‘Building IT services is like building a team,
how do you manage your assets?’
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IT Maturity

ITSM in context
Specialization

Commoditization

The “Service”

Discussion
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IT Maturity (and Evolution) tchnologe

: Service ,
Business IT Operations
Management
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Which sport is the most organized? s

. Obviously subijective....

. Assets? Players, Athletes, Stadia, Cars, Circuits, Yachts, Swimming Pools....

. Finance? Ronaldo cost 80million UK pounds....plus his salary

. ROI? Ronaldo probably 1/2m per goal...

. All sports provide services to the paying public and all know how to measure effectiveness....
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Lessons from a Different Industry (Not Rugby.....) .og
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Expensive Assets; The First Cars

 The first car manufacturers in the world were French: Panhard & Levassor
(1889) and Peugeot (1891).

* Rene Panhard and Emile Levassor were partners in a woodworking machinery
business, when they decided to become car manufacturers. They built their first
car in 1890 using a Daimler engine.

« Early on, French manufacturers did not
standardize car models - each car was different
from the other. The first standardized car was
the 1894, Benz Velo. One hundred and thirty
four identical Velos were manufactured in 1895.
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Assembly Line; making better use of Assets s

* American car manufacturer, Henry Ford (1863-1947) invented an improved
assembly line and installed the first conveyor belt-based assembly line in his car
factory in Ford's Highland Park, Michigan plant, around 1913-14.

« The assembly line costs for cars by reducing assembly
time. Ford's famous Model T was assembled in
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Production Line Principles

Ford and his team looked at other industries and found four principles that would
further their goal:

* Interchangeable parts
« Continuous flow

« Division of labor

* Reducing wasted effort
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Key Changes

INTERCHANGEABLE PARTS
Standard architecture

INTERCHANGEABLE PARTS
“Value Chain”

DIVISION OF LABOR
Specialization

REDUCE WASTED EFFORT
Process engineering/improvement
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People accelerate change... technobgi
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Process

Manual Tool Automated Tool

Activity

Automated
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VALUE PRODUCED - COST ACCRUED = PROFIT!
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Joined up Change Management

How else can you manage change properly?
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Teams get you into the lead.... wchnalogies
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ITIL process view, a team picture
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Supplier strategies
Group governance & profiles

Industry Best practice
Strategy, Planning

Client strategies . )
and Sourcing

Architectures
Accepted
. . bid
Service Portfolio

Approved
plans & Unplanned
controls change
demand
Client requirements for/
agreement to change, E2E Service

—» elop & Integrate

E2E Service issues: Service delivery M|
E2E Service information

Deliver business change

_’ n Service

Handover components cost info
(awaiting authority

Aggregated
release Acceptance torun) Incidents & 1st line support
Plans documentation Requests/fixes

Demand Authorise major changes Run Service Service
levels Support Components

& supply
capacity Performance vs.
OLA

Request for major Service changes

Design & Sourcing

wAzm=—raoa

Marketand
supplier info

Cost &
price model

Financial Processing
10 & Reporting

Supplier
Supplier negotiation
profiles requirements

Invoicing & payments

1 Manage Client Relationships

Financial
information

Request for improved

II performance/fixes

Maintain Manage Service
Service Components Components

woxmzgo-Hdwnco

OLA requirements

OLA metrics OLA reporting

2 Manage E2E Services

Minor change

requests Incident
e escalation

and
benchmarking

1 Supplier ndi Major change
ncident i
i requests Problem reportin|
| co.ntract, escalation/ - and resollthion £
I issue resolution Manage Customer
1
1
1
[

Supplier performance feedback

!
i
{
{
resolution, I N Incident communication;
I Services P —»>
i
i
U

feedback
v

4

1 2 Manage

itSMF

e r—————]

CEPBUCHOE MHOIOBOPbLE
ITSM: oT duTHECa — K CNOPTY BbICOKNX [OCTUKEHNI

19

Copyright © 2013 CA. All rights reserved



Business Service Factory; and ITIL teams need other teams

Customers

Customers
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Project portfolio management and IT technologis

THE SERVICE LIFECYCLE

Decom-
Design @ @ mission
A

Project management

ITILRFC

Stages of a structured method

Procurement

Timeline

Note that the operations phases may generate RFCs that result in new projects (threshold criteria exceeded)
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Infrastructure & Development Relationships
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The Business

New or Changed Business
Requirements

Consumers I

Program/Project

Management: PRINCE2 Operational Services

Maintenance of Hardware,
Design & Deployment of Software and IT Services

New IT Services t

Structured Methods

IT Service Design Team (ITSDT)

Capacity Financial

. - Busi )
Availability " Incident

Continuity

Configuration Management

Changes To Live Services

IT Infrastructure Library

Design & Deployment of
Modified IT Services

Problem Release

ITSM: oT duTHECa — K CNOPTY BbICOKUX JOCTUXEHWI

e r———

itSMF ‘ CEPBUCHOE MHOIOBOPbE

22
Copyright © 2013 CA. All rights reserved



G

ITSD and Project Coordination schnologes

Project Office

IT Service Design Team (ITSDT)

AT L TR REL N L IR (e R Live Service Coordination
Team 2 Team 1

Upon New Development Development S L'V? Future Live Future Live
ervice ! !
Release Tranche 2 Tranche 1 Operation Service Service

g CEPBUCHOE MHOIOBOPbLE
M ‘ ITSM: oT douTHECA — K CMOPTY BbICOKNX AOCTUXKEHUIA 23

Copyright © 2013 CA. All rights reserved

e r—"——



Developments that ‘push’ BISM
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v

Increasing customer
demands / end user
requirements

Increasing importance of
adequate IV

Outsourcing ICT

Professional Technical
Management

Professional Application
Management
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Three management domains
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Staying in front.... schnologes
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