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BreakThrough Series

Helping you to achieve breakthroughs in your organization!

*Templates
Live Webinars
Roundtables
*Workshops
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So what’s the Challenge?

“| see the ITIL generic process model, but how do |
make this fit our organization?!”

“I've taken ITIL classes and read the books, but | still
don’t know how to build my own process”?!

“How do | continue to evolve my processes”?!
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Agenda

* What are we Managing”

 When is it an Emergency?

* What do we need to be successful?
* Wrap up
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So What are we Managing?

* Normal Change:

— The addition, modification or removal of an
authorized service or service component

 Emergency Change:

— Changes that arise to repair an error in an IT service or
service component where the error is negatively
impacting the business to a high degree
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But What are we Really Managing?

Significant and Negative
Business Impact!

Changes that significantly either:

— fail to deliver the business benefits expected, or

— fail to function correctly, or
— cause other components / services to fail or function incorrectly
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ldentifying Emergency Change

It’s NOT up to Change Management!
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ldentifying Emergency Change

Consider across the ITIL lifecycle when deciding there
is an Emergency Change...

Incident Management

e First point of contact and prioritization in detecting
a failure or performance reduction for a service

Problem Management

* Investigation into the cause of an Incident and
prioritization of the Problem
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More ... Identifying Emergency Change

Don’t forget the business...

Service Level Management

e First point of contact for the &

s
business customers of IT ‘ \’/\ 4
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Emergency Change Success Factors...

Remote Communications

— An infrastructure that allows remote access to
decision makers, stakeholders, and early
responders

oooo
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Management and Decision Makers

— An emergency requires top level authority
and command to make decisions and move
forward

— This group of key managers is part of the
Emergency Change Authority and forms the
formal Emergency CAB
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Emergency Change Success Factors...

The Emergency Change Authority

— The decision makers, key stakeholders, and early
responders who can properly assess the
emergency situation and make
recommendations for successful change

Configuration Management

— Critical for identifying key relationships of cause
and effect as well as appropriate stakeholders

IT Service Continuity Management
— Be ready with your contingency plans
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Emergency Change Success Factors...

A Good Service Management System (SMS)

— The Incident, Problem, and Emergency Change
records are shared and collaborative =
documentation
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Priority Tables of Impact and Urgency
— Priority = Impact x Urgency

Categorization Tables
— No more than 4 levels deep and 5 wide
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Emergency Change Success Factors...

Incident Management
— The Major Incident Procedure
— The Major Incident Team

Problem Management
— Known Errors Database
— Problem Records

Release and Deployment Management
— Emergency Release updates
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Emergency Change Success Factors...

Service Level Management

— Critical relationship managers communicating
and interfacing with the business

The Service Desk

— Critical relationship managers communicating
with the end user community
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A Walk-Through Example:
Activity Flowchart - 1

1.0

Change Initiation

Emergency
Emergency Y—» Change
?
Change? Procedure

o0

> Complete and Change Logging 1«

Submit the RFC
4

Accepted

Request for
Change (RFC)

Request /
Clarify
Information
Categorization 6.0
Model \ 4
w .
Review the Change
Prioritization

Model
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A Walk-Through Example:
Activity Flowchart - 2

_W

Assess and
Evaluate the <

Change
Work Orders
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Change
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Summary

 Emergencies are significant negative Business Impact!

e Common definition for Emergency based on Impact
* Link Emergency Change and Major Incident

* Emergency Management Team and Remote Contact
 Emergency Stakeholder map

e Use a good enterprise-wide ticketing system that links
related processes of Incident, Problem, and Change

 Manage the business relationship
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Join Us For Lunch Every Tuesday At 12PM!

Phone: 888-418-4230
Email: Info@ThoughtRock.com
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 eLearning 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.

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!
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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 orbanization, 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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