
Continual Improvement:

One Bit at a Time…



BreakThrough Series

•Templates

•Live Webinars

•Roundtables

•Workshops

Helping you to achieve breakthroughs in your organization!



Agenda

• Define purpose, goals and objectives

• Review ITIL lifecycle and improvement scope

• Key CSI Models

• Pain Value Analysis

• Summary and questions



What is
Continual Service Improvement?

• Purpose:
– Manage learning and improvements 

• Goal:
– Continually align/realign to changing business needs

• Objectives:
– Measurements and Reporting
– Identify and implement Improvements that support 

effectiveness, cost-effectiveness, and efficiency
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Key Concept:
Continual Improvement Model

1. What is the vision?

3. Where do we want 

to be?

4. How do we get there?

5. Did we get there?

2. Where are we now?

6. How do we keep

the momentum going?
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Key Concept:
Measurements and Reporting

Vision

Mission

Goals

Objectives

CSF

KPI

Metrics

Measurements

 

© Crown copyright 2007 Reproduced under licence from OGC 

Critical Success Factor (CSF)

• Something that must happen if a 
process, project, plan or IT service is to 
succeed

Key Performance Indicator (KPI)

• Measures the achievement of each CSF



Key Concept:
Deming’s Quality Circle
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•Quick wins

•Short cycles

•Consolidation

•Learning

•Goals & Object.



Merging the Concepts
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Key Improvement Activity:
Pain Point (Value) Analysis

• A formal or informal technique used to identify, assess 
and prioritize improvements

• Requires several ingredients for success:
– Brainstorming 

– Stakeholder Involvement

– Prioritization (based on goals and objectives)

– Problem Solving (looking for root causes)

– Problem Structuring (work-arounds and related solutions)

– Problem Sequencing (Quick Wins and Mid/Long term wins)

– Project Management



Summary

• Target and align your Goals and Objectives 
to achieving a larger vision where possible

• Use Pain Point (Value) Analysis to baseline 
where you currently are and what’s causing 
you the most pain and suffering

• Problem solve and create project plans that 
apply the Deming principles of short cycles 
and quick wins

• Learn and repeat…



Join Us For Lunch Every Tuesday At 12PM!

Phone:   1.877.581.3942

Email:     Info@ThoughtRock.net

Twitter:  @ThoughtRockers

www.ThoughtRock.net



Thank You!



ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

•On-Demand Consulting

•On-Demand Resources

•Help Desk Virtual Resources

•ITSM On-site or Virtual Resources

•ITIL Accredited Authorized Training Bundle

•Innovative eLearning Solutions (per screen basis)

mailto:info@thoughtrock.net


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 ½ 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.

Give it a try!  

On-Demand Expertise includes:

•  ITSM implementations

•  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!

ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

mailto:info@thoughtrock.net


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

•Instructor/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.



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 

webinars around IT Services, Agreements, Processes, and        

additional supporting elements of IT Service Management. 

Take them and make them your own. 

See our templates now >>

•  Free regular webinars with relevant themes walking you 

Through the templates. See our webinar schedule now >>

•  Roundtables with high-level industry 

executives discussing breakthrough topics in 

select cities. Contact us to learn more now >>

•  Paid training sessions allowing you to dig 

deeper into the topics discussed. This is offered 

both in a group and one-to-one basis. 

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.

http://www.thoughtrock.net/search/node/template
http://www.thoughtrock.net/calendar_upcoming
http://www.thoughtrock.net/contact_us
http://www.thoughtrock.net/calendar_upcoming
http://www.thoughtrock.net/im_paypal/subscribe/1
http://www.thoughtrock.net/contact_us

