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Consumers are dnvmg new realltles

Instantly connect
with customers
and employees

coffee with
your phone

: combln_e
Information
across the web

apphcanons
from
anywhere



I facebook

m// ~ Consumerize
the front end

Provide services the way the
~ .| customer expects them.

,,,,,,,,,,
xxxxxxxxxxxx




e
Consumerize the front end

Consumerize the
front end

Empower users through self-
service

Personalized service delivery
Proactively communicate
Collaborate across organizations

Embrace “Bring Your Own Device’

Transaction & Engagement
models



To address current and emerging realities,

needs1o:

Business g,

B N - -
Provide self- Develon and
service IT denlo nepwa S Flex IT resources
anywhere, Y PP beyond its walls
: rapidly
anytime
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Industrialize the back end

Deliver services faster and more accurately.



Industrialize the back end ,

Standardize, integrate and automate IT
processes

Define and manage “services”, not just
infrastructure

Multisource to optimize resources
Become a service broker
Drive better decisions through analytics

Value chain/network

Industrialize the
back end
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Service Management and ITSM

- The Practice of Service
Management on o

- Managing Services



http://www.amazon.com/gp/product/images/0113313098/ref=dp_image_0?ie=UTF8&n=283155&s=books
http://www.amazon.com/gp/product/images/0113313098/ref=dp_image_0?ie=UTF8&n=283155&s=books
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Business — IT Catalog Example

Service Catalog
Business Services

Online Banking Investment Management

Customer Account Expense Reports

Global IT Service Support

IT Services

Online Banking App. Service Investment App. Service
Account Management App. Service Web Expense Report App. Service

ITSM App. Service Network WAN Web
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Business Services

CONCEPT

FORECAST SUPPORT

STRATEGY ACCOUNT HIRE TO
TO PLAN 10 MARKET TO CASH TO TOREPORT | RETIRE o
PRODUCT DELIVERY e CONTROL
Corporate PLM CRM ERP Support
Steatenv E/lortm“% Mgrgt. arll<ettc|)rc1jg Al’J\ltomatlon--------uI o Pr%curement = Elnangje i HR em =S SYTAVITW S
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Manage : Sale%'éﬁrd%m.aﬂan ------------- ol K | —General
Plan Strate Market & Customer Manage i ' Procure i: Financial Selecting & Leqal
ad Product O Opportunities [} ! to Pay :: . Acquiring Talent g
Research | “---------------=-- S STss s sosSsosSSSS s e | TeeeuRiRg
1To-=--- Partner Management ===~ = Customer Care
Set Goals Manage Product : Manage Manage Channel || | Manage : Audit & On-Boarding & Manage
Portfolio i Channels Sales i Customer Care ] Compliance Assimilation Facilities
g ——— I Leoccococoocoosoo
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i Janage Managing & |
Al TR FireellE! ! Education _:_\c:;:ge Rewardin
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Menage! Plan Techno?ogy Manage Product _ Process Fulfill Management Developing and
____ Aiances— | & Pricing Data Orders Orders Accounting Retaining Talent
- Product - 1
Dev. Manage Manage Manage Ligenses & Manage
Contracts Billing Receivables Entid Information

$5 M to $10 M

$15 Mto $20 M | $20 M to $25 M
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- Consumerization
- Industrialization

Consumers
___
Business

GUI for Application Development /
Customization
« Application

GUI for Application

Application APIs / Web Services

Application Code D Lo s

Application Middleware
(e.g MySQlL/Apache/et. Runningon EC2) « Platform
Systems Management
{e.g tooisto manage ECZ Instances)
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Operating System
(e g Linux)
Hardware Virtualization
(Hypervisor Platform) IT Admin /
Hardware Developers

(e g Servers or Storage)
« Infrastructure
Network
Facilities

(Space, Power, Cooling)




Business Value

Run Business Effectively

W

' Enable Business Growth

(/-

Innovate and Transform



ITSM needs

- Service Orientation
- Service Catalog
- Frictionless
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Peaple Process Techrology
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Service Management

- A set of specialized organizational capabilities for
providing value to customers in the form of services

- Capabilities and Resources are assets
- IT Is a strategic asset
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