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facebook.

Google

amazon

Steve Jobs Larry Page #B P
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HOBBIE lPUHLNTIBI MEHEL>XXMEHTA

Marketina
Distribution

Integration

by

John Seddon - Re-thinking IT Video http://vimeo.com/19122939 itSMF



http://vimeo.com/19122939

MPOLLUANTE, 3ALJAYM 20 BEKA. 30PABCTBYH, PABOTA
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> PoKyc Ha opraHuM3auuu >
> Uepapxus >

> YnpaBneHue U KOHTpPoOsb >

> Bopbba 3a Aonto pbiHKa >

> 3agauvm nogpasgeneHun >

> PyHKLUN U oTAENbI >

> HakonneHue 3HaHWi >

> YnpaBneHue no4yTon >

> XXu3Hb BOKpyr paboTbl >
> Pa6ora B ochuce >

\> Pokyc Ha naax >
§ CeTu 1 oTHOLWIEHMNA >

§ Hoeepue >
> e )
§ Lenu opraHusauuu >
§ MpoekTbl >

§ PacnpocTpaHeHue ugen »

§ YnpaBneHue pabotoun >

§ PaGoTta BOKpyr Xu3Hu >

§ O6naka n MobunbHoCTL >
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IT
delivery

info &
comm

innovation &
usage model

data

» JlioOble: ycTponcTea, MecTo,
Bpems

» Bcerga goctynHo

* [nbkoe macwTabmnpoBaHune

* [loyTn HeorpaHU4eHHbIE
XpaHunuuia

* Hepoporasa nognucka

* [lpocTenwaga nHctannaumsa

» Drag and drop

+ CnabocBsizdaHHasi MHTerpauus

* HenpepblBHOE pa3BepTbIBaHME

* WHTYyuTMBHBLIE MHTEpPENCHI

* Mepgma-Bo3MOXXHOCTHU

* [InHamunyeckoe coaepxmmoe

» KpaTtkne/HesiBHble 3HaHUSA

Image source: http://www.zdnet.com/blog/hinchcliffe/
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IBOJIIOUUA UT-OBCITYXXKUBAHWUA U TTOLALEPXXKU

1980 1990 2000 2010
Infrastructure Information Individuals Interactions




MISSION IMPOSSIBLE: JEMOHCTPUPYEM BU3HEC-
LIEHHOCTb

 KVccneposaHue
* Hornbill n SDI

« Man 2013 Demonstrating
Business Value -
 HesaBucuMblE ONPOCHI Has [T Been Framed?

« 100 meHenxepoB Service Desk

THORNBILL

http://www.hornbill.com/resources/files/sdi-mission-impossible-report ltSMF


http://www.hornbill.com/resources/files/sdi-mission-impossible-report

MISSION IMPOSSIBLE: OfIPOC CIO

« Bhbicwiee pykoBoacTBo 1 busHec-nogpasneneHns He
CITMLWIKOM 3PP eKTUBHbI B Aerie KOMMYHUKaLUK cTpaTtermm
nnn uenen bmusHeca NT-nogpasgeneHusim (cornacHol/He

cornacHbl)

m Agree mDisagree

http://www.hornbill.com/resources/files/sdi-mission-impossible-report lt SMF



http://www.hornbill.com/resources/files/sdi-mission-impossible-report

MISSION IMPOSSIBLE: OfIPOC MEHEXEPOB SERVICE
DESK

* [loHMmaeT N1 KoMaH4a Bawlen CrnyXobl NOAOEPXKKU LieSn,
cTodAlMe nepen pasHbiMy BU3Hec-nogpasgeneHnsvm
(pocCT npoaax, yaepXaHue 3aka3dnkos, COKpaLlleHue
CpOKOoB onnarbl...)?

EYes BmNO

http://www.hornbill.com/resources/files/sdi-mission-impossible-report itSMF
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MISSION IMPOSSIBLE: OfIPOC CIO

« Kak pabota T 1 e€ ueHHOCTb namepsatTcst bBusHecom?

DoctukeHne busHec-uenemn

YpoBNEeTBOPEHHOCTb
notpebutenei

Het ¢popmanbHbix KPI

SLA's or uptime

m Business objectives (sales, customer retention, product
delivery)

m Customer/user satisfaction

http://www.hornbill.com/resources/files/sdi-mission-impossible-report it SMF
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MISSION IMPOSSIBLE: OfIPOC CIO

« Kak Bbiclwine pykosoautenun (He-UT) sugat porne AT B
busHece?

Heobxoaumas yactb 3aTpar

MoppepiKKa
CTpaTernyeckux uene
(poct / pmBepcudukauma)

Reduce cost and increase operational efficiency
m Necessary trading expense

m Contribute to strategic business goals
(growth/diversification)

http://www.hornbill.com/resources/files/sdi-mission-impossible-report itSMF
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MISSION IMPOSSIBLE: ONTIPOC MEHE4>XXEPOB SERVICE
DESK

Y10 0CcOBEHHO BaXXHO
ans nosblWeHNa ueHHocTn UT ans opraHusaunm?

YnyuyweHue B3aumogeiicteus,
4yTo6bI B UT Nyuwie noHumanu
uenu busHeca

100% -

0, - 0 0
90% 0 92%
80% -

70% -
60% -
50% -
Nlyywine meTpuku m

40% - nokasartenu, utobbl 6usHec

nyduwe noHMman sknag UT
30% -

20% - Bonee yeTKne yCTaHOBKU OT
PYKOBOACTBA OTHOCUTENbHO
10% - NNaHoB u uenen busHeca

0%

http://www.hornbill.com/resources/files/sdi-mission-impossible-report it SMF
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HALUA PABOTA, HAM EE JEJIATh...

A LITTLE e
INTELLIGENCE | 58

GOES A
LONG WAY ]




215" BEK: BbI30BbI [J151 BU3HECA (U OJ151 UT)

noAapbIBHbIE CTOI/IMOCTb pervoHarnbHbl obbem 3awmTa
MHHOBAaLMN e pasnuuns JAaHHbIX NHdopMaLnn
CIOXHOCTb

ENTERPRISE
? u

KOHBepreHun KOHCbIOMEPU-
A 3auund

Coucetun TpeboBaHus
perynsitopoB
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ENTERPRISE 2.0 — ymo amo makoe u noyemMy amo
_BaAXHO??

You posted a question on workspace Corporate iPhones
+ Help!! has anvone gok the same issue as me? [ can't conneck to wifi onmy mobile, it
° use ko work fine
Like 10 minukes ago
2 Steve Robinson You should check the updates re i05 7.1 on our intranet at [Jzooglefcswiki
hd « @ Jfindex. phpfiGuide KTyan b H bl
Remowve Yote 2 Poster's Choice B minutes ago
[ ]
T k¥ ki TieafgER i
A
[ ]
Ansimer
[ ] Daniel Matthews posted an jmage on their workspace Product and Services Ideas | b
— I r__ U
[ ] T %
You posted a question on your workspace Sage Upgrade Project
o A bit stuck with Sage reports, I'm running our bespoke reports from the X drive, as
per the manual, but they all give ODBC errors. Anyone else tried this since the
upgr ade?
Like
° L = S ;
Dan Lefevre Oui, je l'ai essayé tout & I'heure, mais ca ne marche pas.
° © " Yes, Itried it earlier, but it does not work.
aoole
trmslated by ( O l:\lk il Like W Comment +s» More
b Yote - Trans RSy S

itSMF
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PE3YJIbTATbI U BbIIrogbl COTPYOHUYECTBA

CBoeBpeMEHHbIV J0CTYN K MHdopMaumn
BuisiBneHne npeaMeTHbIX 9KCNepToB
[locTyn ¢ MOBUNBLHbLIX YCTPOMUCTB
CBoeBpeMeEHHOE 3aBepLUeHNE NPOEKTOB
CTumMynmpoBaHue MHHOBaLUM

Figure |: Collaborator’s Advantage: Y-o-Y Performance Change

20% 1 16% Collaborators
15% 13%
ERS 15% - 12% ™ Non-Collaborators
=
T 10% - 7% 5 2%
RN | =
g ‘
3 | 0% — e R | 1 .
& O 5% - -2%
YaepaHue MpoayKTne- YanosneTsopeH CokpalyeHue OnepaumoHHas
KNneHToB HOCTb -HOCTb unKna 3¢¢eKTMBHOCTb
COTPYAHMKOB COTPYAHMKOB npoaax

Source: Aberdeen Group, September 2013

.
http://blogs.aberdeen.com/communications/esc-the-collaborators-advantage/ ltSMF
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COUUAJIBHBIE unu KOPINIOPATUBHBIE CETU?

e CouunanbHble cetu

« [py3bs 1 nogun, KOTOPbIM Mbl
[oBepsieM

» KoHTponb Hag pasmelaemMomn
MHdOpMaLmnen

«  CBOM NpPUYUHLI ANS y4yacTud
(cBA3b C Apy3bsiMu, obmeH

dorTo...)

 OTtpaya — coBeThbl, aMoLUN,
nogaepxka...

« [MpunoxeHusa Ons oTaenbHbIX
3agav

*  BupycHbin adpgpekT

KoprnopaTtuBHble cetu

PekomeHaoBaHbl pyKOBOACTBOM
HensBecTHO, KTO yBUOUT U KaK
ncnosb3yet nHpopmauuto
YyacTtma MOXeT BbIrmsaeTb
©ecnonesHbiM

Hukakon otaa4mn, MOXET TakK
cTaTbCA...

HeT cneymanbHbIX NPUNOXEHUN —
BO3MOXHO, HE BCE, YTO HYXHO,
BO3MOXHO

Jltogmn npegnoynTaloT ocTaBaTbCs B
30He komdopTa




PAKTOP CTPAXA
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3Mouum * Pasym (HexenaHue) * Pa3sym
 3HaHMe —cuna e A MHE-To 4To? (HeCNoOCOBHOCTDb)
° KOHTpOﬂb n . Het noaaepPKKu ° MHCprMeHTbl
ynpaBnevae CBEpXY . Bpews
» KnroueBown nepcoHan
*  MuKkpomeHeKMeHT « [lokoneHus
« Crpax oTkasa old d trick
. CTpax BOMPOCOB [nccoHaHc 0g, new tricks
+  CTpax M3aMeHeHwii * [leperpyska ) * OO6y4eHune n
nHdopmMaunen nogaepxka
*  KynbTypa  TpeboBaHus

PerynsaTopos .
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NPOABUXXEHUE U SAKPETIJIEHUE

« [lymanTte He O TexHomnoruu, a o busHec-3agaye

e HayHuTe ¢ NMNOTHOW rpynmnbl — NOMNbL30BaTENY U aBTOPUTETHLIE
nmua

* Onpegenute HazHa4YeHNe B3aUMOLENCTBUS

« (Ob6ecneybTe NOMeE3HbIN U PpasHOOBPAa3HbIN KOHTEHT

* [lonesHble NPUNOXEHUS yrydLllatoT 3aKpensieHne

« [lokasbiBanTe npmmep

* [loowpanTte HoBbIE NPAKTUKN

» [lpocuTe akTMBHbIX NOfb30BaTeENen AENUTLCSA ONbITOM

« Ob6ecneybte MHpOPMUpPOBaAHME, OByYeHNE N NOOOEPKKY
» [lposiBuTe TepneHne n HaCTOMYMBOCTb




NABAUTE CLENTAEM 3TO

 OTHecuTeCh K B3aMOOENCTBUIO CEPLE3HO
« Bbydywee UT 3asucum om obuw,ez2o noHumaHus yeneu
* Marso ckazamb «Mbl OyMaeM O 3aKka3qukax», HyXHbl 0erna

*  Wcnonb3ytime mexHosro2uu Ha rnosib3y busHecy, a yxe rnomom —
Ha rnosnb3y T

« [ymaume kak Enterprise 2.0

« CpoenanTte 31O B CBOEW OpraHu3auum
* Bosbmume Ha cebsi omeemcmeeHHOCMb
* Bbitidume 3a epaHuubl ceoeco OernapmameHma

Momusupyume, cmumynupyume, rioowpsume mpebyemoe
rnosedeHue

* Bce oepaHuyeHus 8bl onpedesisieme camu
Ecnu eam He Hpassimcsi U3BMEHEHUSs1, oWyweHue

6ecrnosnne3HOCMuU NOHpasumMcsi eaM euwje MeHbWwe.”  Eric Shinseki
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Patrick Bolger
Chief Evangelist, Hornbill Service Management
atrick.bolger@hornbill.com @patb0512

www.hornbill.com
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