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Vorbemerkungen zur vorliegenden Folienserie

Achtung: Diese Folienserie kann nur einen kleinen Uberblick
daruber vermitteln, was ITIL Implementation und ITIL Maturity

Management umfasst.

Die umfassende Darstellung finden Sie in: Rudd, C. (2010):
ITIL V3 — Planning to implement Service Management,
OGC/TSO.

Maturitats-Management wird auch im Band Service Design
abgehandelt, allerdings mit einem wesentlich einfacheren
Maturitats-Modell.
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Uberblick - Inhalt

« EinfGhrung

» Achieving cultural change
 What is the vision?
 Where are we now?

« Where do we want to be?

 How do we get there?

« Did we get there?

 How do we keep the momentum going?

« Relationships, roles, organisation, and structure

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 3
Service Management, OGC/TSO
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Behavior, Attitude und Culture

Values
Beliefs
Principles

Culture

78

(;ttitude ]<:>Uaehaviour J

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO
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Deming Cycle - Plan-Do-Check-Act

Continuous quality control and consolidation

Plan Project plan
Do Project
Check Audit

Act  New actions /

\
\

) \

N Busiress
S "
?alimm«eﬂt

e
Effective quality
— improvement

— Consolidation of the level reached

i.e. baseline

Maturity level

Timescale

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 5
Service Management, OGC/TSO
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Technologie- und Geschafts-orientierte
Maturitatslevel der IT

[ Business value chain/network focus ]

< IT is measured in terms of its contribution ta the business

- All services are measured by their ability to add value

- Technolagy i subordinate to the business function it enabl
« Service partfolio drives investment and performance targe
- Technolagy expertise is so entrenched in everyday operatic
- ITis viewed as a utility by the business

Strategic
contribution

-

BVeIS h Business focus )

- Services are quantified and initiatives aimed at delivering appropriate level

Service - Service requirements and technology constraints drive procurement
provision - Service design specifies pecformance requirements and operational norms
Business - Consolidated systems support multiple services
centric - All technology is mapped 1o services and managed to service requirements
- Change management cavers both development and operations
Technology i Customer focus l
cantric - Critical services have been identified together with their technelogy dependencies

Technology- | - Systems are integrated to provide required parformance, availability and recovery for those
integration | - Mora focus on measuring performance across multiple devices and even platforms

- Virtual mapping of configuration and asset data with single change management for opery
- Consolidated availability and capacity planning on some services

- Integrated disaster recavery planning

- Systems are consolidated to save cost

( Product/service focus J

. Initiatives are almed at achieving control and increasing the stability of the infrastructure
Technology | - IT has identified most technology components and understands what each is used for
control Technical management focuses on achieving high performance of each component regardless of its functios
- Availahility of components is measured and reported
Reactive problem managemment and inventory control are performed
« Change contro! is performed on ‘mission ¢ritical’ components
- Point salutions are used to automate thase procassas that are in place, usually on a platform-by-platform bi

f Technology focus J

- IT is driven by technology and maost initiatives are aimed at trying to understand infrastructure and deal with excaptions

- Technology management is performed by technical experts, and only they understand how to manage each device or platfc
- Most teams are driven by incidents, and most improvements are aimed at making managerent easier - Not to improve serv
- Organizations entrench tedhnology specializations and da not encourage intaraction with other groups

- Management tools are aimed at managing single technelogies, resulting in duplication

- Indidant management processes start being created 6

Technology-
driven

ITIL V3 — Planning to implement
Service Management, OGC/TSO

Basierend auf Rudd, C. (2010):




8-Schritt-Modell fir das
Change Management

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO

1. Establish a sense of urgency
« Examine the market ang cornpatilive realives
» Identify and dsduss crses, potential Crises o Major CRPOrTUNities

1 | oy
- AL
2. Create a guiding coalition

« Pt tagethar 3 group with enough pawer 1o lead the change
» Get the group 1o wirk tegether like » teom

: e w
3, Dovelop a vision and strategy

* Create a vision to help deect the change effort
« Dnvelop the strategies for achieving the vison

: ] =
~ i\/L -

4. Commmunicate the change vision
o Use every vehicle possible ta constantly communicate tha new vision and strategies
 Hawe 1he guiding coalition role mede! the behaviour expectad of empioyeas J
€ L ¥
gi— - s, © o w
5, Empower broad-based action
* Getrid of chitadkes
*» Change systems or strudiunes that undermine the change vaion
L « Entowrage rek-taking and nen-Traditional ideas, activities aod actsons

~ &7 n
6 Genarate short-term wins )
« Plan for visile mprovements sn performance or “wins'

* Croate thoze ‘wany”
« Visibly recognize and reword peopls who made the wins possitle )

V7 e
7. Consolidate gains and produce mare changes
« Use Increosed cradibility to change B syrtems, structures and policies that dea’t fit 1he transfoemed vidon

* Hira, promote and develap pecpke who can implement the change veion
" « Ko-invigorate the process with niw praject, themes and change sgents J

X Z
pm— - N —'7
8. Anchor new approachas in the culture

« Create Botter porformance through Guascmer- and productivty-oriertted behavour, better leadership and more

effective mansgemint
« Articulate the conpecticns betweon new behaviouns and argan2atianal success

« Develog means 1o ensure leadenship develapment and succession




Berner Fachhochschule

e Wirtschaft und Verwaltung

Service Levels sowie organisatorische
Maturitat und Kultur

[_. Customer experience culture j

« The focus is on ‘business valua and customer delight” and
continual improvemant of all aspects of the quality of services,
products and customer experiences is an inherant part of the
orgamzation, its culture and the employees

Service
excellence

—

[ i Quality culture J

« Service and product quality are continually measured and Improved
|« Service and product targets are driven by quality
« Custorner experience drives continual improvement

g _Customer service culture _j

« Service and product quality are measured and improved
« Service and product 13rgets are negotiated and defined
« Customer feedback and satisfaction drive improvements

Superior
service

-

<

J

C

o Service and product quality are measured
« Service and product targets are negotiated and defined
' « Litthe customer feedback or measurement of customer satsfaction

Product/service culture

L No culture focus J

« Sgrvices and products are produced and delivered, but not measured
« Little o¢ no focus on customer OF service quality
« Mo customer feedback Of Meas t of cL

satisfaction
Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement

Service Management, OGC/TSO
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Advocate
customers

\

( Customer experlenaf fu!nne |

* The focus s on 'business value and customer dalight” and
continual improvement of all aspects of the guality of services,
products and customer experiences is an inherent part of the
organization, its culture and the emplcyees

l Delighted

l customers

[ Quality culture J
* Service and product quality are continually measured and improved

* Service and product targets are driven by quality
¢ Customer experience drives continual improvement

Loyal

customers

Jis Customer service culture |

« Service and produst quality are measured and Improved
= Service and product targets are negotiated and defined
* Customer feedback and satisfaction drive improvements

Level Kultur und

ice

Satisfied
customers

- . —_—
Product/service culture |
* Service and product quality are measured

Adem.nabe * Sarvice and product targets are negotiated and defined
service « Uttle customer feedback or measurement of customar satisfaction

Dissatisfied
customers

aturitat, Serv

( No cufture focus J

* Services ard products are proguced and delivered, but not measured
* Little or no focus on customer or seevice guality
* Mo customar feadback or messurement of Customer satisfaction

eziehung zwischen organisatorischer

B
M
K

undenzufriedenhei

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 9
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Schritt 1: Create the vision with supporting

high-level objectives

Step 1: Create the vision with supporting
high-level objectives.

‘If you don’t know where you are going,
any road will get you there.”
Lewis Carroll

‘Most companies die not because they do the
wrong things, but because they keep doing

the right things too long!’

Prof. Yves Doz, INSEAD

(European Institute for Business Administration)

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO

What is the vision'ﬁ

Business vision,
mission, goals

=sosl sl and objectives \
Baseline
Where are we novﬁ assessrrlm ents \
How do we keep \ Where do we want Measurable
the momentum going? to be? targets
e d — Service and process
4 ow do we get there? s improvement
& “(f“"_’r
; b 4
f
k‘ bid itberdd Measurements
s ©'C We 9€ ' and metrics
=3

10
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Was ist die Eigenart einer Vision?

« Definition der Vision: Kurz, pragnant, einleuchtend,

leitend ...
« Kommunikation der Vision, z.B. an alle Stakeholder
* Andere zum gleich agieren bringen — in Richtung Vision

« Vorgaben machen

11
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Schritt 2: Provide baseline or benchmark of
current state of the service provider org.

Step 2: Provide a baseline or benchmark of the
current state of the service provider organization
and its services and processes.

We will never be here again — or alternatively:

‘The only constant is change.”
Heraclitus (c.535-475 BC)

‘A journey of a thousand miles must begin
with a single step.’
Lao Tzu

‘The first step towards getting somewhere is
to decide that you are not going to stay
where you are.’

John Pierpont Morgan

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO

What is the vision?

Business vision,
mission, goals

N

i{:;‘;‘:;_._ s {mm)|  and objectives
T! B
i \ Baseline \
?
H Where are we now?  BE R ants
fl =
| »
i h 4
How do we keep Where do we wanN Measurable \
the momentum going? to be? S targets
AN h
2 i thaidt Service and process\
Ei ow do we get there? s improvement
21 TR A
H -
H
I Measurements
5 : 5
| Did We get there? \ gy and metrics \
o 4

12



Berner Fachhochschule

e Wirtschaft und Verwaltung

Schritt 2: Provide baseline or benchmark of
current state of the service provider org.

Changing environment

Capability and maturity of IT organisations
Understanding where we are

Stakeholder analysis

Benchmarking

Assessment: Vision, governance, Steering and
Strategy, service management, people, products,

technology, tools, culture, service and attitude, etc. etc.

13
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Basierend auf Rudd, C. (2010):
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Service Management, OGC/TSO

Stakeholder-Analysis
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[ Support teams ]

External stakeholders

Internal stakeholders

ﬁ{ Service desk L/’

~

[ Business sponsor J

R e o

\‘\ !
. T
Development
teams

I Competitors J

[ Partners J

External stakeholders

14
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Categorization of stakeholders

I I

o o -

1 1

] 1

1 ]

] ]

] ]

i i

= Major E Critical i
gc_:. 9 stakeholders ! stakeholders !
¥ 1

= i i
(<)} ' 1
¥ ] 1
£ i i
Q - o ot o o o o -
= I 1
e ! ]
= ; :
o . | Longral :
3 L Minor | Significant
g s stakeholders ! stakeholders !
] !

1 1

1 1

t ;

Low ! High .

Interest/involvement

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 1 5
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Wie messen wir? Was messen wir?

To validate To direct

Your measurement framework

To justify _ Tointervene

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 1 6
Service Management, OGC/TSO
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ISO/IEC 38500 - IT-Governance

Business Corporate Business
pressures governance needs
of ICT

Evaluate

b
Monitor |

Direct

(%)

©
w0 2 / $8
cCu a (ol o
o= o @ ©
(a8 o ful E E
o o e
00
TE
&8

Business processes
ICT projects ICT operations

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO
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IT-Governance De-facto-Standard COBIT 4.1

[BUSINESS OBJECTIVES '

IGOVERNANCE OBJECTIVESI

ME1 Monitor and evaluate IT performance PO1 Define a strategic IT plan
ME2 Monitor and evaluate internal control PO2 Define the information architecture
ME3 Ensure compliance with external requirements PO3 Determine the technological direction
MEA4 Provide IT governance PO4 Define the IT processes, organization and relationships
PO5 Manage the IT investment
INFORMATION PO6 Communicate management aims and direction
CRITERIA PO7 Manage IT human resources
PO8 Manage quality
POY Assess and manage risks
* Effectiveness PO10 Manage projects
* Efficiency
* Confidentiality
MONITOR AND * Integrity
EVALUATE * Availability
« Compliance
* Reliability
PLAN AND
IT RESOURCES PRoaNIZE

* Applications
¢ Information
« Infrastructure

* People
DELIVER AND
SUPPORT
DS1 Define and manage service levels E
DS2 Manage third-party services ‘\I(l;;lql’llflEr{hn;il\'.rD
DS3 Manage performance and capacity
DS4 Ensure continuous service
DS5 Ensure system security
DS6 Identify and allocate costs
DS7 Educate and train users Al Identify automated solutions
DS8 Manage service desk and incidents Al2 Acquire and maintain applications software
DSS Manage the configuration Al3 Acquire and maintain technology/infrastructure
DS10 Manage problems Al4 Enable operations and use
DS11 Manage data AI5 Procure IT resources
; . DS12 Manage the physical environment Al6 Manage changes
Basierend auf R.Udd, C (201 0) DS13 Manage operations Al7 Install and accredit solutions and changes
ITIL V3 — Planning to implement 1 8

Service Management, OGC/TSO
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ISO/IEC 20000 - IT-Servicemanagement

Management system Management responsibility
Documentation requirements
Competences, awareness and training

Planning and implementing Plan, implement, monitor, improve
(Plan, do, check, act)

Planning new services Planning and implementing
new or changed services

Service delivery processes

Capacity management Service level management Information security
Service continuity and Service reporting management
availability management Budgeting and

accounting for IT services
Control processes

Configuration management
Change management

Release process Resolution processes Relationship processes

Release management Incident management Business relationship
Problem management management
Supplier management

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO 1 9
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Step 3: Define the desired future state in
targets and measurable terms

. i ! i i Business vision,
Step 3: Define the ‘desired future state’ in ey =T \
targets and measurable terms. em) | gemh| _and objectives
4
i h 4
This step should set the milestones and targets to 5 \ amc e
ensure that the objectives of the service i Wheresare Wepows P
management initiative are achieved. 4
How do we keep Where do we wan& Measurable \
‘If you aim at nothing, you'll hit it every time. the momentum going? to be? PR targets
4 b
n A
Unknow H \ Service and process\
r How do we get there? g improvement
% e 4
!
;i , \ Measurements
R Did We get there? . .|  andmetrics
ey

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 2 1
Service Management, OGC/TSO
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Step 3: Define the desired future state in
targets and measurable terms

» Defining future desired state

« Gap analyses

» Business case for implementation service management
 ldentifying and managing risks

* Planning for quick wins

« Defining Vision and setting goals

« Expectation setting

« Goals, questions, metrics

* Tools

« Conformance 22
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Baseline versus Future state ... Einfache
Darstellungsformen zur einfacheren
Kommunikation

Organization .
1N

™

3 » » : . Strategy

y\f} :

h

¥

/

f S’

/ .
/ |
/ /

{ { ;
/ J
{ ;
{ f
f /

Culture '

/ { e
\ N
\ \
\
N\
N\
N\

Products

M.People 2 3
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Assessing improvement actions

Improve
quality of
service

lmproved\‘
agility.

\

S\

’ ]
Business ¢ “WOu4 Reduced

alignmer)(

. Service Customer
o criticality . satisfaction

y A Y 44
o Improved !
(4 ’
servicg " Jncreased Reduced
1 ’ .
availabilit _7productivity issues
PPLTHENG, 2

AW AR AR

Business ,’
impact’
’

’ Figgre
L4 ’ -
’ -

,'Relatio’nshfp

. J Incident *
( Actwni 1B Rigt 7 ¢« ¢ reporting’\ ! mgt
Next steps " ’ ’ 2 VAPAd
) u ¥ Yy
Knowledge Avallability Change Configuration Problem
Basierend auf Rudd, C. (2010): mat mot mgt (gt mat

ITIL V3 — Planning to implement
Service Management, OGC/TSO -
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Identifying quick wins

Why? Improve
quality of

service

A
Qua!|ty Improved:,
service agility: -+

What? s A\ ¥ *

Business. *
,alxlgnmer)t

v
Y ¥
1
i Service Customer
« critjcality satisfaction
/

; il

YA A T4
Business . Jﬁcreased Reduced
impact’ - :productmty issues

NZ0

Incident
mgt

\

How?

'Relat'onshup ; f
Actions < aigt 1+ 4 reporting’y

’

(Next steps) " )% YrVy 4 Y ", S
. Knowledge Availability Change Configuration Problem
Basierend auf Rudd, C. (2010): mat mat mat mat mgt

ITIL V3 — Planning to implement
Service Management, OGC/TSO
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Alternative quick wins

Why? Improve

quality of
service

‘ .

\
Quality lmprovec\l\\
service agility

Business
,alignme

Customer
satisfaction

How?

L4 7
’lncreasled
,/productivity issues

AN AR

Incident
mgt

Actions
(Next steps) 55 ,,rebomng ‘\\ i o
. Yy, {ry

nowledge vailabilit Ch .
Basierend auf Rudd, C. (2010); mgt . LS CONfg;;atxon Problem
ITIL V3 — Planning to impleme Mgt
Service Management, OGC/TSO
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Step 4: Produce a detailed plan to ensure that
goals and objectives of the service mgt
initiative are delivered

Step 4: Produce a detailed plan to ensure Business vision,

s . . What is the vision? ission, |
that the goals and objectives of the service pr—— | | and objectives
management initiative are delivered. \

- . Baseline
‘He who fails to plan, plans to fail.’ Where arewe now? gy assessments \
Unknown !
How do we keep Where do we wank Measurable \
the momentum going? to be? PALES targets
How do we get the% 2 Se"i’j;;;’;‘:ﬁ;ff“\
. there?\ | Measrements N\

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 2 7
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Step 4: Produce a detailed plan to ensure that
goals and objectives of the service mgt
initiative are delivered

« Governance and strategy

* Where to start

* Where to finish

* Producing a plan

« Objectives, targets, measurement and metrics
* Awareness

« Managing cultural changes

* Roles for implementation

* Training

28
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Aspects of continual service improvement

* Single point of ¢ Mgt commitment
accountability e Mgt participation

* Logical group of activities PROCESS ¢ Compensation/rewards

* Cross departmental * VValues/beliefs

¢ Defined procedures - » Coaching/enabler

» Repeatable, consistent  Career opportunities

* Global standards » Organizational design

PEOPLE MANAGEMENT

e Enhanced skills

e Multi-functional teams e Teamwork enabled

e Values/beliefs * Service management tools
e Cultural biases * Integrated data sharing

* Training * Knowledge management

e Career development * Management information

TECHNOLOGY

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 29
Service Management, OGC/TSO
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Detaillierte Planung in Phasen und Bereichen
uber die Jahre

Current stéte

Service quality
Unavailability 40 hrs
Availability 99.7%
Incident 9000
Callout 300
Mis (per month) 45
Business alignment
Satisfaction 60%
Agility

Change (v) 80%
Ability (F/B) 60%
Reduced risk

Risk vulnerability 25
Operating costs

Costs $5.5m
Audit points

Outstanding 35

Phase B
= Strategy

Phase A
Strategy

release and

deployment \ Transition

Event

incident == === Problem
Access request
operations

technology.

Phase C
> Strategy

» Knowledge

supplier
- Risk

- - - 3= Reporting

Financial
demand

Availability
capacity

Improvement

Desired future state

Exploitation of a common toolset

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement
Service Management, OGC/TSO

I

Benefits |

[ Improved service quality

b

I
| Risks reduced >
[

| Increased agility

»

| Business integrati¢>

b

Year 3

Year 1 > Year 2 >

> Year 4 >

Year 5 >

Service quality
Unavailability
Availability
Incident

Callout

Mis (per month)

Business alignment
Satisfaction

Agility
Change (v)
Ability (F/B)

Reduced risk
Risk vulnerability

Operating costs
Costs

Audit points
Outstanding

30 hrs
99.9%
8500
250
20

75%

90%
70%

15

$4.5m

30
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Detaillierte Planung in Phasen und Bereichen
uber die Jahre

The management system, planning and implementing service management and new or changed services

SLM and service reporting

Capacity, availability and IT service continuity management

Business relationship, supplier and budgeting and accounting management

Information security, configuration and release management

Increased customer satisfaction

Reduced costs
ISO/IEC 20000 certification

Improved service quality.

Incident, problem and change management

Year 1 | Year 2 Year 3 I Year 4 | Year 5

Basierend auf Rudd, C. (2010):
ITIL V3 — Planning to implement 3 1
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Konkrete Darstellung eines Change Manage-
ment Prozesses (wohl Soll-Zustand)

Change management
v g —
2% Log initial
5 % request
]
oo Initial Assess and PIR e
Cmo — f—— » cl Fi
g c assessment validate RFC {optional) < eseREC
£
o , :
28 Authorize Authorize RFC
22 RFC implementation 1
oy
o
3
[ 3
E"E‘ Flan fhe build Build and J L Implement
ce Pol Ustad P> test change change [
] g implementation
@ -
g 2 Agreeand | |
£ 3| | submitRFC

Basierend auf Rudd, C. (2010):
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Step 5: Review the outcomes of th_e service
management initiatives to determine whether
they had the desired outcomes/effects

Step 5: Review the outcomes of the service

What is the vision?

Business vision,
mission, goals
and objectives

management initiatives to determine whether e )

they had the desired outcomes and effects. i

Where benefits are also reviewed, assess whether i Whereerseriow” ! Moo l
they were truly realized. I A

. : < How do we keep Where do we want Measurable
Measurement is the first step that leads to contro/ Emomentqu ( to be? SR targets N
and eventually to improvement. If you can’t 4+ Foe

measure something, you can’t understand it. If ; How do we getthere?) l Ser\i/:;;raor:/oei ":‘;ﬁ

you can’t understand it, you can’t control it. If you
can’t control it, you can’t improve it’
H. James Harrington

. 4

Measurements
and metrics

. 4

n— ! Did we get there?

foncrnenad
=y

Basierend auf Rudd, C. (2010): 33
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Step 5: Review the outcomes of the service
management initiatives to determine whether
they had the desired outcomes/effects

* C(Critical success factors
+ Key performance indicators

* Organisational drivers
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S ® \Virtschaft und Verwaltung A leqding ﬂpanda( institution wanted to conduct
a major business model transformation based on

the European Foundation for Quality Management
(EFQM). The main focus was improvement in the
availability levels of the key IT processes that
underpinned their major business processes. They
needed to undertake major organizational
change, with clearly defined roles and processes,
and the technology to support these two areas.
They continually measured availability levels to
ensure that this was maintained throughout the
SIP, and that the levels were improving at an
acceptable rate for the business.

Example 4

A large British central government department
decided that they wanted a leaner organization,
To achieve this, they needed to undertake an
organizational restructuring, moving lots of
disparate groups into a more centralized
structure. After an extensive analysis it was felt
that the areas of change management, incident
management and problem management were in
the greatest need of improvement - in terms of
cost and quality. They initially focused on
configuration management (to enable the other
processes to work more effectively), change
management, incident management and
problem management - all linked on a centralized
integrated toolset. Again, it was important that
they could show improvement in all processes. In
order to achieve this, CSFs and KPIs were defined
for each process and reports were regularly

Basierend auf Rudd, C. (2010): produced for the individual processes.
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Schritt 6 - How do we keep the momentum

going?

Step 6: Maintain the momentum, even when
targets and objectives have been achieved.

The temptation and reality are that unless
momentum is maintained, all of the gains will be
lost as attention inevitably moves elsewhere.

In other words, the better you are at doing
something, the less you actually need it. Anyone
who has been on a diet will know that the
hardest part is keeping the weight off. The same
is true for a service management initiative — the
difficulty can be in maintaining the improvements
once they have been achieved.

Active attention must be paid to ongoing
maintenance and further improvement to ensure
that all the effort is not lost or forgotten, and to
maximize learning and knowledge retention.

What is the vision?

Business vision,
mission, goals
and objectives

Where are we now?

Baseline
assessments

How do we keep
the momentum going?

Where do we want
to be?

Measurable
targets

4

How do we get there?

Service and process
improvement

Did we get there?

i

Measurements
and metrics

‘Success always makes obsolete the
very behaviour that achieved it.”

Peter Drucker

U

‘Motivation is what gets you started. Habit is

what keeps you going.’
Jim Rohn
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Schritt 6 - How do we keep the momentum
going?

« Consolidate changees, produce more change
 |nstitutionalize the change

« Ongoing monitoring and process reviews

« Reinforce business and IT integration continuously
« Knowledge management

« Continual learning and improvement
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Key relationships within IT Service provisioning

The business and customers J

Business interface . S|
Relationships P Torre:

_|Service owners! M= =" o lationship

|

Service service managers . . managers

level The service provider

managers Supplief
managers

" EEE TR EEEEE- L Re'atiommps-.- g LR

Supplier interface

The suppliers
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Business relationship managers and their key
interfaces

Lines of business Lines of business

The business

Customars: Bt BE RS Sl e L M e e e i Customers
"‘.‘: --_-.' - .,'
- n %
Business/ * Business/ x
: customer : :
customer Services reviews Services
reviews 1 s

'

/ .. : e " ; )
Business
relationship |l e el . A ’ :
managers AR ey —
A .., A SLAs )‘]Ervlce reports |
: Service - {RG SR R G
‘Y .. portfolio oL e
Service ——— lServllce -------- AY
x I' eve ....... g
portfolio ; 3 managers [ i o pa Service owners/
management | ¥ service managers
Demand
management : 5
%3 9 Service provider )
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Service level managers, service owners and
their key interfaces

Lines of business

The business

' r
Customers Customers
R Lines of service / Lines bf service
. -:‘. --"’.‘ - '. )
3 * Service
Service ; reviews ; ,
reviews Services Services
fir / ’~..~ ."‘- ; ,:
Service = ;
level 3 --------------------- e ;
Hanagers - | SLAs “71 Service reports :
E Service (SRR S Mai. ;
Y sratalogue | *Y
Service TS S M S e DA T [ T T :
catalogue " “saoa | Service owners/
manager ‘ service managers
Business Y
; : ionship
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Supplier managers

Lines of business

The business

Customers
5 Lines of service | .-
‘. .
Services Services
....... 4 ’ :
(e ‘ : Y )
'S:J::‘e e 1 p-| SLAs | | Service reports | | Service owners/
managers BUSINGSS | L ooescasssnto ’ SErvice managers
A Y. relationship -
- ‘| managers 3
: Service service
Y catalogue |
Service )
catalogue
manager
- ;' {
Contracts
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Single points of contact and accountability

Business

Business Business managers Customers Users
projects/sponsors and stakeholders

X X

Business changes Business requirements Service reports Incidents
Business programmes Relationships —— Service reviews [— Requests
Business projects Communication SLAs Standard changes
Satisfaction/feedback
Programmes, projects Business relationship Service owners/ Service desk
and changes managers service managers .
[ Single points of contact and accountability J
Service provider
| _ ]
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The service provider ‘“front office’ and ‘back
office’ function

\
Business
Business Business managers Customers Users
projectasponsors and stakeholders
- I
i A
‘Busin-m changes Busm;u requerements -l Service reports | Incidents
Busingss programmes e -1 Relationships Service reviews  ——  Requests
Busingss projects Communicatian SLAS Stancard changes
Satisfactionifreechack
Pragrammes, projects Business refationship Service owners Service desk

1 and changes managers service managers

= ¢ 7R = PP
Front | R = S Tt I
office - NS SaoSiven AT S s S -

rrfe e " ----‘----'-t--...-‘o--l ................... q-‘._--t:--:_”'.---/ ---------------- e
Back ; S WP 2T AT e :
pifise ' “hy o ‘t:l-t"- B
Lo 2 s ¥

= Y r’ s }'-' = ErR e =4 v

| Strategy and Development Business support and Infrastructure and

| architecture L adminstration aptrations

| — -

Service provider
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framework (EPMF)

The extended process maturity framework (EPMF)
can be used either as a framework to assess the
maturity of each of the service management
processes individually, or to measure the

maturity of the service management process

as a whole. This is an extension of the process
maturity framework (PMF) as described in the
Service Design publication. Similar approaches
have been widely used in the IT industry for a
number of years, with many proprietary models
being used by a number of organizations. This
particular EPMF has been developed to bring a
common, best-practice approach to the review
and assessment of service management process
maturity. This framework, which is shown in
Figure 4.8, can be used internally by organizations
to review their own service management processes
as well as by third-party organizations brought

in as external reviewers, assessors or auditors.

The use of the EPMF in the assessment of service
management processes relies on an appreciation
of the IT organization maturity framework as
illustrated in Figures 2.3 and 2.7. The maturity of
service management processes is heavily dependent
on the stage of growth and the culture of the
IT organization as a whole. It is difficult, if not
impossible, to develop the maturity of service
management processes beyond the maturity
and capability of the overall IT organization.
Basierend auf Rudd, C. (2010): The maturity of the IT organization is not just
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Appendix B: The extended process matur

change of a combination of elements in ordk
be fully effective. Therefore, a review of pro
will require an assessment to be completed ¢
the seven areas described within the EPMF.

The major characteristics of each level of the
are described within the seven different are:
elements as follows:

nance —the overall direction
clates to the role and position
he business

Vision and gover
and controtasi

he objectives, cgoals
T in realizing the strategy
bhe ways of working and
procedures needed to achieve the goals
and objectives
kills, competences, knowledge
itities needed to manage and operate

the processe
H The products and technology > the supgporting
infrastructure and applications (to support

enable the services, people and processees)

The culture, service and attitude =t%he values,
eliefs,princt —atti and behaviors

and the way in which the service provider relates

with the business, its customers and its users

ionships — the organization ure, the
degree and level of interaction with the
business, the stakeholders and the partiners of

the service provider organization, and the
contact points and relationships.
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| INITIAL (LEVEL 1)
.1 EPMF level 1: initial

ind governance thtle senior management commltment

No guiding coalmon

Vision and governance No overall governance of IT or service management

Mmlmal funds and resources with httle actmty

No overall vision

j and strategy Lack of strateglc dlrectlon

Lack of management objectlves dashboard and KPIs
Stee"ng and Strategy Very few results available, but not retained

Infrequent management activity, review and action

£ Poorly defined processes and procedures, used reactively when problems occur
Processes ——— '
Largely manual, reactive processes, v\nth wregular unplanned activities
Loosely def[ned roles and respon5|b|lmes
People —— ==y

Lack of service and servuce management skills and knowledge

Products and YERRBIAGY  Loroeh manualprocesses witha lackof avtomatn

Few specific discrete tools (pockets/islands)

Culture, service and attitude Tool and technology-based and driven with a strong activitifoci

Services, products and technology are implemented and delivered, but not
Culture, service and attitude monitored or measured e

No focus on customer or service quallty

No customer feedback or measurement of customer satlsfactlon

Organization, communication Little recognition or documentatlon of customers and stakeholderL

o’FﬁéH?ﬂ&?fB‘ﬁ commu- strong. mternal focus ) » ——

nlcatlon and relatlonShlps_lttle external focus or communlcatlon
Basierend auf Rudd, C. (2010): e ——————

ITIL V3 — Planning to implement No defined contact points 45
Service Management, OGC/TSO




Berner Fachhochschule

e Wirtschaft und Verwaltung

Vision and governance

Vision and governance

Steering and strategy

Steering and strategy

Processesses

People

People

Some semor management commitment

A gu1dmg coalmon is in place but only acts on an |rregular basis

Some overall governance of IT and service management

Some funds and resources available with some activity -

Irregular, unplanned management activity, reporting and reviews

No clear vision

Some strateg|c dlrectlon

Unclear management ObJeCtIVES dashboards and formal KPls not Wldely\

lrregular results avallable reactlvely produced but not retauned

Irregular management reviews and actions

Defined processes and procedures, which are largely reactive, inconsistent
throughout the IT organization

Irregular unplanned activities

Deﬂned self-contained roles and respon51b|l|t|es

Lack of serwce and 5erv1ce management skllls and knowledge

lucts and technology

Products and technology

Automation used, but with data and information stored in | separate locations

Many discrete tools, but a lack of coordmatlon and integration

Jre, service and attitude

Culture, service and attitude

Malnly tool and technology—based w:th an activity focus

Products and technology are |mplemented, delivered and monitored,
but not measured

Some focus on service quality and its measurement, but little customer focus

Inization, communication
relationships

Organization, commu-
nication, and relationships

Little customer feedback or measurement of customer satisfaction

Documented customers and stakeholders

Mainly internal focus, but some external recognition

Irregular external communication

Documented contact points

Basierend auf Rudd, C. (2010):
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Vision and governance

Appropriate senior management commitment

iguiding coalition is in place providing leadership, vision and control

Formal governance of IT and service management

Approoriate funds and resources available with some activity

Regular management activity, reporting and reviews

ing and strategy

Steering and strategy

An I1SG provrdes a focal point of strategic dlrectron

Clearly documented and measured mana i
gement objectives, dashb
KPIs generally available ; AL IR

Formally publlshed monltored and reviewed plans

Regular results avarlable produced and retalned

Regular management activity, reviews and actions

Processes

Processes

People

People

Products and technology

Products and technology

Culture, service and attitude Malnly tool- and technology based W|th an acthlty focus

Culture, service and attitude

Organization, communication Documented customers and stakeholders

and relationships

Organization, commu-
nication, and relationships

Well deflned processes and procedures wnlch are actively used

Regular planned actmtles W|th some proactlve aspects

Processes are extensively used throughout the organization

Well-defined roles and responsibilities with some agreed
interfprocess responsibilities

Roles and respon5|b| ltles l[nked to competences

Good service and service management skills and knowledge wrth some knowled
shanng

Formal team and mdwrdual ObJECtIVES

Formalrzed tralmng plans

Automatlon used wrth some rntegratlon of data and Jm‘ormatlon

l\/Iany dlscrete tools W|th some coordination and |ntegratlon

Contlnuous data collectlon wrth alarm and threshold monrtonng

Consolidated data and mformatlon retalned and used for formal planning,
forecastrng and trending

Products and technology are 1mplemented, dellvered, monrtored and measured

Focus on servrce qualrty and customer sat[sfactlon

Customer feedback servrce quahty and customer satisfactlon dr|ve rnprovement

Balanced attentron betvveen rnternal and external focus

Regular external communrcatlons

Documented contact points with regular communication
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Total senior management commitment, with a supporting guiding coalition in place

. id
& W|rtSC haﬂ: Uﬂd Ve I’W’c‘ll'[ Sl providiog IeadershioLvision aod control
ViSion and governance Formal governance of IT and service management

Planned funds and resources available Imked to busmess beneflt and justification

Continuous monitoring, measurement, reporting alerting and reviews linked to
improvement activities

and strategy An ISG provides a focal point of strategic direction, wnh cIear!y documented
management objectives, dashboards and formal KPIs widely available

Integrated plans aligned with overall business plans, goals and objectives

Steerlng and Strategy Regular planned management reviews and/or audits for effectiveness, efficiency

and compliance linked to improvement activities

; Well-defined processes and procedures, which are actively and consistently used
throughout the organization

Processes Regular, planned activities, measurements, with in-built proactuve capab|I|ty

Regular measurement and review of process effectlveness

Well-defined roles and responsibilities with agreed inter- process responsibilities

Good service and service management skills and knowledge, with well- estabhshed

People knowledge sharing o

Formal objectives and targets actlvely monitored as part of the everyday activity

Formalized training plans

and technology Automation used, with integration of data and information as part of an overall
knowledge management system
Products and tech nology Documented overall tool architecture

Continual data collection with alarm and threshold monitoring, linked
to improvement

Consolidated data and information retained and used for formal planning,
forecasting and trending and knowledge sharing

Culture, service and attitude Service quality-based focus Iinked to supporting tools tec;no!o;y and acti

CUIture, service and attitude Products and technology are implemented, dehvered monitored, measured

|mprovements based on servuce quahty and busmess value

Focus on the business and business processes, service quality and
customer experiences

Regular measurement of customer feedback and customer satisfaction

Organization, communication Documented categonzatlon of customers and stakeholders
and relationships = = — — =S

Organ|zat|on commu- Balaged fgus betweg1 mtfirnal and external priorities
Basierend auf Rudd, C. (2010): nication, and relationships e 2nd frequent communication to all areas I
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Berner Fa

Vision and governance

-------- @ Wirtschaft
Vision and governance

Steering and strategy

Steering and strategy

Processes

Processes

Total senior management commitm
ent, with a supporting guiding coali
provrdrng coordrnated leadershlp. vrsron and control 99 ’ tonin

Formal governance of IT and service management

Funds and d resources avarlable as part of fmancral plannrng based on busrness va

E\L/)entrlrlruous monitoring, measurement, reporting, alerting and reviews linked to
ra coordlnated contlnual rmprovement plan Irnked to business value

An ISG provides a focal point of strate
afo gic direction, wlth clearly documented
management objectrves dashboards and formal KPIs widely available

In egrated St ategic plans integra d with overall bi e, S, QO
tel ith ove all us! o]
g iness valu pla als

Regullar planned management reviews and/or audits for effectrveness efficiency
compliance llnked to an overall continual |mprovement plan

Well defined processes and procedures Wthh are part of the organrzatronal cult

Regular planned activities, measure It If Wi
ments a d targets, wit
S Ih g h an in-built proactive

Regular revrews of process effectrveness and efficiency from the customer and b

dle

People

jucts and technology

Products and technology

ture, service and attitude

Culture, service and attitude

janization, communication
1 relationships

Organization, commu-
nication, and relationships

Well-defined roles and responsibilities with agreed inter-process responsibilities part of
an overall corporate culture

Good service and service management skills and knowledge, well-established
knowledge sharing with continual personal development and improvement

Business-aligned personal objectives and formal targets actively monitored as part of
everyday activity

Regularly reviewed, formalrzed trarnrng plans linked to an overall continual
development plan

Automation used, with rntegratron of data and information as part of an integrated
knowledge management system (SKMS)

Well-documented overall tool archrtecture |ntegrated with people, processes
and technology

Continuous data collection with alarm and threshold monrtonng linked to an overall
continual improvement plan

Consolldated data and rm‘ormatron retarned and used for formal planning, forecastlng,
trending and knowledge sharing and providing input to an overall continual
rmprovement plan

Service- based focus linked to supportrng tools technology and actrvrty

Products and technology are implemented, delivered and monitored, measured
and |mproved

Focus on the busmess and busrness processes service qualrty and customer focus

Regular measurement of customer feedback and customer satrsfactron

A continual improvement culture, together with a focus on business value and
outcomes

Documented categorrzatron of customers and stakeholders

Focus based on service quality, customer experience and delight, business value and
value networks

Planned and frequent communrcatron as part of an. overall commumcatlons role and plan

Documented contact points with regular and frequent communication and meetings,
with stakeholders and customers, based on categorization

49



