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Best Practices and proven frameworks for Highly Effective

People and Service Management...
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Habit #1: Be Proactive

e Proactive vs. reactive

e You are in charge of your
own life

 Responsibility vs. blame
* You choose your response

e You can’t always control
outcomes but you can
control (or govern) your
response

e “Ifit’s to be it’s up to me!”




What is IT Governance?

Habit #1: Be
Proactive

e A system to ensure IT enables
and supports the enterprise's
strategies and objectives by
defining:

— Who is responsible for making
them? Who is accountable?

— What key decisions need to be
made? What should be
measured?

— How are key decisions made?

5 Focus Areas

Resource
Management

From COBIT




Habit #1: Be
Proactive

Sample IT Governance Structure...

Executive Board

Business Risk Management Board
Roles
Business Cio
Executive IT Strategy Board
General
Business . . . Service Level IT Governance
Process Owner Enterprise Project Review Board Manager boards
Business Unit IT . . Chief Architect
Manager Architecture Standards Committee
Service D Change
Delivery Mgy~ \ <w |IT Change Advisory Board (CAB) Manager
. . Service
“‘ " Service Management Activities & Roles Management
IBM PRM-IT V3 related
ITIL v3 Framework  garyjce Management Bodies, boards
; . . . and roles
&@/ Processes, Roles, Policies &
""""" — Activities _/




Without effective and proactive Governance... Hg?{;‘aﬁ:ivge

Situation... I Leads to... I Results in... I

Poor Projects not

communication aligned to . :
o Nelbusiness strategy * Poorly designed services

B, Poor
piovitzston oo quaity
trategic Focus of IT projects

Weak process ' Bad projects  Projects behind schedule and
to handle started and

over budget
changes to IT can’t be ! s

No clear stopped

strategic criteria Underestimation
for selection of risks & costs

¢ Business needs not met

e Lack of confidence in IT

Politics drive many Too many
key decisions projects
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Habit #2: Begin With The End In Mind

e Vision
e Mission

. Bie Picture “If You Don't Know
& Where You're Going,
e End Game 5
e Future Destination Any R‘Z’ad Will Get You
e« Goal orientation There.
e Mental creation before .
actual creation -The Cheshire Cat
— Imagination Alice In Wonderland
— Visualisation
e Strategy to achieve
objectives



Start with a good strategy. Hat';i; Ei:dBiﬁgI:nr: :gth

“Strategy without tactics is
the slowest route to victory.
Tactics without strategy is

the noise before defeat.”

— Sun Tzu




. . . Habit #2: Begin with
Strategy is about making tough choices. e

Strategy is the formulation and execution of an
integrated set of choices, based on customer
needs, which helps to identify the capabilities
required to achieve measurable business value.

* Who are you? What is your role?
* Who is your customer and what do they really want?
* How much of what they really want do you provide?

* How well do you manage those services?

* How well would your customer say you are managing

those services? “The essence of strategy

+ What are the Service Management system requirements? Is choosing what not to
do.” - Michael E. Porter
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It helps to have a target. You need to Habit #2: Begin with
know what success looks like. the End in Mind

“People who aim at nothing
usually manage to hit it.”

— Dave Wheeldon
ITIL Author




It’s often best to take a Top Down Habit #2: Begin with
the End in Mind

Business Approach...

Mission
& Values

Vision & Future

Destination
.

Strategic Objectives
(Initiatives & Outcomes)

Measurement Systems

D
@)
-
qv)
-
-
()
>
@)
Q)
\/ Technology & Processes

Procedures, Activities, Tasks & Work Instructions
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Can you define the success criteria for Habit #2: Begin with
the End in Mind

The

your end state (strategy)?

Balanced
Scorecard

Customer & External
Customer Satisfaction
Market Share
Sales growth
Perceived Value &
Quality

Financial
Costs
Revenue
Profit
RO f ROA
NPV
Cash Flow

shin

1| Strategy, |

'

< Vision & P

- Destination L

J1C

T

intemal Processes
Emors & Defects
Efficiency
Throughput
Bottlenecks

Skills f Competence
Automation

Inmovation,
Organisation & Culture
- R&D

= Afttrition Rale

= Intemal Promotions

= Training
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Habit #3: Put First Things First

e The 7 Habits emphasise
balance and the distinction
between Urgency and
Importance

e Similarly ITIL recommends
prioritising based on
Urgency and Impact (as well
as risk and other key factors)

Importance

High

Low

Q1 Q2
Urgent & Important
Important but not

Urgent
Urgent but Not Urgent
not and Not
Important Important
Q3 Q4
High Low
Urgency




The “crux” of IT Service Management is how do you R
) = ] Habit #3: Put
get from “knowing” best practices to “doing” them. 1st Things 1st

“Theory is nice and we “...But what do we do specifically?”
know this already...” “Where do we start?”

eSCM-SP ~ eSCM-CL
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1. Understand Strategy and
Plans

A Provider Relationship Model
Enabler

Partner

utiity

(m!
—

Understand business & IT objectives

4. Perform GAP Analysis

R T --
GAP ANALYSIS

Determine gaps between current and

desired future state

2. Develop Service Management
Vision

Determine weaknesses, pain points,

Define Service Management capabilities required

problems, issues, vulnerabilities & inhibitors

5. Develop Comprehensive

Solution

Business

|;//<:> l<:>‘
1 >

Regulation

g |E
= Sg
2 |s8
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4 g,z
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IT Users
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Establish the organisation, governance,
process and architectural framework

3. Determine Current State & Perform

Diagnostics

Define tne issi

IS

7N

o

)
L/

%

=

to achieve business & IT objectives

6. Define Transition Plan &

Business Case

Phase 1

Phase 2

Phase3

Phase 4

Phase 5

Phase 6

Prioritize and Sequence Design and

Implementation Initiatives




Phase 1

Service Catalogue

Break your Service Management
Programme into phases.

Phase 2

Enterprise Cl Discovery

Phase 3

Enterprise Infrastructure

Monitoring

Phase 4

Service & Application
Monitoring

Habit #3: Put

Phase 5

Event Correlation

Define Business & IT
Service Catalogue
» Determine business
services
» Determine IT services
» Decompose services
(define service
components &
dependencies)

Fully Implement
Enterprise Cl
Discovery Tool
+ Determine data
requirements & scope
+ Implement enterprise-
wide Cl discovery tool

Determine Service
Catalogue Tool
Requirements
+ Define needed
capabilities & vendor
options

(TADDM) q
* Filter visualised data
<

Integrate Cl Discovery
Tool (TADDM) with
CMDB (Remedy)
+ Determine required ClI
attributes &
relationships

« Filter discovery data
for use within CMDB

Expand

implementation
Enterprise

Monitoring tog

verity levels

+ Define portal /
dashboard
requirements

)

(g2)

Implement Service &
Application
Monitoring Tool
(ITCAM)

» Determine critical
services based on
Service Catalogue

 Deploy agents

 Develop scripts and
deploy robots

+ Define portal /
dashboard
requirements

Implement Event
Correlation Tool
(Omnibus)
 Define dependencies
& correlations

» Define service models

» Determine severity
levels

« Define notifications,
escalations & other
business rules

* Implement capabilities
in tool

Implement / Revise
Event Management
Process

« Define process
requirements,

+ Define roles &
responsibilities

 Implement process




Ideally eac.h Phase will show progress Habit #3: Put
in 3 - 6 months. 1st Things 1st

2009 2010 2011
O
Phase 1 Checkpoint
Enterprise ClI
Phase 2 Discovery Chegk%oim
O
Phase 3 e G

Q \E\@ Service & App O
Phase 4 @ @ K\ Monitoring Checkpoint

(g @)
Phase 5 _ Strategic
Review
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Habit #4: Think Win Win

5 Dimenslons of
e Concept of mutual benefit WIn/Win

e Win Win vs. Win Lose
e Cooperation not compromise (nor

settling) PROCESSES
e Abundance Mentality vs. Scarcity SUPPORTIVE
Mentality SASIENS

e There’s enough for everybody
e Life and business is not a zero

AGREEMENTS
DESIRED RESULTS - GUDELINES

sum game RESOURCES - ACCOUNTABILITY
o o o CONSEQUENCES
* Maturity & Integrity: expressing .
your ideas and feelings with RELATIONSHIPS

courage and consideration for
the ideas and feelings of others

e Earned Trust

CHARACTER

INTEGRITY - MATURITY - ABUNDANCE MENTALITY *

* There's plenty around for everyone



Service Management works best when all
stakeholders think Win Win Think Win Win

“Service Level Management can be described in two words:
building relationships. That is building relations with IT
customers, building relationships between functional groups
within IT, and building relationships with the vendor

community who provide services to IT. Service Level
Management is so much more than simply a SLA.”

— From ITIL v3 Continuous Service Improvement Book
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Habit #5: Seek first to Understand, Then To Be Understood

 Effective communication

 Listening

e Genuinely caring about other’s points
of view

e Understanding

Service Management Implications:
 Service Portfolio Management
e Service Level Management
 Service Design

* Warranty & Utility

* Requirements Management:
— Functional
— Non-Functional Requirements
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Habit #6: Synergize

Two heads are better than one

The whole is greater than the sum of its
parts

Cooperation not compromise

Service Management Implications:

High level of maturity requires process and
capability integration

Business & IT Alignment / Integration
Service Development Life Cycle

Quality Management

Integrated processes

Integrated tools

Common Data Model

p

8



The real power comes from the synergy PR
and integration... Synergise

A formula for failure...

Technology People Process Governance Result

A formula for success...

Technology People Process Governance Result

New!

Transformational




It’s ideal to have a common data model
and an integrated solution... Synergise

Analytics,
Dashboards &
BSM

External
Integration

Reconclllauon

Event Correlation \
[ ) Provisioning
Infrastructure & Service Monitoring
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Habit #7: Sharpen the Saw

e Take time out to
sharpen the saw

e Don’t be so busy
fighting alligators that
you don’t have time to
drain the swamp

e Don’t be so busy
driving that you forget
to stop for petrol




Habit #7: Sharpen the Saw Habit #7:

Sharpen the Saw

e Continuous Service Improvement

Identi
. ;Zi;@n 1. Define what you
« Strateqy * should measure

* Tactical Goals
* Operational Goals

7. Implement \ A 2. Define what you \
can measure

comrective action
t Goals ‘
3. Gather the data \

Who? How? When?

&. Present and use the
information, assessment )

na Integrity of datal
summary, action plans, etc.

5. Analyse the data 4. Process the data
Relations? Trends? Frequency? Format?
According to plan? System ! Accuracy?

Targets met?
Corrective action?

33




The service lifecycle helps to bring it all together...

<+—— Governance, Vision, Strategy

SDLC

Portfolio Management

—

7

Imitiakizn

Bagins vwhen
A Eponsor
idenkifies

a need or an
opporbunity.
Concept
Proposal

is created

521

Sy stem Concept

Oefinees the
SO Or
boundary of

the concepts.
Includes Systems
Baundany
Document.,

Cast Benefit
Analysic. Risk
MManagement
Plan and
Feasibiliby Study.

Flannimg
Devedaps a
Praject
Managerrent
Plan

arel oihéar
planring
chodasrmerts.
Provides

the Lasis for

acguining the

SN—

FESOUrCIES
ruec e 1o
achieve a
souluticn,

Requiremants
Analysis

Transition Management

Testing 5(& Validation

Integration
and Toest

™

Dpcrations
Maintenance |

Implementation |'"“ SR

[rciudes

Development

Dresign
Trarsfarms

Analvees user
needs and
develops usar
requirements.
Create a detailed
Functisnal
Raquirements
CHcurment.

clataxiled
FeQuUird I nLE
into carmgrlete,
ol ikaxibed
Systems
Oesign
Cocument
Foouses

on how to
deliver the
required
functionahby

Corwverts a design
into a complebe
informaton swstem
Includes acquiring
and installing systerms
env mnment; creating
and testing databases
prepgaring test case
procadures; preparing
best files, coding,
compiling, refining
programs;: perfecming
rast readinass reviaw
and grecurement
actiwilies.

Carmanstrabes
that dewveloped
sysbem conforms
Eo requirements
as specified in
the Functional
Requirements
Document.
Conducted By

Cuality Assisance

stall and users.
Produces Task
Analysic Regorts.

implemaniation
preparation,
implamsantation
af the sysban
inke a production
environment,
and resoluticn
of prablems
sentifed in the

[tegration and \

Test Phases

_

Project Management (PMI, PRINCE2, PMBOK, P3M3, PMO)

Darscribes tasks
o operate and
nraintain
information
yshems

i a production
environmeant.
includes Fost-
Implamentaticn
and in-Process
Reviews,

& CS| —

Digposition

Diseribes
cand-of-system
rctivities,
emphasis is
qQiven ke
Rroper
preparatian

of data.

J

~

Operations




Summary / Recap

e Two proven best practice frameworks that
are in alignment:

— Stephen Covey’s 7 Habits of Highly Effective
People

- ITIL

e 7 habits key points:

« Be proactive: You choose & govern

e Begin with end: Vision, mission & strategy
e 1st things 1st: Balance & priority

e Win Win: Abundance, mutual benefit &
creative cooperation

e Seek Understanding 1st: Effective
communication based on trust

e Synergise: Integration & alignment

e Saw Sharpening: Continuous maintenance &
improvement
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For more information please contact...

Craig Barbakow
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for Australia & New Zealand
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Email: cbarbakow@aul.ibm.com
Phone: 0410 891 271
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