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You know!
It's all about...
People

Process
Technology
RIGHT?




“It’'s not what you don’t
know that gets you Into
trouble.

It's what you know for sure
that just ain’t so.”
- Yogli Berra




THEN:
“People won't always remember how fast you did
something, but they will always remember how

well you did it.”

NOW:.
If you can’t do it fast, you may
not get the chance to do it at all.




THEN:
Fast, Cheap, Quality.
(Pick two)

Now:
Customers expect all three...
AND greater value AND greater flexibility!




“In the Internet economy, the

big won't beat the small... the
fast will beat the slow.”

- John Chambers
CEOQO, Cisco




I'TSM Is not simply an issue of
People, Process, & Technology.
It ISusing
| ntegrated Technology

which is designed around, embeds and
| ntegrates Processes
to support, enable and help
| ntegrate People
to better perform their jobs.




“The future ain’t what it used

to be.”
- YogI Berra




The next E. E-services.
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IT Service
Management

Distributed C/S
Management

Network Management

'3

Systems Management
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: A {$Value$}
“Mature as quickly as n

’E)hc:’f)iiglf]etr’loeand jPreventative}

Preventative
Proactive

Phase”

[ Reactive }
- Source: Gartner Group




nformation Iechnology Infrastructure Library
 Literally, a library of IT-specific books
 Result of years of analysis and research
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« THE de facto global standard of IT Service
Management best practices

o ITIL Is Vital! It's not a question of whether
you’re doing ITSM or not... it's a question of
how well or poorly you're doing Iit!




T Service “I'T Services are there
solely to support the

Management

business and Its
efficient and effective
operation.”

A companian to the
T INFRASTRUCTIURE LIBRARY

Source: IT Service Management, ITSMF




Service Level Management
Capacity Management
Avallability Management

IT Service Continuity
Management

Financial Management for
IT Services

Customer Relationship
Management - Appendix
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Service Desk
Configuration Management
Problem Management
Change Management
Release Management

Incident Management
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Change
Management

ort rerm Testing IT|  Computer
Short T ] » Stability
FOCUS Services Installation & Release an d

Operational use | Acceptance | Managemen FlelelIlty
/ Problem Management

Service Computer Network
Desk Operations Management
Configuration Management \

Environmental Infrastructur
Management
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Service
Level
Management

Medium Term A
FOCUS Liaison

Managing
Facilities
Management

Managing
3rd Party SerVICe
Maintenanc Levels

/ Financial Management for IT Services

Availability
Management

Capacity
Management

IT Service
Continuity
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Quality
Management
for IT Services

Achievin
: Software Infrastructur . g
Strategic Focus a Quality

Lifecycle Architecture

Support Design & Policies OrganizatiOn

/ Customer Relationship Management

Planning and Control Managing
for IT Services Supplier Relationships
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Planning

Stratedic Focus

Mediufh Term
Fotus

Shor@Term
Fotus

Implementation
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Business - IT Alignment | Operations Bridge

» Controls assets
{ « Documents asset
relationships

_

e Coordinates and
controls production
changes

Service Design & Management Service Development & Deployment
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Business - IT Alignment Operations Bridge

Business

Assessment : : _
Customer Incident \ Operations

SIS 'i: R el at| ons h | p M Al ag Srnen t M an ag emen t
IT Strategy Management
Development

Configuration | Problem

— Management Management

Service =

Planning /
Security

Service Level
Management

Management

Availability Capacity Financial Build &
Management Management Management Test

Release to
Production

Service Design & Management Service Development & Deployment
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BUSINESS - L[] ALIGNMENT OPERATIONS BRIDGE

. Operations
Lrraarrggemernt _ Management

ervice Service
F | g Monitoring Problem

Management
Service gemenl ;

Avar/abiiity & Cost wduction
Corrtinurty = . Managerment =
Managernrent

OPMENT & DEPLOYMENT

Task Management

lement Management

Mission Ciritical Application
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A set of related functions
provided by IT systems

In support of one or more business areas.

This service may be made up of hardware, software and
communication facilities, but is perceived by the customer
as a

self-contained, coherent entity.
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EITHER

The IT Infrastructure determines the Service Level

OR

The Service Level determines the IT Infrastructure
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Component Availability Net Availability

Network 99% 99%

Operating System 999%X99% 98%

Middleware 999%X99%X99% 97%

Database 99%X99%X99%X99% 96%

ERP System 99%X99%X99%X99%X99% 95%

Customer Accounting |99%X99%X99%X99%X99%X999 94%
Application
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Exchange PeopleSoft
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Customer Satisfaction =

The Experience /

The Expectation x

The Importance

Source: Glenn Gutwillig, The Bentley Group
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“Front Wheel” Alignment

jor

“Spectacular Results” Alignment

D> (©)

“We’'re behind you all the way” Alignment
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“Fusion” Alignment: the T.E.A.M. Approach
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Fragmented tools & adoption
Tools sourced in new manners
Little to no integration with existing tools

No complete view

Several processes not addressed (e.g. change)

Successful exploitation of tools will require
Integration
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