Centralize “Bi f
{r::‘,:':;, imn S Y 1 x - Invoicing by Affiliate /, £ E%@\.‘Ammecm y Potential
Coorlinator x 1 x = Competiti  telecom 'es'rﬂ_ Savings
NI Coo minator x| x MNegotiated, \. /7( Re v ]
Training Coordinator X Necoliate [ Loca ._ % sgv'-‘”a'im y -
reles: "{ e W Cotnlize .
Prod uction Engine efing  |mlachuaicalAGaIuSt X X X Contracts . s’ P Invoice Progetng .
B oo any e /A palvet X X Va &Biling” |
X X X \ ’ )
Brgject Man ager X X 7’ )
Brgject leador X e IXC and
P CLECHIols,
Security Se curity Conne civity Chief X X X PR R
SeaioeSaftware Secucite Agalv g, X X -
Sofware Seariv Analvst X -~
L Sec i policuand s Chat % Low$
Easy Effort Difficult
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When is a Process under Control? Reported KPIs to Management and Customers

Mear.\(u)

Nor mal

Distribution

— R »  Average time to resolve an incident
1 2 » Time to respond © anincident
" A A A »  Number ofbounces
g = 680 = 050 e v >  Number of SLA exceptions
Standard Deviation (o =68% , 20 =95%) ~ S\ M VI 5>  Number of trouble-tickets
B v, (] V. g B »>  Number of Escalation Audits
v 174 »  Business Fundamentals Table
) L. . . 4 > Average time for changerequest
What is the average incident duration time? g (TAT)g gerea
Does a shorter time meanthatitis better? : Efmentage of changes withouterror
- C.
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Corporate Perspective

Objectives Measures How effective

efficient, economic
look to and equitable are
2

Internal

User Perspective .
Perspective

Objectives Measures

Learning and Growth
Perspective

Objectives Measures

Objectives Measures

How are we paositioned to
meet future chalenges ?
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Service Management Vision

Corporate
Balanced

jation and Correlation of Common Industry KPIs

Process
E Incident s perday

SLA exceptions
Portfolio ¢ osts
Producti on fail ures
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Service Portfolio Scorecard (RAG

|_| Service

Key Performance Indicator | A B C
Flexibility— can easily be nodified to meet changing business needs

Supports custo mer rela ionship manage ment (CRM) G

Able to support the fast infroduction of new technologies (%)

Able to suppor tnew ways for custo mers to in teractwith org O

Able to suppor tcusto mer self-service C‘:

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

Can supportdoubling o f transaction volu mes w/o redesign O
Can support5x increasein transaction volu mes w/o redesign C O
Can support10x increase in transaction volu mes w/o redesign O C_-, O
Other Characteristics
Reliab il ity
Operationally cost-e fficient
=Service is capable =Can be made capable in the ;orl term C =ls impractical to make capable
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Lessons Learned

#Get Management Commitment, Congruence and Continuity
#LEADE RSHIP: Lead the ITS MInitiative
#Build a VeryStrong Team thatis results driven

#Build a Strong Vision, Mission, Objectives, Action Plans and plan
for quick wins

#Don’'tletanyone fool youinto thinking thatthis is a multi year,
multi-million dollar project
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Motiv ational Quotes Download

“You must be the change you wish to see in the world”,
Ma hatma Gandhi

#Download latestversion at www.mountainview.ca/downloads
“We’ll stop changing when our customers do”, Cal Hart -
VP Business Transfor mation, Canada Post Cor poration

“Progress is a nice word. Butchange is its motivator. And
change has its enemies.”, Robert F. Kennedy

“Ah, buta man's reach should exceed his grasp, or what's
a heaven for”, Robert Browning

“If yudon’tchange you’ll smell”, my Mother

Thank you
Jerry Kopan, ITIL Master, PISM, CMC, B.Sc.
Jerry_Kopan@ mountainview.ca
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