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Trademarks and Acknowledgements

= |TIL ® Is a Registered Trade Mark, and a Registered Community
Trade Mark of the Office of Government Commerce, and is
Registered in the U.S. Patent and Trademark Office.

= The Swirl logo™ is a Trade Mark of the Office of Government
Commerce

» The OGC logo® is a Registered Trade Mark of the Office of
Government Commerce in the United Kingdom

* PRINCE® is a Registered Trade Mark of the Office of
Government Commerce in the United Kingdom and other
countries

= SSADM® is a Registered Trade Mark of the Office of
Government Commerce in the United Kingdom

» PMBOK® is a Registered Trade Mark of the Project Management
Institute

» COBIT® Is a Registered Trade Mark of ISACA and the IT
Governance Institute
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= Purpose
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= Whatis a Project?

= Change Models

= Service Lifecycle Scenario (Project)
= Configuration Management Scenario
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What is Quality?

Quality is defined in many ways

‘Fithess for use’

— Juran

This is very challenging. Can we fully understand how
the product will be used? Is this always possible?

‘The totality of characteristics of an entity that bear on its ability
to satisfy stated and implied need’

— 1S0O 8402:1994
Degree to which a set of inherent characteristics fulfils

requirements

What exactly is
needed?

What are all the
requirements?

— Quality models for business: Deming Prize, EFQM excellence
model, Baldrige award; ISO 9000

‘Conformance to requirements’

— Crosbhy

What if the requirements are
wrong or misunderstood?

1 NEED
YOU TO
PICK UP
TED'S
FUNCTION.

www. dilberf.com  scottadams@acicom

MO PROBLEM. T HAVE
INFINITE CAPACITY TO
DO MORE WIORK AS LONG

AS YOU DONT MIND
THAT MY QUALTITY
APPROACHES ZERO.
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o
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The Missing Gap

= No one Is accountable for the .
Service

= \When there is an issue the
business points the finger at IT and
IT blames the business

= Service control and management
IS typically missing

last week you said....
™~

‘;w [
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The Service Management Organization

= Service control and management

= Manages and controls services using Service Management
processes

= Bridges the gap between all groups using the service
= THIS IS NOT A TECHNOLOGY ORGANIZATION

SMO

Business Service IT
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Others

Internal or external
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Business Perspective of IT

“Why doesn’t IT get it?!!”
Projects are Business initiatives
Projects are driven by Business needs

The Business rationalizes demand and supplies services that
customers want

— The rationalization is determined with a Business Case which
addresses many facet, such risk, valuation, demand, etc.

Business wants outcomes that customers want
— Customers can be internal or external

Business does not understand, nor care, about the “IT
Infrastructure”
— DNS, NTP, cabling, power, HVAC, etc.

Project managers have marching orders from the Business to
deliver on time and on budget - they work for the Business

www.dpi-canada.com
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IT’s Perspective of Business Projects

= They always throw projects over the wall to us!

= They don’t consider the impact that the new components will
have on the infrastructure

= We are expected to put it into production with very little testing
= There is very little communication on how the product will work

= We are not aware of the additional increase in capacity this will
generate

= They make promises to the customer on IT’s behalf — such we
can support “unlimited” number of changes
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IT Perspective: “Oh no, not another ... project!!”

IT Services

Projects have an

imp_act on a stable !:
IT infrastructure
- - /
Business Project 3 l: \
Cl
ci]

Web

ﬁﬁ':

1
NTP o

Power
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What is a Project?

= PMBoK Definition

— "A project is a temporary endeavour undertaken to create a unique
product, service or result." (PMBoK4 page 5)
— A project can create (PMBoK4 page 5):
o “...acomponent of an item or an end item...”
e “...acapability to perform a service...”
e “...an outcome or a document...”
— For example (PMBoK4 page 6)
» Developing a new product or service
» Effecting a change in the structure...
» Developing or acquiring a new or modified information system
* Implementing a new business process or procedure

= |TIL Definition

— The addition, modification or removal of anything that could have an
effect on IT Services. The Scope should include all IT Services,
Configuration Items, Processes, Documentation, etc. — source ITIL
V3 Service Transition

— Therefore a Project is a Change
— Thus a Project must be under Change Control!
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ITIL Change Models

= Standard (Routine) Change
— Pre-approved and a Standard Operating Procetlure is documented
— Implementation Plan is useable and repeatable
— Risk is known and within tolerances
— Back-out/remediation plan is tested
= Normal Change - “Project Change”
— Scope needs to be established
— Develop a implementation plan, design, test plan, back-out plan
— Resources need to be defined
— Approvals needs to be gotten — financial, technical, business

— Risk needs to be determined and planned for 0. ®
— Cost, time duration needs to be determined and scheduled Typical
— Review the Change — check quality Project

— etc.

= Emergency Change
— Extremely Urgent Change (virus attack and need to apply a patch)
— Has a deadline: if not completed will have a very negative business impact
— Change Manager appointed to determine what can be skipped from Normal
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Project Managers Serve the Business

Projects

Business
Requirements

¢

Processes,
Knowledge,
Resources,
Tools

Solutions to
meet Business
Requirements
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Typical Projects managed by the Business

Customers

% Business
Thrown over %

the wall to IT Thrown over Thrown over

the wall to IT the wall to IT

Business
Case

Business Business
Case Case

1

8 Product 1 in operations

@‘- Product N in operations
IT Operations

Integrating Business & IT to reduce Project failure

Mountainview Copyright
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Characteristics of Typical IT Projects

What do you mean?

ijem Inputs i This project has been going for one year.

| We expect that you will get it in Production Source PMBOK Ed 4

=il i according to the schedule!
! We gave you a list of equipment that we bought
: last year. What is this?
Shouldn’t IT be prepared for all Projects? Why do they always throw
Why do you always ask the same questions? this over the wall to us?

This product has not been
approved by Architecture.
What do you mean it must

Projects are driven by the be in production this
Business! ST

not know anything about
this Product!
What do you mean you

ve the Business want us to skip testing?

Projects must be
on budget,
on time!
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Project
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Source PMBoK Ed 4

IT must be engaged with

Strategy

Design Transition

Continual Service Improvement

beginning

Service
Operations

M Integrating Projects with IT
=
= :
Y PrOJeCt Inputs idea Project Management Team
O Processes -
(b
S Phases INITIAL INTERMEDIATE
— } ¢ —— { the Project at the very
D— PI’OjE‘Ct Charter Plan Acceptance
()] Management Scope Statement Baseline Approval
g Outputs Progress Handover
© Project
) Deliverable Product
- L
8 COSt & T Ilntermediate Phase(s)
. = Initial Phase [ P Final Phase
= Staffing g
o Levels 5 e
n S| | ¥
g Time —»
‘n M Reduce Upgrades, Fixes, Pat~ &S, TCO, Incidents, Changes, Head-count
S _ . i : g ;
0 Service Improve Custo” .<r Satisfaction, Productivity, Profit
g) LIfeCyCIe Business
e Plan -
e
© =
= —
) Project
8 Life Cycle INTERMEDIATE M
c
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PMO and SMO Integration Source PMBoK Ed 4
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' Service Management
Organization
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We must align IT and the Business

@5 Customers

Business

Business Business Business
Case Case Case

Project 1 Project 2 Project N

Service 2 in operations
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Service N in opera

IT Service Provider
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Manufg
Busi
Pro

Like Clockwork!

Human
Resources
Business
Process

Sales
Business
Process

AVA averl

Service Management Organization

Schedule [
Resources |
Cost
SLA
OLA

Technical
anagement

Application
Developmen
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The Process Point of View

Business Project

SM Processes
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Project and ITSM Integration

Created Submitted Hired

Cindogs

o [
ST EPm—

—====__ Business Processes ===
Project

Initiation = Planning = Execution = Monitoring & Control - Closure

ILLILLIILLlllllllllllllll]

SMO

——— s oM Processes

= i
Confgufan():n‘;kaanagement
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ITIL

Q

Service Management Processes

M Bortrolio

mancial

— !ontlnual Service Improvement

Business
Case

upplier

A
RFC RFC [
c |
A A

nagement A A A
v vV v

Evaluation

‘ |

Release & Deployment

aRsition Planning & Support

4‘

Verification and Testing

Knowledge Management

Production Cut-over during
Maintenance Window
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Thank you!

= Jerry Kopan, imit va expert, v2 SM, 1s020k Consultant Manager, ISO27k, PMP, PriSM, CMC, B.Sc.
)

— jerry@mountainview-itsm.com

= Mountainview

— World-wide ITIL, ISO 20000 & 27002 Accredited Training and
Courseware Licensing

» Accredited by APMG EI EXIN and CSME
— DIY ITIL Foundation Training @ $90 per student
= Contact info:
— http://www.mountainview-itsm.com
— itsm@mountainview-itsm.com
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