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12.5 Recommendations to Ensure your IT Service
Management Program Succeeds

What do YOU need to do to succeed in YOUR IT Management
Improvement project?

These 12.5 simple and proven recommendations will guarantee your
success. In the presentation we will discuss the 6 Ps —

. Purpose Process People Product Partner Performance
Peter Lijnse
CEO — an extension of what ITIL describes. In each of these 6 Ps (focus areas)
Service Management Art. | there are actions you need to take to make your improvement project a

success. The recommendations are simple and pragmatic.
YOU just have to do them.
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proven experience * proven tactics * proven success




What are the 6 Ps?




What are the 6 Ps?

Purpose

Performance



What is a Service?

A service is a means of
delivering value to
customers by facilitating
the outcomes that
customers want to
achieve without the
ownership of specific
costs and risks




|. Know your customer

"..here are the emergency 4

updates to the onboard
navigation software!”

What are their requirements?

Have you actually talked to
them?

Do you understand what they
are doing?




2. Define your ITSM Strategy based
on VOCR

Define ITSM Roadmap

Focused on outcomes for customer

Define important components of processes



3. Develop just enough process

Based on:
Culture

Technology
Process Guide Skills

VOCR

Qref, Templates,
Procedures

Work instructions



4. Process Design based on VOCR

"..I don't understand. I
used the ITIL procedures..
according to me you are now

a satisfied customer!”

Important processes

Important procedures




5. Clarify Roles and Responsibilities

"...my responsibility is
receiving USER complaints..
Not DOING something
about theml.."

Define Roles
Communicate Roles
Simulations

Sign off on roles




6. Define what (management)
commitment means

"You have my full commitment.
Apart from time, money,
effort & just so long as I don't

have to be involved!"

Define Roles
Communicate Roles
Simulations

Sign off on roles




7. Define what IT (Management)
Leadership means

LEADERSHIP: &B
|. the position or function of a "I need him for"\
my process
leader . .
I don't care. I pay his
2. ab'hty to lead | salary and I need him
c for my project”

3. an act or instance of leading;
guidance; direction

Accountability without
Authority

Process vs Functions




8. Define, Develop and execute an
education and training strategy

"..I have 22 points. Therefore
I am fully certified in ITIL,
therefore I am right..therefore
you must be satisfied.."

ITIL Education
ITIL Training

Experiential learning

Justin Time




9. Define and communicate clear
accountabilities with your partners

"..I know. We've been
outsourced. This is
a new cost reduction
measure by the

supplier...”

| thereisno [
\ keyboard?.."

ISO/IEC 20000




0. Define how your IT Management
technologies support your
requirements

Define the requirements
Keep it simple
Simulations / walk throughs



| . Measure based on VOCR and the
4 Ps

"Closing the Help Desk
between 09:00 & 17:00
isn't what I had in mind!"

Understand measures in each
focus area

Develop Balanced Scorecard




| 2. Define what and how you are
going to measure

Goal: Improve quality of services
Goal Change Management:
Improve Stability / Improve responsiveness

Improve Stability:

Improve Responsiveness:



Past Present Future
Historical Strategy
Data People Purpose
Process Vision
Product
Partners
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2.5 Build an CSI| approach

Get together

Review 4 Ps in structured approach
Review KPIs / metrics

Engage the business

Use facilitation to discuss changes



What Are You Going To Do?




Information

Managing Partner / Executive Consultant

WWWw.Sse rvicemanagementart.com

Twitter: @PeterATSMArt

Email: peter@servicemanagementart.com

@ service management art

LinkedIn: Peter Lijnse
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Phone: 1.877.581.3942
Email: Info@ThoughtRock.net
Twitter: @ThoughtRockers

www. ThoughtRock.net




