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A Why do we need to worry about ITSM? Why implementing it?

A The need for change

A Planning for implementation and
A | mprovement

A Q&A
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Why do we need to worry about ITSM?
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Why do we need to worry about ITSM?
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Why do we need to worry about ITSM?
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| f you don t change S 0 me

- nothing will improve

HERE is Pooh Bearr,
coming downstairs now,
bump, bump, bump, on the
back of his head, behind

Christopher Robin.

It is, as far as he knows,
the only way of coming
downstairs, but sometimes
he feels that there really is
another way, if only he
could stop bumping for a

moment and think of It.
AA Milne
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Planning for implementation or improvement

Where do we start?

Well 1t all
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The ITIL® framework

Continual Service
Improvement

Service
Transition
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What do you need to implement ITSM?

You will need a strategy

You will need a plan

You will need to prioritise

You will need processes

You will need organised & skilled people
You will need the right suppliers

A
A
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A
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and you need to continue planning

[@alsotdoing
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The Continual Service Improvement model

-

How do we
keep the
momentum going?

A

© Crown Copyright

What is the
Vision?

'

Where are
we now?

'

Where do we
want to be?

¥

How do we
get there?

'

Did we get
there?

2007 Reproduced

Business Vision
and Objectives

Baseline
Assessments

Measurable
targets

Service and
Process
Improvement

Measurement
and metrics
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Where are you now?

Services
drive
Infrastructure

Agreed
targets/
certainty




Assessments

A Assessments are formal mechanisms for comparing the operational
environment to the performance standards

A Assessments can:
Measure improvements that have already been made
Identify potential shortcomings that could be addressed

Talk to all relevant stakeholders
You can assess yourself or use others
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You need to ask the right people the right question in any
survey or assessment

eé. how many people do you t hi
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Reporting process assessment results

IT Service Continuity

Availability

Capacity

Configuration

Senice Level Mnagement

Senice Asset and

Maturity Results

Senice Desk

Release and Deployment
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Not just processes
technoloc
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Who Is involved?

How can | improve the quality of services delivered
and get a better profit margin through my use of IT
services?

How can | improve my
performance by exploiting IT?

The user

4) The internal service
' provider

/How can we improve our performance in
the delivery of IT services which meet the
requirements of our customers and which

N are cost-effective and timely?
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Organizational change

A

Improving service management means embarking on an
organizational change programme

This must involve people and the way they work
It is generally accepted that people do not like change

For implementation to be successful in an organization then those
managing and steering changes mus
or the programme may fail to achieve the desired results
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|Sssues to overcome

1. Gaining commitment /7. Lack of Serv
(and keeping it) Cul ture

2. Resistance to Change 8. Where to Start ?

3. Budget issues or 9. Novision
showing the ROI 10. Failing to define the

4. Too much dependency end state
on 1 or 2 people 11. Lack of urgency

5. Accountability 12. Impatience plan for

6. Lack of or poor and create short term
communications gains
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If iImplementing or improving

Journey, not a destination

Give the project a title
Everything that i mproves is as a result
it would have been even worse without

A Produce a road map for improvement
With short, medium and longer term gains

A
A
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A At all times but especially when implementing changes
What
Who
When
How

You can't stay in your cormner of the Forest
walting for others to come to you. You have to
go (o them someti mes

AA Milne
ITCE



Deming Cycle of Continuous Improvement

Improvement Activities
wi thout qu
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