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Exam — (weeks of) May-27, June-17, June-24

The test containing

a) 15 questions with unique answer options (only 1is
correct)

b) 5 questions with more than one correct answers
possibilities (tick-off boxes)

c) 3 questions with free form answers
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Available at the course information on
class page at IS MU i

The slides (with notes) will be available G
after each session on class page

» Feel free to interrupt me and ask questions

» Feel free to come and leave at any time during
the lesson
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Let’s move to the
subject of this
course -

IT Service
Management




GENERAL ASSUMPTION

Whenever the Service or IT Service is mentioned it
could be delivered either by the Internal Organization
or Department or Function or by the External Vendor.

Both services are valued equally. Same principle is
applied in case the Customer is mentioned — we can
have either the Internal Customer or the External
one.




Whatis it - ITSM? IT Service Management

Serious topic — no jokes on Google, no funny short movies on YouTube, no Dilbert’s strips.

“IT Service Mana... hmm — that handsome guy who fixed the computer and printer in my office last Wednesday?”
“Tech-support call center somewhere in India.”

New series of The IT Crowd?

v" ITSMis the strategic approach to managing information technology within the organization and delivering services to
customers. You might be completely unaware of the term, yet if you have IT systems in your organizations, then you
are nevertheless performing ITSM.

v" Examples of ITSM: resolving incidents or disruptions to get your business back to fully functional, budgeting and
carrying through organizational change, monitoring software compliance, or any other technical necessity your
business needs. But also hiring professionals, education of staff, security measures deployment, auditing of the
standards, ... and much more

v" Sound familiar? We all do ITSM...even some of us not in IT.
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A service is essentially a means of delivering
What is value to customers. This is done by facilitating
St outcomes that customers want to achieve without
the ownership of specific costs and risks.

Activities

~Servicamanagement is a set of specialised
What is Service S

eckehaaim organisationa]i{;é@ilities for providing value to
__eugiomersii the form of services.

Functions

IT Service Management is a general term that

Prncaxtan dess:rlb_es a strategic apprgach fo!' designing,

delivering, managing and improving the way

i information technology (IT) is used within an

Management? organization. The goal of every IT Service

Management framework is to ensure that the right
processes, people and technology are in place so
that the organization can meet its business goals.

The outcomes that customers want to achieve are the reason why they
purchase or use a service. Typically this will be expressed as a specific business
objective (e.g. to enable customers of a bank to perform all transactions and
account management activities online or to deliver state services to citizens in a
cost-effective manner). The value of the service to the customer is directly
dependent on how well a service facilitates these outcomes. Although the
enterprise retains responsibility for managing the overall costs of the business,
they often wish to devolve responsibility for owning and managing defined
aspects to an internal or external entity that has acknowledged expertise in the
area. This is a generic concept that applies to the purchase of any service.
Consider financial planning. As a customer, we recognize that we don’t have the
expertise, or the time, or the inclination to handle all the day-to-day decision-
making and management of individual investments that are required. Therefore,
we engage the services of a professional manager to provide us a service. As
long as their performance delivers a value (increasing wealth) at a price that we
believe is reasonable, we are happy to let them invest in all the necessary
systems and processes that are needed for the wealth creation activities. In the
past, service providers often focused on the technical (supply side) view
of what constituted a service, rather than on the consumption side. Hence
it was not unusual for the service provider and the consumer to have different
definitions and perceptions of what services were provided, or for the provider to
know all about the cost of individual components, but not the total cost of a
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service that the consumer understood.

The Activity - the condition in which things are happening or being done.

The Function — an activity that is natural to or the purpose of a person or thing.;
work or operate in a proper or particular way.

The Process — A process is a series of actions which are carried out in order to
achieve a particular result.

The Role - a particular position and function in it
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Service managementis what enables a service provider to:

« understand the services that they are providing from both a
consumer and provider perspective;

« ensure that the services really do facilitate the outcomes that their
customers want to achieve;

« understand the value of those services to their customers and hence
their relative importance;

« understand and manage all of the costs and risks associated with
providing those services.
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IT service management
(ITSM) is what you do to
manage the services
delivered to your

customers
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Gartner’s I&0 Maturity Model

LevelO - —little tonofocuson IT
infrastructure and operations.

Levell - - realization that I&O are
critical to the business, beginning to take actions to
gain operational controland visibility.

Level 2 - —Moving to a managed
environment, e.g. Forday-to-day IT support processes
and improved success in project management to
become more customer-centric and increase customer
satisfaction.

I&0 = Infrastructure and Operations

Level3 - — gaining efficiencies and
service quality through standardization, policy
development, governance structures and
implementation of proactive, cross-dpt processes.

Level4 - —managing IT like
a business; customer focused; proven,
competitive and trusted IT service provider.
Level5 - —trusted
partner to the business for increasing the value
and competitiveness of business processes as
well as the business as a whole.

Gartner, officially known as Gartner, Inc. is a global research and advisory firm
providing insights, advice, and tools for leaders in IT, Finance, HR, Customer
Service and Support, Legal and Compliance, Marketing, Sales, and Supply
Chain functions across the world.2! They are a member of the S&P 500.4! Its
headquarters are in Stamford, Connecticut, United States. The firm changed its

name from Gartner Group, Inc to Gartner in 2000.5! (Wikipedia)

Gartner's IT Infrastructure and Operations (1&0) Maturity Model helps
organisations evaluate their maturity with respect to people, process,
technology and business management, and establish a road map for increasing
levels of maturity to service alignment and partnering with the business.
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https://en.wikipedia.org/wiki/Gartner#cite_note-:0-3
https://en.wikipedia.org/wiki/Gartner#cite_note-4
https://en.wikipedia.org/wiki/Stamford,_Connecticut
https://en.wikipedia.org/wiki/Gartner#cite_note-5

The four-dimensions assessmentareas for |&0O Maturity Model
(a stoolanalogy)

Improvements in

The efficiency and |

speed with which
IT responds tg cttisiror?er
Factors related to changes Sausiachon
how required
services are N Adili
delivered to the —_— ; gility o
business Quality Customer Satisfaction

Business Contribution [

Economics
Business Value

Business Management improved 1&0
business value

Improvements in
cost, efficiency,
productivity

Source : Gartner (October 2007)
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Gartner IT Infrastructure and Operations Maturity Model

Survival

Awareness

Committed

Proactive

Service-Aligned

Business
Partnership

No organizational
focuson (T &0

Defined, technology-
centric organization for
m .o

Technology-centric
organization,
investment in T service
desk and staff

Process-centric
organization, defined
governance structure

Customer- and
business-focused, IT
service and delivery
centric organization,
formal governance

Business optimization
and entrepreneurial
focused culture

No formal P
processes forlT

Ad hoc but aware that
processes are
necessary

Defined processes for
IT service support and
project management

Repeatable and
individually automated,

Integrated automated
and d beyond

focus onIT service
delivery — related T
processes

180, focusonall
service and business
mngmt processes

Dynamic optimization of
IT services, implement
processes fostering
business innovation

Technology

No formsal
strategy or
execution on
technology
investments

Basic management
tools, no formalinfra
HW of SW standards

IT support and project
related mngmt tools,
desktop/HW/SW
standards defined,
begin infrastructure
standardization/rationali
zation

Formal infrastructure
standards and policies,
domain-centric mngmt
tools, virtualization
foundation in place

Formal T management
process/tools
architecture, shared
services, aggregated
capacity mngmt

Proactively promoting
new technologies and
impact to business,
real-time infrastructure

Business
management

No formal T

Very little outside of
bud

management
functions

geung

Project management
office

Financial management,
formal key performance
indicators (KPI)

IT service cost metrics,
competitiveness

Business contribution
metrics

Gartner defined six overall levels of I&0O maturity, with the following objectives
for each level:

Level 0, Survival — Little to no focus on IT infrastructure and operations.

Level 1, Awareness — Realization that infrastructure and operations are critical
to the business; beginning to take actions (in people/organization, process and
technologies) to gain operational control and visibility.

Level 2, Committed — Moving to a managed environment, for example, for

day-to-day IT support processes and improved success in project management
to become more customer-centric and increase customer satisfaction.

Level 3, Proactive — Gaining efficiencies and service quality through
standardization, policy development, governance structures and implementation
of proactive, cross-departmental processes, such as change and release
management.

Level 4, Service-Aligned — Managing IT like a business; customer-focused,;
proven, competitive and trusted IT service provider.

Level 5, Business Partnership — Trusted partner to the business for
increasing the value and competitiveness of business processes, as well as the
business as a whole.

15




Another important aspect of an IT maturity model is the need for a rapid ROI.
Because of the rate of technology change, the change in business requirements
and operational processes, and the need for new skills and collaboration
methods, IT projects that require many years of implementation and expect a
long-term ROI inevitably fail, as tools change or goals shift. An IT maturity model
must provide for smaller steps, implementable in no more than two or three
years, that generate measurable, rapid ROI.
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IT Management Process Maturity Model (modified)

Level 0

Chaotic

« Ad hoc

* Undocumented

*  Unpredictable

«  Multiple help desks

= Minimal IT Operations
= User call notification

Tool Leverage

Level 1

Reactive

*  Fight fires

« Inventory

« Desktop Software
distribution

« Initiate Problem mgmt
Process

« Alert and Event mgmt
»  UpDown component
availability

Level 2

Proactive

Analyze trends
Set thresholds
Predict problems
Measure application
availability

Automate

Mature problem,
configuration, change,
asset&performance
mngmt processes

Level 3

Service

» ITas aService

» Define services,
classes, pricing

+ Understand costs

* GuaranteeSLAs

*  Measure & report
service availability

« Integrate processes

« Capacity mngmt

Service and Account Mgmt

Service Delivery Process

Operational Process Engineering

Level 4
Value

Manage IT as Business

Enterprise Architecture
Management
ITindustrialization

IT and business metrics
linkage

IT/Business
collaboration improve
business process
Business planning
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The 2014 GarGartner
1&0 Summit 2014 -
Pre-Conference
Workshop:

Only 10% of
companies surveyed
have scored 3.0 or
greater. The average
score is 2.31 out of 5.

IT Operations Management Success
Requires a Level of IT Maturity

Level 5

Business
NiGned Partner
Service n - IT ac ctratogic

Level 3 «llasa mc'? bu?o*mo partner

Level 2 ‘ roacti peovider . 'TOM:Mss

Remember that achieving excellence
requires organizational investment. Level 4

Level 1

Awareness

« Fight fires

* Tools define
processes

* lnvenilory,
backup,
alert/event
mgmt.

= Tool metrics

* No procass
dnsumantation
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Every organization should have the objective to achieve Level 4 of
the process maturity which enables the business highest
flexibility and efficiency.
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Service model

A service model describes how a
service provider creates value for a
given portfolio of customer
contracts by connecting the
demand for service from the assets
of its customers with the service
provider’s service assets. It
describes both the structure and
the dynamics of the service.

Structure: The particular service assets
needed to deliver the service and the
patterns in which they are configured.

Dynamics: The activities, flow of
resources, coordination and interactions
between customer and service provider
assets (e.g. interaction between service
users and service agents). Service
dynamics include patterns of business
activity (PBAs), demand patterns,
exceptions and variations.

A service model may include:
* process maps;

» workflow diagrams;

* Qqueuing models;

* activity patterns.
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Business

TRATEGY need
OPERATIONS - DESIGN
IR ., Requirements
: definition
| Optimisation® ™ - Design | Evaluation

" CONTINUAL J —
L0 TseRviee ;
. IMPROVEMENT 5

L
~ Operation 7" Develop, build | | "procyrement
| and test H

{ | Deployment .

Retirement

TRANSITION

Whether services are being provided by an internal unit of the organisation or
contracted to an external agency, all services should be driven solely by
business needs and judged by the value that they provide to the organisation.
Decision-making therefore rests with the business. Within this context, services
must also reflect the defined strategies and policies of the service provider
organisation, which is particularly significant for external providers.

This Figure illustrates how the service lifecycle is initiated from a change in
requirements at the business level. These new or changed requirements are
identified and agreed at the service strategy stage and documented. Each of
these ‘packages’ will have an associated defined set of business outcomes.

The package is passed to the service design stage where a service solution is
produced, defining everything necessary to take this service through the
remaining stages of the lifecycle. Solutions may be developed internally or
consist of bought-in components that are integrated internally.

The design definition is passed to the service transition stage, where the service
is built, evaluated, tested, validated and transitioned into the live environment,
where it enters the live service operation stage. The transition phase is also
responsible for supporting the service in its early life and the phasing out of any
services that are no longer required. Service operation focuses on providing
effective and efficient operational services to deliver the required business
outcomes and value to the customer. This is where any value is actually
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delivered and measured.

Continual service improvement identifies opportunities for improvement (which
may arise anywhere within any of the lifecycle stages) based on measurement
and reporting of the efficiency, effectiveness, cost-effectiveness and compliance
of the services themselves, the technology that is in use and the service
management processes used to manage these components. Although the
measurements are taken during the operational phase, improvements may be
identified for any phase of the lifecycle.

THE DEMING CYCLE

The objective is continual service improvement. This relates to the services
provided by the organization and also to the processes used to deliver those
services. The Deming Cycle may be used to improve, for example, an online

ordering service or the service level management process within an organization.

KEY ACTIVITIES

The integration of the Plan—Do—Check—Act cycle with the seven-step
improvement process identifies the activities of each stage as follows:

Planl. Identify the strategy for improvement.2. Define what you will measure.
Do3. Gather the data.4. Process the data.

Check5. Analyse the information and data.6. Present and use the information.
Act7. Implement improvement.

20




Key attributes of

A.
B.
C.
D.
E
E
G.
H.
I

J.
K.
L.
M

w

Timeliness and Accuracy &?‘iﬁ f‘ﬂ

Data Quality and Completeness
Completeness of Solution -
Enterprise-Wide Service Management < 0
Enterprise Relevance and Marketability <™
Operational Availability “ ¥
Time to Recover ‘ Zf :
Visualization and Actionable I:nsw\hts { 5
Usability X
Productivity

Extensibility

Compliance

2

. Automation

The ability to provide data and information that is both timely and accurate is
a critical criterion. Critical particularly for IPC (incident, Problem, Change),
Release and Configuration Management. (Highlighting) CMDB (Configuration
Management Database) — many IT Processes and functions rely on CMDB
data.

CMDB accuracy — data quality and completeness!

Notice — completeness includes the ability to continuously add new
capabilities and improved functionality.

Can be described as applying an ITSM service model to use cases beyond
IT to include Business Services in “horizontal” perspective (i.e. HR, Facilities,
Field Services etc.). Such and expanded perspective greatly assists in
enabling all the benefits provided by automation and end-to-end integration
as applied to Business Services and associated processes.

The percentage of scheduled operational time that the service in question is
operational.

. When operations of the service become unavailable it becomes critically

important to restore availability as rapidly as possible. The time from when
Operational Availability is lost go the time it is restored is known as Time to
Recover (or Recovery Speed).
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. Visualization often presents itself as graphically oriented displays and
dashboards. It enables not just effective reporting but also improved insights
that help organizations identify and address problems or potential problems
sooner. Performance Analytics include KPIs (Key Performance Indicators)
and metrics visualization that are related to any service management process
and derived from Service Level Agreements (SLAS).

Usability — in relation to SW tools of Service Management

Productivity or the efficiency of any effort is a critical success factor for all
operations.

. NO two customers are the same. Extensibility represents the ability for a
system capability to be customized or localized for the particular and unique
requirements of each customer’s environment. Discovery functionality plays a
key role within any ITSM solution.

. The term compliance describes the ability to act according to an order, set of
rules or request. Compliance assurance is a very costly effort when done
reactively and out-of-compliance penalties can have dramatically negative
financial legal impact.

. Automation in this context is that the ITSM solution mimizes the amount of
manual (human) interaction or control and instead works based on its own
processes and functionality — e.g. cognitive solution etc. Automation of
technical, administrative and management processes from service request to
configuration changes to any repetitive task is cornerstone of any viable
ITSM service solution. There is also a strong connection between Automation
of processes and the assumed, integrated quality of the database or CMDB.
Automation is also important for the overall cost-effectiveness of any operatio
from a cost of the workforce perspective. Most if not all of the key ITSM
attributes described above are generally enhanced through use of Automated
systems.
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Evolution of the IT Function withinthe organizations

Maturity of IT
Function

Strategic
Partner

Service
Provider

Technology
Provider
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Governanceis the action or manner of governinga
state, organization, etc.

+ ITgovernance (ITG)is defined as the processes that ensure
the effective and efficient use of IT in enabling an
organization to achieveits goals. (Gartner Glossary)

IT governanceis a ‘framework for the leadership,
organizational structures and business processes,
standards and compliance to these standards, which
ensure that the organization’s IT supports and enables the
achievement of its strategies and objectives’. (IT
Governance: Guidelines for Directors (Alan Calder, ITGP,
2005)

» Gartner recongises other “types” of IT Governance too : IT demand
governance (ITDG—what IT should work on) is the process by which
organizations ensure the effective evaluation, selection, prioritization, and
funding of competing IT investments; oversee their implementation; and
extract (measurable) business benefits. ITDG is a business investment
decision-making and oversight process, and it is a business management
responsibility. IT supply-side governance (ITSG—how IT should do what it
does) is concerned with ensuring that the IT organization operates in an
effective, efficient and compliant fashion, and it is primarily a CIO
responsibility.
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Whereas the domain of IT Management focuses on the efficient and effective supply of
IT services and products, and the management of IT operations, IT Governance faces
the dual demand of (1) contributing to present business operations and performance,
and (2) transforming and positioning IT for meeting future business challenges”.

Business
Orientation

A

External

Internal

Present

IT Governance

Future

and IT Management

Business Objectives

IT Govemance
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IT Governance should be aligned with the Enterprise
Governance

IT Results chain

one of the IT Governance goals is to align with the business objectives defined
by the Enterprise Governance. These high-level organizational goals and
objectives are used as

input to derive goals, objectives and performance metrics needed to manage IT
effectively. At the same time, the auditing processes are put in place in order to
measure and analyze the performance of the organization. Conceptually, the
process can be seen as an “IT results chain”. Recursively, ITSM, its people,
processes and technologies manage and control the IT services and the IT
infrastructure according to the objective received from the governance. Another
IT results chain is design to link ITSM with the service and infrastructure.
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IT Service Management
Objectives

ITSM needs a stable framework to provide continuously high service quality, service and
process improvement, and to reduce organizational risks and costs.

Stable framework for ITSM

Standardize and implement
ITSM processes

Reduced organizational
risks and cost

m Codification of basic
business requirements for IT
service management

m Providing impartial external
method of assessment of IT
service quality

m Providing clear evidence
that ITSM quality is taken
seriously

m Assistance to meet
legislative compliance
requirements

= Internationally recognized
assessment

Codified and repeatable
support for organizations to
assess and improve ITSM
process effectively and
improvement, and to enforce
process compliance

Ensuring continuous
improvement

Benchmark with best
practices

Requirements to align service
management with suppliers
and other 3rd party providers

Support to ensure better
alignment between business
and IT service provisioning

Promoting consistent and
cost effective services

Reducing costs by effective
benchmarking and
management of suppliers of
IT services

Commitment that IT
services will be delivered in
compliance with accepted
best practice(s)

iEM
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The framework characteristics

* Public frameworks and * Training and certification
standards have been programs are publicly
validated across diverse available.

environments. « The acquisition of

Knowledge of them is knowledge through the
widely distributed among labour market is more
industry professionals. readily achievable.

The proprietary knowledge of enterprises and individuals is usually customized
for the local context and specific business needs of an organization. It may only
be available to a wider market under commercial terms and may be poorly
documented and hard to extract. If embedded within individuals it may not be
documented at all.

Enterprises deploying solutions based on good and best practice should, in
theory, have an optimal and unique solution. Their solution may include ideas
that are gradually adopted by other enterprises and, having been widely
accepted, eventually become recognized inputs to good and best practice.
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The framework is not a standard in
the formal sense but represents a
“repository” which is a source of
good practice in service
management. The standard for IT
service management (ITSM) s

ISO/IEC 20000, which is aligned
with, but not dependent on, one of
the most accepted framework -
FRILS

The objective of the ITIL service
management framework is to
provide guidance applicable to all
types of organisations that provide
1l services 1{0) businesses,
irrespective of their size,
complexity, or whether they are
commercial service providers or
internal divisions of a business.
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ITSMas
management
discipline consists of
3 “independent”
areas.

Process

TERT
==37E
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Business
Benefits of IT
Service
Management
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Percentage organizations reporting each business driver

TSN Business Driver Less Advanced ITSNI

(reason for using ITSN) organizations organizations organizational types
Increasing employee " 249" 40%° 16%
productivity / /

Cost reduction 20% 17% +3%
Minimizing risk \ 20% 13% +7%
Move to a digital enterprise 16% 21% -7%
Enabling compliance 12% 14% -2%
keper s ppersionnd 8% (60% ) 52%
Sglﬁtbvhng transformational 8% 6% 29
Driving employee 4% 2% 2%
engagement/productivity

Improving customer 0% 8% 8%
experience

y Today's Digital Enterprise: The State of IT Service Management.

According to the survey, there is a noticeable difference in the number of
business drivers each type of organization can satisfy. Restated from Figure 22
in the Forbes Insights survey, here are the most important business drivers
listed for less advanced ITSM organizations (by percentage reported for each
business driver) versus the percentages that more advanced ITSM
organizations reported.

The most interesting thing is that there are only two business drivers (cost
reduction and minimizing risk) that less advanced ITSM organizations reported
more often than more advanced ITSM organizations. Conversely, the other
seven business drivers were reported more often for more advanced ITSM
organizations versus less advanced ITSM organizations. And two of the
business drivers were reported at a significantly higher rate for more advanced
organizations (i.e., increasing operational efficiency at a 52% difference and
increasing employee productivity at a 16% difference).

The lesson we can draw here is that less advanced ITSM organizations are
mostly concerned with the starter business drivers of ITSM (employee
productivity, cost reduction, minimizing risk, moving to a digital enterprise, etc.)
and in fewer business drivers overall. More advanced organizations are also
concerned with these items, but in much higher numbers. In short, the longer an
organization runs an ITSM environment and the more centered ITSM
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implementation is around the entire enterprise and its competitive strategy, the
more business drivers it can satisfy within that environment.
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Percentage organizations experiencing each benefit

ITSM Benefit Less Advanced ITSM More Advanced ITSM Diff tial

4 4
Cost savingsin IT systems y r ) -21%
S\

Cost savings in business # oar -12%
processes

'4
Increas_eq employee \ -329%
productivity

Faster time to market for
. +2%
product/services

Faster response to
S p -13%
customers

Better support for digital
opportunities

There’s a similar difference when you look at the ITSM benefits incurred
between less advanced and more advanced ITSM organizations. Restated from
Figure 24 of the Forbes Insight survey, here are the top ITSM benefits
experienced for less advanced ITSM organizations versus more advanced
organizations.

Here the differences are more stark. In four out of six benefit categories, more
advanced ITSM organizations are experiencing benefits at a greater level than
less advanced ITSM organizations. And most of the differences are in double
digits.

The finding here is clear. More advanced ITSM companies experience more
benefits than less advanced organizations.

33




One Sentence Summary:

Whether services are being provided by an internal unit of the
organization or contracted one to an external agency, all services
should be solely and

thatthey provide to the organization.

The term ‘best practice’ generally refers to the ‘best possible way of doing
something’. As a concept, it was first raised as long ago as 1919, but it was
popularised in the 1980s through Tom Peters’ books on business
management.The idea behind best practice is that one creates a specification
for what is accepted by a wide community as being the best approach for any
given situation. Then, one can compare actual job performance against these
best practices and determine whether the job performance was lacking in quality
somehow. Alternatively, the specification for best practices may need updating to
include lessons learned from the job performance being graded.Enterprises
should not be trying to ‘implement’ any specific best practice, but adapting and
adopting it to suit their specific requirements. In doing this, they may also draw
upon other sources of good practice, such as public standards and frameworks,
or the proprietary knowledge of individuals and other enterprises.
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What shall we
talk about
next?

IT Services — insourcing vs. outsourcing
IT Services delivery models

The basic steps of the Managed Services

Model

Key levers to drive quality and productivity
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Questions?

See you in one week
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