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Continual Improvement: What’s your Vision?

This presentation explores the top level concepts of the Continual Service
Improvement (CSI) model and follows it down to the component level.

Key Learning Nuggets:

-Review Continual Service Improvement lifecycle phase
-Understand the Continual Service Improvement Model
-Understand Vision, Mission, Goals, and Objectives
-How to Manage and Measure Goals and Objectives



BreakThrough Series

Helping you to achieve breakthroughs in your organization!

*Templates
Live Webinars
Roundtables
*\Workshops
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Continual Improvement:
What's your Vision?
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Agenda

* Review Continual Service Improvement lifecycle phase
* Review the Continual Service Improvement Model

* Vision, Mission, Goals, and Objectives

* How to Manage and Measure Goals and Objectives

* Second look at Continual Service Improvement Model

 Summary and questions
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When Does CSI| Begin?

Continual Service

Service
Transition

Service
Strategy

Service
Operation
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Continual Improvement Model
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What is Vision and Mission?

— An ideal future picture of what an organization
intends to become

* Created by senior management
* Influences culture and strategic planning

e Mission

— A short description of the overall purpose and
intentions of an organization.

 What is to be achieved,
* but not how this should be done

« ‘q e Vision
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Getting to Goals and Objectives

— Defines the long term path to be taken towards
achieving the overall vision

— It’s the highest level of planning and delivery
* Goals
Il — Desired results within a timeframe
L ] — Tactical implementation of the Strategy
L : :
d... * Objectives
N — A breakdown of how to achieve the goal
— Operational implementation of the Strategy

* | ‘q * Strategy

I

-—
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Expanding on Business Vision,
Mission, Goals and Objectives
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Managing and Measuring
Goals and Objectives

Business Outcomes

Business Case

What are we ——
trying to achieve? ’(E:B

What priorities? s
e —
Ny — — J — Organization Outcomes
Project Process Technology *Projects, Programmes

*Departments, Teams

§ Service
N
I S _ *Process
(N b —__
What should

What should _~ Critical Success Factors

we be doing? o A Y NN )
Key Performance Indicators

we measure &
improve?
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Continual Improvement Model

Vision l

1. What are

the KPIs?

Mission

h 4

2. Where are we now?

v

6. Should CSFs,
KPls, or Plans
change?

3. How many
cycles?

h 4

4. How do we get there?

v

5. Did we get there?
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Would you like the Thought Rock team to create «

Contact inF:J@"rhr;mgh‘rrrjr: k.netor 1-877-581-3942 now.

—

Business vision,
mission, goals and
objectives

)

Baseline
assessments

e

-

Sub KPIs

=)

Service & process
improvement

=

Compare
KPIs W

in your organization?

Thought
Rock



Summary

* Everything should be linked to vision, mission, goals and
objectives through CSFs and KPIs

— These are defined and aligned top-down

* Knowing the Vision and Mission helps us develop
the Business Case where none exists

* Everything should have aligned CSFs and KPIs

* Improvements should be focused on CSFs and KPIs
for strategic success
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Making Sense of Vision within the ITIL Continual Service Improvement
Model
Tue, 2011-06-21 15:53 — contentadmin

Written by Graham Furnis

The Path to Better Improvement - PAIN!
Thu, 2011-06-16 10:47 — contentadmin

Part 1 of 2 {(see part 2 of 2 here)

Written by Graham Furnis

The Path to Better Improvement — Quick Wins!
Thu, 2011-05-26 14:08 — contentadmin

Part 2 of 2. See post1 of 2 here

Written by Graham Furnis
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Example

* Business Vision

— Inspiring success and innovation through trust and partnership
* [T Vision

— Enabling our business success through trust and partnership

 |IT Mission

— Be a world-class Service Provider through an ITSM approach
achieving best in class efficiency & customer satisfaction

* |T Goals/Obijectives

— Establishment of the ITIL core processes and achievement of level
4 maturity in 5 years

Would you like the Thought Rock team to create « in your organization? Th Ught

Contact info@thoughtrock.net or 1-877-581-3942 now. R{)Ck




* |ncident Management Goals/Objectives

* Restore normal service operations as quickly as possible in order to
minimize the adverse impact on business operations

* |ncident Management CSFs / KPIs (year 1)

— Improved Incident efficiency
e Customer Incident satisfaction survey >= 80%
 Number of Incidents handled by specific models >= 50%
 Mean Time to Restore Service, by priority levels @ -1% improvement
* Compliance to OLAs and UCs Incident procedures >=70%
* Latent Incident ticket count < 2%

— Adequate tools and integration to drive and control the process
* Tool satisfaction survey results >= 90%
* Organization tool training @ 95%
* Incident matching to Known Errors Database @ 60%
* Incident matching to Services and SLAs @ 40%
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Phone: 1.877.581.3942
Email: Info@ThoughtRock.net
Twitter: @ThoughtRockers

www.ThoughtRock.net




Thank You!
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ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

*On-Demand Consulting
*On-Demand Resources
*Help Desk Virtual Resources

| TSM On-site or Virtual Resources

|ITIL Accredited Authorized Training Bundle
‘Innovative elLearning Solutions (per screen basis)
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ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

Thought Rock has brought LEARNING Innovation to the Global ITSM community. Our team at the B Wyze Group of
Companies — the people behind Thought Rock — has much more to offer.

GET THE HELP YOU NEED — ON DEMAND
New! >> On-Demand Virtual Consulting $60 per Y2 hour

Move that ITSM project downfield today!

Break down consulting into granular prescriptive guidance, utilizing our Video-to- Video Live Virtual Meeting Rooms. Get practical, prescriptive
how-to advice as you need it. This is a bold new approach to consulting help. Book 1 hour or more and experience a live video feed. So no
matter where you are, you have just-in-time, just enough access to our top experts.

Giveitatry!

On-Demand Expertise includes:

¢ ITSM implementations

e Help Desk

» Strategy for the IT Executive

* Implementing and Managing Virtual IT Staff

Contact us at: info@thoughtrock.net or 1-877-581-3942 to learn more.
RESOURCES ON-DEMAND

Help Desk Virtual Resources Call for Quote

Augment your team with overflow support from our world-class virtual team.
Innovative staffing strategies with on-shore people at offshore rates!
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ITSM On-site or Virtual Resources Call for Quote

Augment your team with our resource pool of ITSM experts. Nice folks who know their stuff!
WORLD CLASS INNOVATION IN ITSM

ITIL Accredited Bundle Call for Quote

Cut your costs, empower your team. This is the MOST innovative ITIL training bundle for enterprise ITIL training.

*Become your own ATA (Authorized Training Associate) — we can help you register and SAVE you a bundle on your ITIL training.
*ITIL V3 Foundations
*ITIL V3 Service Transition
*ITIL V3 Service Operations

sInstructor/Student Guides

*ITIL V3 Foundations Online

*ITIL V3 Lite

*Thought Rock Membership

+Study notes, collaboration, exam samples

Innovative eLearning Solutions $50 per screen

Communicate your systems and process changes rapidly and interactively with Shift — disruptive eLearning —
you can have interactive courses built in hours, not weeks.

HOW DO YOU FIND OUT MORE?
To find out more, contact one of our incredible Client Solutions Specialists.
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We want to create breakthroughs in your organization, to help you implement IT
Services more effectively.

It includes the following:

» Our Thought Rock library of free templates and supporting * Roundtables with high-level industry
webinars around IT Services, Agreements, Processes, and executives discussing breakthrough topics in

additional supporting elements of IT Service Management. select cities. Contact us to learn more now >>

Take them and make them your own.

See our templates now >> + Paid training sessions allowing you to dig
deeper into the topics discussed. This is offered

« Free regular webinars with relevant themes walking you both in a group and one-to-one basis.

Through the templates. See our webinar schedule now >> See our schedule of training sessions now >>

To access The Breakthrough Series from Thought Rock, you will need a
username and password. Register now or Contact us to learn more.
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