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Ten Steps
to ITSM Success

A Practitioner’s Guide
1o Enterprise IT Transformation
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* Services cost maney to provision,

* Service provisioning costs must be known and documented
(essential to service design, problem management, CSI, ete.)

R
* Service provisioning costs must be categorized and calculated |
in a manner the Business understands and agrees with.

« Costs can be allocated, charged or “shown back” using
multiple methods (depending on the organization’s needs)

* Agreed method for accounting, budgeting and charging IT
costs must be documented and agreed by the Business and IT

IT is not free!

Key driver for SLAS,
investment decisions

IT is not the driver, not
an attempt to ‘ITiLize’

First we have to know costs,
then we can decide the
method to handle them

‘Friendly negotiations’ = IT
as partner, not cost center

Are these tenets acceptable?
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Directory Services & Emad
Phone/Phone Sys/Voicemad
Conf Room Equip & Support
Web/Noikce/Video Cond (Ext)

510,390
250,294

44,067

1

55,000

110,000

51,924
29,837

3,500
24,366

14,333
3,583

41,693
22,437

24,489
10,564
34,937

1,004,357
330,640
124,064
453370

1

WAN/LAN & Internet
Wireless Telecomm Services
Remote Access (Citrix / VPN)
Telecommunications Services

Services

487,691

10,134
25571
523,396 "

133,300
19,600
44,647

197,547

128,815
129,695
9,103
2,445
270,058

1,476,206
1,486,295
104 344
22016

Desktop/Laptop H/W
Desktop/Laptop S/W
Personal Printers/Copéers

Computing

335222
32,304

367,526 "

117,022
22,177
35,182

174,381

1,882,974
277,855
437,182

2,598,01

Service Desk Operations
Expcutive Support
Event Support
Site Support
Service Desk & User Supporn
Desk & User Support

216,844
354,411
102,823
332,724

18,528

1,025,330

ss3sf

7,167 " 873

88,913
24323
9,830
49,018
1771
173,855

1,018,932
378,734
112,653
561,742

20,299

Uvelink
SharePoint
Content Management

Collaboration Services

248,809

223,445

601,589
1,073,843 "

272,306

26,290

28,667 43,205

28,667
57,33

75,506
16,323
78,009

169,838/

865,293
425,801
899,976

Retall Apps
Financial Apps
Internal Apps

1,523,260
1,173,351
455,918

318583
391,854

25,083
21,500

185,479
159,345

2,998,573
1,830,071

8,861,006 2,202,500

275,033 2,195,182

1,463,686 649,450

673,000 2,327,800

1,620,653 20,868,350
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KEY BUSINESS PROCESS
CAPABILITIES (VBFs)

SUMMARY

Campaign Management
Change/Excepbon Management
Claims Evaluation
Claims Processing
Collections

Contact Senncmg
Customer/Agent Analytics
Diary

Document Processing
= Emp&oyee Admansstration
External Data Management
External info Gathenng
LOB Strategy Management
Management Reporting

Model Processing

= ng
Relationship Mgmt Strategy
_|Systems Administration
Third Party Management
Trauni

Decis!
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The Strategic Prioritization Framework guides development of an optimized
Service Portfolio that balances Business & IT investment objectives.

gusir)es!; Optimization ' IT Optimization

Innovation

Opportunity
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Baseline

Medium

Enterprise strategy alignment
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Vision

+

Skl [BTR]"

Arficulates desired end-
state to be achieved

Missi n Dcscripos current
SSIO organzationol of

departmental mission

+ Goals Sets Critical Success Foctors

required 1o address strategy

p— Identifies high-level approach
b S'TOfng for achieving vision

. » Puts goals into cleor.
L ObjeCtIVeS concise, time-bound
targefts

LO Tasks

Details speciic octivities
requred 10 reciize objectives
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Plan & Organize
PO4.1 Process Framework
TR Serven Swppont
TR Servios Delivery
- Lea

Maintenance
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Incident Management

Inputs

Racoras incidant
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Service
Technician

* Secondary
Saghosis

o User
foaddack

Support Team

Intal diagrosss

* Rescived
ncioent

* Rasolved
ncident

* Rasotved
ncident
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IT goals linked tobusiness goals

IT strategic goals
Establish enterprise-wide Vendor Management Process.
dentity all third-party suppliers and outstanding contractual obligations.
Account for and protect all IT assets.
Increase security of customer-facing web services.
Maintain integrity and accuracy of received client data, and PIL
Ensure compliance with laws, regulations, and contractual obligations.

Corresponding IT goals
Business strategic goals

Provide secure website services for customer order submission

Reduce costs to outside contractors / consultants — “ -
Comply with federal and state regulations relating to personally identifiable information (P11) n _ —



ITSM Transformation Roadmap
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Organizational Policy & Controls +
Levell ——— Industry Best Practice Frameworks
Policy + (e.9. ITIL®, CoBIT®, CMMI®, etc.)

Best Practlices

High-level
Level Il - Process Design
"What" the Process does (Activities & Sub-activities)

Detailed
> Process Design
(Procedures + Work Instructions)

Strategic
Business —=
Unit

Work Instruction
+ Tool integration
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9 All In One
PDLC

m Logical Design Physical Design Build and Test

ITIL+COBIT+TOGAF....

ITSM
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