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Charles Cyna

President ThinkITSM Corp.

Learn how to build your CIO an Executive Scorecard that demonstrates
Service Desk value, raises your profile and demonstrates Service
Improvement.

Key Learnings:

- The Service Desk has changed - how we measure needs to change
too.
- What is your Service Desk's value proposition and how do you

communicate it.
- What does an Executive Scorecard look like and how to build one.
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Making Measurement from the Service Desk
Relevant to Senior Management

Thought Rock Webcast
Presenter: Charles Cyna, ccyna@thinkitsm.com




A little about ThinkITSM and ITSM Coach

* ThinkITSM provides education, instruments

and tools to elevate the practice of IT \
Continuous Service Improvement -
Management « A.,’

* We deliver education and tools in ‘tactical f - J
bundles’” which make what we do affordable jgl L. )
and practical | ) t;

* Our virtual model has allowed organizations
around the world improve their IT
Performance

thinkITSM



Today’s Objective

1. Discuss a measurement methodology showing how folks
running the IT Service Desk can and should demonstrate value

to Senior Management

2. Provide actionable next steps to improve measurement in your
organization E

4 Define, Measure, Achieve. Repeat
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Agenda

Senior Management — They Are Different!

5 Common Measurement Mistakes

5 Step Process for Building a VITO Improvement Scorecard

Q&A

5 Define, Measure, Achieve. Repeat thl'ri(ITSM



‘Senior Management’ is Different

* Aunique stakeholder

thinkITSM



Understanding Your Measurement Stakeholders

VITO

Technical

Stakeholders Customer

Service Desk
Measurement
Stakeholders

IT Dept

Consumer
Heads

thinkITSM



‘Senior Management’ is Different

* Aunique stakeholder

* Making investment decisions based on value NOT activity

* Probably does not fully understand the IT Service Delivery Value
Proposition

 Focuses time and organizational investment on best return

thinkITSM



VITO Concerns

Business Drivers

Economic
Uncertainty

IT Impact

Efficiency
Initiatives

Technology
Proliferation

Service Delivery Challenge

How to show value to the business...

Technology
Enabled
Globalization

Role Evolution

9 Define, Measure, Achieve. Repeat tl"ii(lTSM



Service Desk Value

Highest Possible
Stakeholder
Satisfaction

10 Define, Measure, Achieve. Repeat 5
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5 Common Measurement Mistakes for VITO

1. Generate reports that are activity based
2. Everything is important

3. Not telling a story

4. Measuring without a goal

5. Measurement and Improvement are disconnected

thinkITSM



Typical Report Example

Incidents Meeting SLA (Dec'10)
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12 Define, Measure, Achieve. Repeat

e What is the action

e Too many categories at
the same level and
many similar
categories

e Difficult to compare
like-components

e So What Report?

e This report should be

trashed




Example Senior Management Language

200,000,000 —
=
= 150,000,000 —
ey
0
T EE 100,000,000 —
e 2
2
=
Sep/10 Maw/10

Mar/10 May/10 Julf1o

Source: ITSM Coach

thinkITSM
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Establishing a Improvement Scorecard for SM

14

Define, Measure, Achieve. Repeat

-

4 — Set Goals

1- Provide
Educationon
Service Desk

Value KPlIs

2-
Understand
Capabilities

Required

= N

Repeatable
Consistent

Applicable

<

3 — Baseline
Performance

\_—/

N "



1 — Education on Value KPlIs

15

Certain KPIs provide proven links to
the two key measures driving Service
Desk VALUE

Measures focus on Cost/Satisfaction

Scorecard correlates back to value

Define, Measure, Achieve. Repeat

thinkITSM



1 — Define Value Major KPI Relationship Map

Cost Quality

6-Resolution
Cost/Incident
(TCO proxy)

1 - Client
Satisfaction

4 - Cost per
SD Contact

7- Agent
Utilization Turnove'r/
Absenteeism
First Level
Resolution IY
8 - Agent 3- Resolution
N Process . .
) Satisfaction to SLO
Maturity
L1 Resolve Schedule Performance
Design & Efficienc Career Pathing Management Training Hrs
Knowledgebase Y & Coaching

GOAL - Highest Possible Quality for the Lowest Possible Cost =
“Better, Faster, Cheaper” thinkITSM



2 - Understand Required Capabilities

e Measurable Improvement in Customer Satisfaction

e Need to be able to log client incidents in a consistent and repeatable way
* Need to understand client expectations
aPal e Ability to send surveys to ask about satisfaction

e Measures correspond directly to capabilities and/or outcomes

17 Define, Measure, Achieve. Repeat thl'rleSM



3 - Baseline Current Performance

* Abaseline is a snapshot in time of current performance

* Need to produce a measurement summary of how you intend
to capture the information.

thinkITSM
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Define, Measure

Measure #/Name: Metric Champion(s): Metric Type: Weighting:
lim Smith Value KPI 30%
SDIM-001 - C!'ientSutfsfucﬁDn JEFII"I".T MCCIEHHEHI

KPIl Objective :
Client Satisfaction - To ensure maximum client satisfaction by maonitoring the satisfaction & importance of key
dimensions of the support service

Description:
Average satisfaction rating out of a possible rating of 5 determined by performing a % of surveys for manthly closed
service incidents.
|
Technical Calculation: TBD
Baseline = average rating of all survey responsesfrom mail out
Actual = average rating of all survey responsesfor the month {sum of all rated surveys/number of survey responses)
TO DO —Steph/Linda/Maria
¢+ Define/Execute Annual “Base line Satisfaction Survey”to set baseline and reestablish improvement priorities
(framewaork, survey instruments, survey questions, recipients, etc)
¢ Monthly Actual — need to determine methodis) for monthly survey (refreshed auto-survey on incident closure;
Plustargeted monthly mail-out to users of the desk for that period —less anyone who already provided survey
response for the incident)
CONSIDERATIONS
* Meedto measure CLIENT SATISFACTION WITH SUPPORT EXPERIEMCE not just the service desk
*  Telyswarm transfer should be considered as part of measurement of S0 operations
* Meedto structure/identify recipients ina way that enables analysis for action
*  Analysisof satisfaction/importance by supportmadel, business group, by region, by desk location, etc?
+« Look at demographic/survey distribution structure for Gartner survey

Data Source: Calculation Frequency:
TBD — Annual Survey Data & Set minimum % of Annual Survey (Set Baseline)
incidents/month Monthly % of incidents (target 20% response rate)
Data Confidence Rating (high, medium, low): Data Collector:
High — results calculated direct from source; Annual — Compliance Analyst
focus on target response rate Monthly — Compliance Analyst
Baseline Date: Baseline Considerations & Caveats:
TBC s TBC
MAINTENAMNCE TARGET: INCREMEMTAL TARGETS: (Value & Date)
TBD = or > 3 out of possible 5 TBC based an baseline results
Target Rationale:
TBC
SIP Tactical Area & 1.1 Implement Incident Ownership & Compliance Manager
Owner Standard Ticket Motifications
1.2 Refine Major Incident Protocol Compliance Manager
1.3 Implement Service Breach Escalations/ Compliance Manager
MNaotifications
Comments/MNotes:

The abowe tactical areas are being addressed and bundled into one “Client-Felt” release targeted forend Feb 2011, Current client
concerns have referenced the lack of timely, meaningful incident updates and the lack of useful incident closure information.
Additionally many concerns have centered on the lack of timely communications and excessive restoration time.

thinkITSM



Baseline Current Performance

* Abaseline is a snapshot in time of current performance

* Need to produce a measurement summary of how you intend
to capture the information.

e Action the baseline

thinkITSM
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<« C N | =] https://itsmcoach.com/Manage/Managelander {.‘z X
(1 New Tab m Legin Profile - Mingle ThinkITSM Blog ﬁ Synology DiskStatio... (&) Common Craft - Th... ﬂ Fuze Meeting [ The World's Top 100...

ITSMCoach Welcome Charles Cyna! | My Settings | Logout 5l
powered by thinkiTSM Define Measure Achieve. Repeat
Manage Navigate to... E
Manage Your Practice Welcome to ITSM Coach
Welcome! Click here to watch a 'Getting
Surveys Started with ITTSM Coach' video or Click here
to download a PDF copy of the 'Getting Started

Guide".

The Help tab on the bottom-right of every
screen within ITSM Coach provides context-
Custom Surveys specific help to guide you through your
Practice Management Activities.

@

My Tasks

+ Refresh Your Service Desk and
Incident Management Practice
Maturity (25%)

+ Refresh Your Problem Management
Practice Maturity (25%)

+ Refresh Your Change Management
Practice Maturity (0%)

+ Baseline Executive Satisfaction Step

. (0%)

Practice Dashboards +|Baseline Practice Satisfaction for IT
Practitioner Step (0%

+ Baseline Practice Satisfaction for
Business Consumer Step (0%)

Maturity Assessments

Service Desk 8 Problem Change
Incident Mgmt. Management Management

©

Monitor Service Monitor Change Continual
Desk Performance Service
Performance Improvement

Reports, Subscriptions and Roles

Saved Reports Event
Subscriptions

882215

Privacy Policy | Terms of Use aaa —
Copyright 2008-2011 @ ThinkITSM Corp & Avante Solutions, Inc. - Al Rights Reserved -

thinkITSM



<« C AN g8 https://itsmcoach.com/Manage/AdministerPracticeSatisfactionSurveys

[ NewTab [ Maulife Plan Memb...

L2 | B o

E Login Profile - Mingle €3 My Close Encounter.. (5 Stock Photography ...

thinkITSIV]

COACH

Manage

Administer Practice Satisfaction Surveys

Activity Summary

The following table provides you with the ability to administer your surveys (& and view summary
information T for surveys already completed.

/elcome Charles Cyna m My Settings = Logout

Define Measure Achieve. Repeat

Service Desk and Incident Management

Maria Ritchie

2

@ Survey Type @ Status 1 @ Date @# of @ Results
Responses [
Recipients
g Business Scheduled to 2 Oct 2010 01 (0.0%)
Consumer Close
Baseline
™ IT Practitioner Currently in - -
Baseline Use
'}"__ Business Closed 16 Jun 2010 1315 (B6.7%) Practice Satisfaction
Consumer Wisdom Window
Baseline

Return to Manage

Privacy Policy | Terms of Use

©2008-2011 ThinkITSM & Avante Solutions, Inc. - All Rights Reserved

E Ready, Set, Go..\Where's the Starting

Line?

We all expect the clock to start at the beginning
of a race and we watch it intensely as the
racers head towards the finish line.
Improvement efferts are no different. We need
a starting point to begin tracking pregress and
gauging the acceptable speed of improvements.
Baselining provides that all important marker.....

[more
Click to Rate and Give Feedback
Sl Overal Rating

My Virtual Coach
Maria Ritchie

To contact your Virtual Coach, type a question -

here and click the send button below.

+283535

W A

ThinkITSM Blog ? ] Other bookmarks

-

m

thinkITSM
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Manage

Baseline Practice Satisfaction for Business Consumer Step

Summary of Tasks

w” Confirm Questions & Finalize Survey

w" Select Recipients

& Customize Message and Schedule Survey Launch

Review Responses and Set Baseline

Return to Administer

Privacy Policy | Terms of Use

©2008-2011 ThinkITSM & Avante Solutions, Inc. - All Rights Reserved

Wielcome Charles Cyna = My Settings = Logout

Define Measure Achieve. Repeat

Service Desk and Incident Management E

Progress (75%)

w# Task 1 - Confirm Questions & Finalize Survey
g Task 2 - Select Recipients

¥ Task 2 - Customize Messsge snd Schedule Survey
Launch

Task 4 - Review Responses snd Set Baseline

UE Coach(1)

= Step Overview

These tasks walk you through creating and distributing
surveys to collect important satisfaction feedback from
key stakeholders.

The survey asks questions about the delivery of services
that expose your practice capabilties and help you to
understand service management gaps that are *felt” and
important to the survey recipient.

[more]

282535
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Baseline Practice Satisfaction for Business Consumer Step
Task 1 of 4 - Confirm Questions & Finalize Survey

Before confirming the questions in the table below, view this PDF to see how the questions you select will
be presented to your survey recipients. Tt PDF Document

@ A - Timeliness

Availability of the Service Desk when expected.

@ B - Reliability

@, Ability of Service Desk to resolve my inquiry or refer itto appropriate resource.

@ Consistency and reliability of Service Desk information.

@ Overall rating and confidence in the reliability of the Service Desk.

@ C - Responsiveness 4

QL Ability of Service Desk to respond to my request with minimal hand-offs.

&, Service Desk understanding of the urgency of my issuesi/questions.

@, Considerateness and professionalizm of Senvice Desk staff.

@, Service Desk staff are knowledgeable and informative.

@ Owerall satisfaction ofthe responsiveness ofthe Semnvice Desk.

@ D - Accessibility 4

@ Appropriateness of Service Desk hours of service.

@ Access to information (i.e. navigation of support web sites, support material, etc.) was intuitive.

@, Userfriendly methods of access (i.e. phone, web, email, fax) were available.

@ Information on how to access support.

@, Overall satisfaction with the accessibility to the Senvice Desk.

€ E - Communication

@, Value ofthe Sewice Desk as a first point of contact semvice for customeringuiries.
o

yna m My Settings = Logout

Define Measure Achieve. Repeat

Service Desk and Incident Management El

Progress (75%)

w# Task 1 - Confirm Questions & Finalize Suvey

JTS;-: 32 - Customize Message and Schedule Survey
Launch

Task 4 - Review Responses and Set Baseline

m Coachi1)

- Task Summary

With this task, you will be presented with an "out of the
box™ survey for your review. The survey is divided into
six dimensions. For each dimension, review the questions
and decide to include all the questions in your survey OR
customize your survey by removing specific questions
that are not applicable to your practice and/or your
information gathering reguirements.

]more

»

m

thinkITSM
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Welcome Charles Cyna = My Settings = Logout -
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COACH Define Measure Achieve. Repeat
Manage Senvice Desk and Incident Management E
Baseline Practice Satisfaction for Business Consumer StEp Progress (75%)

. Task 1 - Confirm Questions & Finalize Survey
Task 3 of 4 - Customize Message and Schedule Survey Launch = :

o Task 2 - Select Recipients

2 Customize Email

- ¥ Task 3 - Customize Message snd Schedule Survey
) Send the invite message from ccyna@avantesolutions.com so that you'll receive replies to the message. Launch

@ Sendthe invite from no-reply@thinkitsm.com. Task 4 - Review Responses and Set Baseline

© Enter an email address

Insert Recipient Name § Insert Your Hame

Good day __RECIPIENT_NAME__: -

Insert Survey Link

GELE Coach(1)

= Task Summary

With this task, you will create an email message to
introduce your survey and invite recipients to participate.

m

Our organization is going through the process of measuring how satisfied our customers are with our
semvice delivery. As part of this initiative we have partnered with ThinkITSM to independently score how

satisfied our customers are. This email message wil be sent to each recipient selected

in the Select Recipients task. Once the email message is
In the survey, there are a list of questions asking you to rate how satisfied you are with a particular IT created, you wil select a date on which the survey will be
support service and also to rate how impoertant a particular support service is to you. Please answer distributed.

both parts of the question as honestly as possible and if there is some additional information you wish
to provide you can do so by clicking on the comments section after each question. Additionally, at the

%) Schedule Dates and Reminders

Survey Launch
[March 1, 2011

(47 at | 08:00 AM [~]

Survey Response Due
[March 25, 2011

[ at | 05-00 PM =]
Sendthe survey recipients an email reminder | 7 days E number of days before the survey due date B

Privacy Policy | Terms of Use

thinkITSM
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COACH Define Measure Achieve. Repeat
Manage Semnice Desk and Incident Management El
' Baseline Practice Satisfaction for Business Consumer Step Progress (75%)

J Task 1 - Confirm Questions & Finalize Survey

Task 3 of 4 - Customize Message and Schedule Survey Launch
¥ Task 2 - Select Recipients

= . .
z) Customize Email ¥ Task 3 - Customize Message and Schedule Survey

©) send the invite message from ccyna@avantesolutions.com so that you'll receive replies to the message. Launch
* @ send the invite from no-reply@thinkitsm.com. =RV enlicl ey et il ee e [l
] -

© Enter an email address|

Insert Recipient Name § Insert Your Name

Good day __RECIPIENT_NAME__:

' E The page at https://itsmcoach.com says: g

Survey will now be scheduled/sent - proceed? I Coach(1)

Task Summary

h this task, you wil create an email message to

oduce your survey and invite recipients to participate.
iz email meszage will be sent to each recipient selected
in the Select Recipients task. Once the email message is
created, you wil select a date on which the survey will be
distributed.

Qur organization is going through the process of
service delivery. As part of this initiative we have
satisfied our customers are.

[ ok || cance |

In the survey, there are a list of questions asking you to rate how satisfied you are with a particular IT
support service and also to rate how important a particular support service is to you. Please answer

‘ both parts of the question as honestly as possible and if there is some additional information you wish
to provide you can do so by clicking on the comments section after each question. Additionally, at the
i i i t for [T to focus an bl

—

7) Schedule Dates and Reminders

Survey Launch
[March 1, 2011 | = at [ 08:00 AM [+ ]

Survey Response Due
[March 25, 2011 | = at [ 05:00 PM [+ ]

‘ Send the survey recipients an email reminder | 7 days E number of days before the survey due date
=3

Privacy Policy | Terms of Use
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COACH Define Measure Achieve. Repeat
Manage Semvice Desk and Incident Management E
Baseline Practice Satisfaction for Business Consumer Step Progress (75%)
Task Compleledl W Task 1 - Confirm Questions & Finalize Survey

The surveys have been scheduled and will be sent out on the specified date to the list of new recipients ¥/ Te=t2 - Select Reciients

that you have selected. " T2sk 2 - Customize Message snd Schedule Surv
) o Launch
= 3 Download a copy of the survey questions and recipients. Task 4 - Review Responses snd Set Baseline

UELE Coach(1)

=| Task Summary

Congratulations...your satisfaction survey will be sent to
your list of recipients on the date scheduled in the
previous page.

m

Privacy Palicy | Terms of Use
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Baseline Practice Satisfaction for Business Consumer Step

Task 4 of 4 - Review Responses and Set Baseline
View Respondents
Survey Information
Practice: Senice Desk and Incident Management
Audience: Business Consumer

Response Rate: 0% (0 / 1 Respondents)

0 of 1 sent surveys have been completed

You can return to this Task at any time to view the summary of responses received which will appear
below. You will be notified when all responses are received or on the survey response due date. At that
time you will be prompted to return here to close the survey and set your satisfaction baseline

Return to Administer ‘lose Surve

Privacy Policy | Terms of Use

©2008-2011 ThinkITSM & Avante Scolutions, Inc. - All Rights Reserved

Welcome Charles Cyna m My Settings » Logout

Define Measure Achieve. Repeat

Semrvice Desk and Incident Management E

Progress (75%)

w# Task 1 - Confirm Questions & Finalize Survey

¥ Task 2 - Select Recipients

W Task 3 - Customize Message and Schedule Survey
Launch

Task 4 - Review Responses and Set Baseling

GEN Coach(1)

= Task Summary

With this task, vou are able to moenitor the response rate to
your surveys and view preliminary satisfaction information
in the Summary of Responses table. Once you have
received an acceptable volume of rezponses you can
proceed to close the survey and set your baseline.

II'T'IOTE

3835038

? (O] Other bookmarks

s

thinkITSM



F=E

m Login Profile - Mingle ﬂ My Close Encounter...

C' A | & https;//itsmcoach.com/WebUl/surveyorgeneric.aspx? psid=528ef08d-6bcd-dfl1-bbd4-00215a46458
[ NewTab [ Maulife Plan Memb...

w A

(@ Stock Photography ... ThinkITSM Blog » [ Other bookmarks

thinkITSIM

Manage

Satisfaction Survey
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Service Desk and Incident Management E

M E—=rmME——

—_
<=—=r=—@mB=—rmzD

- .
rMEMEaS—=(tn=0TwxMm=a

Page 1 of 2
Satisfaction Impo Comments
1=dli; isfied, = 1=umi Free-form Response /
Commenitz

Availability of the Service Desk when expected. ® (@) ® ® © © (@] ® ® D

1 = 2 4 5 1 2 3 4
Ability of Service Desk to resolve my inguiry or refer it (@] ® ® (@) (@] (@] (@] (@] ® (@]
to appropriate resource. 1 2 3 4 5 1 2 3 4
Consistency and reliability of Service Desk () ® ® © (@] (@] (@] @ ® ®
information. 1 2 3 4 5 1 2 3 4
Overall rating and confidence in the reliability of the ® ® ® ® © © (@] ® ® ®
Service Desk. 1 2 3 4 5 1 2 3 4
Ability of Service Desk to respond to my request with ® ® ® @] @] (@] @] ® © ©
minimal hand-offs. 1 2 3 4 5 1 z 3 4
Sernvice Desk understanding of the urgency of my ® ® ® (@] (@] (@] (@] @ @ ®
issues/questions. 1 2 3 4 5 1 z 3 4
Considerateness and professionalism of Service ® (@] ® (3] 3] (@] 3] © @] @
Desk staff 1 = 3 4 5 1 z 3 4
Senice Desk staff are knowledgeable and ® (@] ® (3] (@] (@] ® © & @
infarmative. 1 = 3 4 5 1 z 3 4
Owverall satisfaction of the responsiveness of the ® ® ® (@] 3] © & ® @ ©
Senice Desk. 1 = 3 4 5 1 z 3 4
Appropriateness of Service Desk hours of service. ® ® ® (@] 3] © & ® © ©

1 2 3 4 5 1 z 3 4

-~
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Manage Service Desk and Incident Management E|
l Satisfaction Survey
Page 2 of 2
l QOverall Ranking Questions

Of the questions included in this survey, please rate the 3 top areas where you would like to see improvement. (Rating of 1 to 3, with 1 being the most important
area to focus improvements)

Rank Question

Awvailability of the Service Desk when expected.

Ability of Service Desk to resolve my inquiry or refer it to appropriate resource.

Consistency and reliability of Service Desk information.

Cwerall rating and confidence in the reliability of the Service Desk.

Ability of Service Desk to respond to my request with minimal hand-offs.

Senvice Desk understanding of the urgency of my issues/questions.

Considerateness and professionalism of Service Desk staff.

Senvice Desk staff are knowledgeable and informative.

Owerall satisfaction of the responsiveness of the Senvice Desk.

Appropriateness of Service Desk hours of senvice.

Access to information (i.e. navigation of support web sites, support material, etc.) was intuitive.

thinkITSM

User-friendly methods of access (i.e. phone, web, email, fax) were available.
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Satisfaction Survey

Thank you for completing this satisfaction survey. Your feedback is appreciated.
Please close the browser window to complete and submit the survey.

Privacy Policy | Terms of Use
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Service Desk and Incident Management E
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Manage

Baseline Practice Satisfaction for Business Consumer Step
Task 4 of 4 - Review Responses and Set Baseline

View Respondents
Survey Information
Practice: Senice Desk and Incident Management
Audience: Business Consumer

Response Rate: 100% (1/ 1 Respondents)

1 of 1 sent surveys have been completed

7 A. Timeliness Download PDF@

Summary Of Responses

1. Availability of the Service Desk when expected.

Satisfaction

Select the rating that best reflects satisfaction (1=dissatisfied, 2=somewhat satisfied, 3=satisfied,
4=very satisfied, 5=delighted)

Answer Responses Response Ratio
delightad 0 0.0%
very satisfied 0 0.0%
satisfied 1 100.0%
somewhat satisfied 0 0.0%
dissatisfied 0 0.0%
Total: 1 100.0%

Importance

Select the rating that best reflects relative importance (1=unimportant, 2=somewhat important,
J=important, 4=very important, 5=critical)

Answer Responses Response Ratio
critical 0 0.0%
vare imnartant A AN No

‘Welcome Charles Cyna m My Settings = Logout o

Define Measure Achieve. Repeat

Semvice Desk and Incident Management El

Progress (75%)

w# Task 1 - Confirm Questions & Finalize Survey
¥ Tash 2 - Select Recipients

g Task 3 - Customize Message snd Schedule Survey
Launch

Task 4 - Review Responses and Set Baseline

co

= Task Summary

With this task, you are able to monitor the response rate to
your surveys and view preliminary satisfaction information
in the Summary of Responses table. Once you have
received an acceptable volume of responses you can
proceed to close the survey and set your baseline.

]more[

thinkITSM
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Total: 1 100.0%
Help

Importance W Coach{1)

Select the rating that best reflects relative importance (1=unimportant, 2=somewhat important,

3=important, 4=very important, 5=critical) = Task Summary

. . With this task, you are able to monitor the response rate to

Answer Responses Response Ratio your surveys and view preliminary satisfaction information
in the Summary of Responses table. Once you have

critical 1 100.0% received an acceptable volume of responses you can
proceed to close the survey and set your baseline.

very important 0 0.0% [more]

important 0 0.0%

somewhat important 0 0.0%

unimpuortant 0 0.0%

Total: 1 100.0%

7; Overall Ranking Questions Summary

Of the questions included in this survey, please rate the 3 top areas where you would like to
see improvement. (Rating of 1 to 3, with 1 being the most important area to focus
improvements)

Business Consumer

1 2 3 Question

1 Senvice Desk staff are knowledgeable and informative.

1 Awailability of the Service Desk when expected.

1| Consistency and reliability of Service Desk information.

Return to Administer Close Survey and Set Baseline Previous

Privacy Paolicy | Terms of Use

©2008-2011 ThinkITSM & Avante Solutions, Inc. - All Rights Reserved 083505
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2'Summary of Recipients and Respondents

7 Group Recipients By: | Audience E

C M | 3 https;//itsmcoach.com/Goat/SurveyAnalyzer.aspx?ro=1&gl=2&g2=1&au=2&ct=63&dp=63&pr=1&st=2&ey=2011&em=2&ep=8
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p
Recipients: 1 - Respondents: 1 (100% Response Rate)
Business Consumers
0 0.2 0.4 0.6 0.8 1 1.2
M Respondents M Recipients
\.

Z'Summary of Survey Scores

w A

»?  [C] Other bookmarks

Refresh Graphs
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- Survey Wisdom Window par|
Here you are provided with a powerful capability to
analyze a variety of different stakeholders’ satisfaction
with your practice. Information includes a summary of
recipients and respondents as well as survey
satisfaction ratings.

Use of fiters and groupings allow you to quickly slice
and dice the information to adjust the content and
bundling of your data and expose invaluable

satis faction information.

m

Remember - the results you are seeing are current as
of the last daily refresh of your data. You can confirm
the specific dateftime by looking just above the "Graph
Fiters™ area located in the upper left portion of this
screen - titled "Data as of: x".

Click on the following video for a general
overview of the Business Consumer
Satisfaction Survey

7/Grouping #1: By Dimension E 7/Grouping #2: | Cver Time Period E
-
Survey Score Results
5 =
42
4
4- — g | | . |
33 34
3 3
F 23 &
1 . ! ! ! ! ! !
0 0 0 0 0 o000
0~ T T T T T T 1
Relisbility Accessibility Cost & Value
Timeliness Responsiveness Communication

I |nitial Baseline B Previous Baseline B Current Baseline

L
View Survey Details Return to Practice Dashboard

Privacv Policy | Terms of Use

[more]
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- Activity Summary

The Practice Dashboard is your tool to pinpoint the critical

B Maturity Indicators

7) MTRS (Hours) ** Sample Data =* 6.9 — i”
7/ % Incidents Resolved at FPOC *** Sample Data = 30.82% G ;\J
27 Accuracy of Assignment  *** Sample Data *** 5023 % ﬁ j
7) Average Incidents Per User  *** Sample Data *** 064 @ é]
7) Backlog *** Sample Data *** 3,064 — é]
7/ Incidents Opened *** Sample Data *** 318 ,J} j

few out of the impoertant many measures to watch. —
Carefulty selected measures have been designed to
provide you the ability to quickly identify trends and
unexpected deviations, focus analysis and take timehy
action. Quick-click access to Wisdom Windows is also
available.

To view the Wisdom Windows for each indicator: In the
Practice Indicator area, click on the Indicator Name to
be taken to the Wisdom Window.

Remember - the results you are seeing are current as of
the last daily refresh of your data. You can confirm the
specific dateftime by looking just above the "Analyze
Area” located in the upper left portion of this screen -

titled "Data as of: date/time".

Satisfaction Indicators

+ '7) Executive Satisfaction Baseline

- - oy

2} Incident Management Maturity 1 - g]
7) Problem Management Maturity 1 - :]
?) Change Management Maturity 1 - :J

m

+ '7) Business Consumer Satisfaction Baseline 36

+ 7) [T Practitioner Satisfaction Baseline

+| (%) Business Consumer Incident Satisfaction (automatic)

+| B/ IT Practitioner Incident Satisfaction {automatic

El ©@ Improvement KPIs At-A-Glance

)

Value

9

Goal

Status

)

Trend

* Bolded indicators are shown on [T and Business Scorecards.

Return to Home

:'"i-.-a:-_v' Palic

v | Terms of Use
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4 - Set Improvement/Maintenance Goals

1. Without a goal, longer term measurement tends to lose
momentum

2. Goals focus improvement action

3. A measurement without a goal is a journey without a
destination.

thinkITSM



5- ARM

e ARM
* Action
* Re-Measure
* Maintain
* Time for Action
* Don’t start a project unless absolutely necessary

e Use visualization to link improvements to outcomes

thinkITSM



Inventory of Improvements

Priority Framewaork Priority Scale
Weighting <Z%=r
fo entar Priority
Criteria WEETANTG 8T Instructional Guidance Level Priority Paramters INSTRUCTIONS:
The higher the Walue Useris to complete the 'vellow'
Aligrment to entered below the more highlighted cells. The Criteria can
Strategic alignedto the strategic be revised if required and altered
Direction S0 Dlirection 1 75100 )
Business value The kigher the Valus incolumn Aand row 11.
returned to entered below the more
CLIStomer 0 value to the customer z >50¢7d
The kigher the Valus
Lewvel of risk 200 entered below the less 3 <50
The kigher the Walue
Time ta entered below the lez=s
Enecute 200 time bo eHecute
Total 1003
Improvement Inventory
Priority Ranking
Business Value
Alignment to returned to
Strategic Direction Customer Level of Risk Time to Execute
Description of Value Calcula [Value Value |[Calculat |Value |[Calcula |Calculate | Resulting
Improvement Problem/ Brief Descriptionof  |[out of [red [out of |Calculat |[out of [ed [out of [ted dTotal |Priority (1,
ltem Opportunity Proposed Improvement | 100) Value |100] ed Yalue | 100]) Yalue 100) Value Value 2,0r3)
Service Breach Protocol
define/activate
Inconsistent and escalation & notification
inadequate requirements (may
notifications for 5LS |include triggers "% of SLS
Standard breaches resulting |expended but not
Escalations & (in missed service resolved; assigned but
1|Motifications  [levels not acknowledged") 20 40 50 5 50 10 50 10 65
Standard incident
handling practices and
consistent knowledge
Inconsistent across analysts
incident handling  [(including
Standard depending on accuracy/completeness
Incident desk/analyst/suppo|ofincident info]—
2|Handling rt role involved includes Tier n handling ] ] a 0 1)
Operational role
differences
between desks are
Ccausing tension Harmonize roles
SD Role amongststaffand  |between desks to drive
3|Harmonization |impacting efficiency | efficiency (] ] a 0 1)
Support for new
services are not
always well
implemented [no
ELO agreement, Define $tandard Support
unclear roles, Maodel package to ensure
missing or provider chain
incomplete agreement on support
Standard documentation, workflow, 5LO,
Symnnrt Model | =unnart tonls not dnrumentatinn trainine
M | Active . Implemanted Inactive Criteria Options o

thinkITSM



SIP - Service Desk & IncidentManagement
DRAFT Tactical Plan —2010/11

Tactical Area

1.1
Implement Incident

Ownership& improved,
Standard Ticket

Toaddress concerns of “black

hole” and ensure clarity &
ownership through to con firmed
resolution

SIP Intent 1.0

1.2
Improve Support Refine Major Incident
Value focusing on _ Protocol
— To improve the timely

in-year, client felt
improvements to

initiation of the protocol &
clarity notifications for

incident action & for information
communications,
responsiveness

and monitoring

1.3
Implement Service Breach
| Escalati Notificafi
To ensure timely attention to
ac hieving restoration targets

1.4
Establish Performance
Eramework
To ensure actiona ble VALUE
L performance information is
available for continuous
im provem ent

Last Updated:
December 15/10

Tactics

114
Define “Ownership” roles & process

1.1.2
Define client contact mo del for incident lifecy cle and
triggers

113
Update docu mentation with nece ssary instruments
en abled

1.1.4
Train roles and communicate the improvement

1.1.3
Establish “ownership” execution control points &
Activate

1.21
Define ” Major Incident Proto col™ & roles

Deliverables

1.1.1
» Orai nership Process & Role Definition
= Incident Monit oring Report Definition
1.1.2
= Tick et Communication Model & Triggers
» Standard ticket messages
1.1.3
= Procedures & Work Instructions
= Automated Tic ket Communication Triggers
» Incident Monit oring Instruments & Report
1.1.4
» Training Materisl
» Riole Resdy Resources
1.1.5
» Incident Orwrnership Compliance Plan
» Management C heck Points
» Activated Ownership
——

1.21
» Major Incident Protocol Gap Analysis
= Major Incident Protocol & Rele Definition

132
Document protocol & enable instrumen ts

|

1.3.3
Train roles & communicate the Improvement

1.3.4
Establish control points & Activate

141
Define Value Score Sheets

1.4.2
Establish Base line, Targets & ImprovementFlans

|

1.43
D efine data gathering, analysis & reporting roles

144
Enable data collection, analysis & distribution

1435
Train & Activate Ferformance Monitorin

|

122
—
123 = Procedures and Work Ins tructions
- » Quick Refe Card
Update do cumentation & enable instruments He rEneELE 1213
» Training Materisl
1.23 . Rol=R
Train roles & communicate the Improvement lefejies (REes 124
= Major Incident Protocol Quality Chec kiist
1.24 " -
Establish control points & Activate - Activated Dwnership
1.31
1.31 - Escalation & M otification Protocol {by Severity)
Define escalation!/ notification by Severity 132

» Esc alation/Motification messages & triggers

» Service Level M onitoring Instrument s/Reports
133

» Training Materisl

» Riole Ready resources
1.24

» Service Level M onitoring Reports & M anagement

Check Points
» Activated Ownership

1.41
» Value Score Shest KPIs & Champions
» KPFl Master Measurement Dictionany
1.42
= SIP Plan & Master Action Plan
» Bas eline Score Sheet including Targets
» Client Satisfaction Survey Approach & Instruments
1.43
= Draft G5l Process Model
= SIP Monitering Flan
1.4.4
= Working Score Sheets & integrated Master Action Plan
» Rioutine updates to Monitoring Plan & Action Plans
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CONTINUAL SERVICE IMPROVEMENT (CSI) PROCESS GUIDE

TABLE OF CONTENTS

1 Continual Service IMDrOy e MRt P IO OB S et eiriirisiassessss s sr s s r e s e rr s ia s a e s s mmr e REes s e e s ea s s mnnmmnnEanen e 2
1.1 Process Definion. .o e 2
1.2 LT o Y= 2
1.3 Process Scope
1.4 Key Concepts & TerminOloZy. e n e 3

141 GOVErnance & OWNEEShID i s r s nEr e e 3
1.4.2  Monitoring, Measuring and RepOriNg ... e e se e mme s s s an e e s s enas 3
1.4.3  Setting Baselines G TArZE TS i e 3
1.4.4  Service Improvement Plans — Tactical Trees & Action Plans.......ein e 3
1.4.5  Value & Operational SCOMBCAIT .. i ern s e e s e a s rnns 3

2 Continual Service Improvement PrNCIPIES ... e 4

3 Continual Service Improvement Process ROIES .. s sn s e 6
3.1 RACI Matrix - Responsible, Accountable, Consulted & Informed..... ... 6
3.2 LR = Ty o 7

O ] [ Tt = 7
TR O] I LV = == 7
3.2.3  CSI & Reporting ANalYsT ... 3
T Lo = 3
3.5 Subject Matter EXPErtS [SIMES] e s s s s as s rs s et mr e nen s e s e 3
T 01 o g =TT =2 o N 9

4 Continual Service Improvement Procass ACHVITIES. .o s 10
4.1 Continual Service Improvement High LeVe | PrOCESS. i cesrmsssmrs s msns s s s 10
4.2 Continual Service Improvement Detailed SUbD-ProCeSSES ... et 11

421  Where are we now and where do we want o Be ... 11
42,2 How dowWe Bet there T i s R 12
423 Didwe getthere?. i

4.2.4  How do we keep the momentum going?
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Tying it together

* Making the measures consumable by SM
e Single Screen
e Single Number

 Provide Context

thinkITSM



Tying it together

Each Measure needs the

following:

e A Weighting

e A Confidence Rating

e A Measured Score

e An Improvement Score

42 Define, Measure, Achieve. Repeat ﬂi'i(ITSM



CSI “Silver Bullet” - VALUE Indicator
Used to focus Improvements & compel
corrective actions to achieve targets.
Results in a single VALUE score that can be
used to trend improvements

Confidence
KPI KPI Rating Baseline | Target Actual VALUE Tactical
Dimension [ Champion Performance Metric (KPI) Weight (H,M,L) Performance Indicator Ref #'s
Quality 1. Customer Satisfaction 30%
Quality 2. First Contact Resolution Rate 12%
. 3. Compliance to Restoration Service
Quality
Levels 10%

Cost 4. Cost Per SD Contact 15%
Quality & 5. Service Desk & Incident Process
Cost Maturity 8%
Cost 6. Resolution Cost per Incident 5%
Cost

7. Agent Utilization 10%
Quality &
Cost 8. Agent Satisfaction 10%

Total 100% N/A N/A N/A N/A
hle e
d\Na\J s Trend of the monthly
e g A ik VALUE
;\O « O\N Pt

7%
- !M

Value Indicator

O(\ d\ 5% 'd*___'df‘ff
w0 © \NeO Rl -
3 ™R OH DM EEW ® W W thinkITSM

Month



The Service Value Score Trended Over Time

100—

Balanced Scorecard %

20—

1
1
1
1
1
1
1
1
1
1
I
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
I
1
1
1
1
1
1
1
1
1
I
1
1
1
1
1
1
1
1
1
!

I i ] i = I I i i I
Mar/10 May/10 Jul/10 Sep/10 Now/10 Jan/11

Date Source: ITSM Coach
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The Service Value Score Trended Over Time

100—

Accuracy of Assignment Notes 55

80—

Use this screen to record any Annotations about your Accuracy of Assignment result, or record any Performance Tweaks made
based on the presented performance Value/Trend.

Enter Note Below: Select Type: | Annotation [=]

60 —

History:
Charles Cyna posted on Monday July 5, 2010 @ 01:52 PM: [Annotation: 22.66 % #]
We noticed a substantial drop in Assignment Accuracy this week. We are going to investigate the drop.

Charles Cyna posted on Monday July 5, 2010 @ 01:55 PM: [Annotation: 22.66 % #]
After investigation it was determined that the new SAP rollout has caused an issue with assignment accuracy on the service desk. We are talking with the
SAF spplication group to determing a resolution E

Charles Cyna posted on Monday July 5, 2010 @ 01:56 PM: [PerformanceTweak: 22.66 % §]

After discussions with the SAP group, we have implemented & new qualification quiz sheet that the service desk will use to better determing which is the
sppropriate escalation group for these tickets.
Charles Cyna posted on Wednesday September 8, 2010 @ 09:23 AM: [Annotation: 44.44 % §]
Accuracy of assignment continves to improve after the deployment of the new Support Mode! documentation. Although there is 2 small dipping trend over
the last 30 days, overall improvement is remarkable. 18
\Charlas Cuna noetad an Thureday Santambar 232040 @ 07:50 DI fAnnotation: 39.80 % &1

Balanced Scorecard %

20—

e -, - -

D e e

I I I I I I I
Mar/10 May/10 Jul/10 Sep/10 Now/10 Jan/11

Date Source: ITSM Coach
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Summary

v"Measures for SM should be based on

Value not Activity - ‘ o

 PLC

v’ Deliver measures in the context of CSlI h IA“ L Njn“ .l U‘J'ﬁ A t |

v'In the beginning focus on the
meaningfulness of the measures rather
than the accuracy of the data

v'Bad new is good news!

v/Start small and earn a quick success.
Improvement is addictive

v'Don’t reinvent the wheel

v" Go to www.thinkitsm.com/thoughtrock
and get started today

46 Define, Measure, Achieve. Repeat ¢
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Any Questions?

Questions & Answers




Thank You!

Contact
Charles Cyna

ccyna@thinkitsm.com

ThinkITSM
www.thinkitsm.com

Toll-Free: 1.866.HUG.ITSM (484.4874)

Fax: 1.647.259.0695
Email: ccyna@thinkitsm.com

TS
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