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About THE SERIES from Thought Rock

The Breakihrough Series is a thought-provoking series aimed at answering two commonly heard laments:
¢ “I've taken ITIL classes and read the books, but | still don’t know how to do it’|
¢ “The consultants have left, and we don’t know how to carry on”|
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THE BREAKTHROUGH SERI_Esmﬁﬂ

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

\WWhat are we managing in SLM and How??
*SLM Goal and Process Documentation
*Key Components of the Process Model
*Our Approach

*Simple walk-through example

Wrap up

Would you like the Thought Rock team to create a in your organization? Th Ught
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Service Level Management:
So what are we Managing?

* Managing “Service Levels”

 Through Service Agreements including:

— Top level Service Level Agreement (SLA)

— Supporting level Operational Level
Agreements (OLAS)

Would you like the Thought Rock team to create a in your organization? Th ught
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Service Level Management:
More about Agreements (SLAs, OLAS)

* Service Levels are the agreed delivery requirements and
commitments for IT Services (service targets) GX\/&

Service Level Agreements (SLA)

— Delivery requirements are customer-facing
aspects of IT Services

Operational Level Agreements (OLA)

— IT commitments are IT-facing arrangements

for managing the underlying hardware and
software that forms each IT Service

Would you like the Thought Rock team to create in your organization?
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Service Level Management:
Separating “Published” from “Source”

 The Agreement is quite often thought of
as a Document...

* Not exactly...

* The Document is a published version of
the Agreement DATBASE

* Itis produced from the original source ...
suggested to be a Forms Processing
Database or some other Database tool
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Service Level Management Goal

 The goal of the Service Level Management process is to

ensure that an agreed and achievable Level of IT Service is
provided for all IT Services,

e and that these Service Levels are reviewed and managed to

meet or exceed ta rgets

OO0
Service
Level

Agreement

S L Opi;avtgnal Underpinning
-IT TAFF
: . Agreements Contracts
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Process Documentation:
From What Perspective?

* This presentation and associated ThoughtRock Template
focuses at the Activity Level

— These are activities that “manage” the “Service Levels”

— This is done at a generic process model level
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Process Documentation:

Two Key Elements

The Activity Flowchart
* This is “the process at a glance” %\

— A picture says 1,000 words

* |t provides the big picture of how you are
managing the main process elements

The RACI Chart

* This is “the matrix of who’s doing what and l ALK .
who’s making sure it gets done” j) D}!ﬂl

e Accountable, Responsible’s, Consulted’s, Informed’s
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Process Documentation:
The Business Rules

Business Rules

* Process documentation is a reference document for
business rules governing activities that coordinate the
people and activity steps that make up SLM

— It is usually written at a high generic level and then
customized for specific situations

Technology is Needed

* The Service Management System (SMS) is
commonly known as the “ticketing system”

Would you like the Thought Rock team to create in your organization?
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Our Approach

e Start with a process template

* Populate the SMS with the process ticket type
and process business rules

Would you like the Thought Rock team to create in your organization?
Contact info@thoughtrock.net or 1-877-581-3942 now.



A Walk-Through Example:
Activity Flowchart Combined
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A Walk-Through Example:
Activity Flowchart for New / Revised Services

Service 5.0
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A Walk-Through Example:

Activitx Flowchart for Ongoing I\/Ianagement
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A Walk-Through Example:
Define your Activity Roles

— Customer — The Service Desk

— Supplier — Incident Management

— Service Level Manager — Request Fulfilment

— Service Catalog Manager — Problem Management

— Customer Relationship Manager — Change Management

— Supplier Relationship Manager — Release and Deployment
Management

— Service Analyst
— Supplier Analyst

Would you like the Thought Rock team to create a in your organization? Th Ught
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A Walk-Through Example:
Roles and Activities defined in the RACI Chart
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A Walk-Through Example:
Roles and Activities defined in the RACI Chart
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A Walk-Through Example:
Describe the Details for Each Activitx

Process Steps Described — Service ldentification

1.0 Service Identification

Objective To 1dentify new IT Services OR revisions to existing IT Services that
provide value and cost effective business solutions to the customer.

Policy All requests for revisions to IT Services or for new IT Services will be
assessed and prioritized from a business objectives and business value
perspective.

Input(s) A request for new IT Service
A request for revisions to existing IT Service

Qutput(s) Initiation of Service Identification

High Level Business Requirements

Decision to Proceed

Status - IoNe -

Description e (A& R]I) The Customer Relationship Manager 1s Accountable,
Responsible and Infermed as the point of contact for all customer
communications to the IT Organization.

from Customers and 1s Respensible to plan, manage, and approve the
overall portfolio of IT Services delivered by the IT Organization.

o (R,C) The Customer 15 Respensible and Censulted to communicate
with the Customer Relationship Manager when requesting revisions
to I'T Services or requesting new [T Services.

Would you like the Thought Rock team to create in your organization?
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Summary

* Adopt the Service Agreement template approach to
create consistent flow-through agreements

* Document the process at the high level, including:
— Activity Flow Diagram - Activity Descriptions
— Defined Activity Roles - RACI chart

* Publish the process and walk through with stakeholders

* Implement the process using your common ticketing tool

Would you like the Thought Rock team to create a in your organization? Th Ught
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Thank Youl!



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)
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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 2 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 justintime, 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!

Would you like the Thought Rock team to create a in your organization? Th Ught
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ITSM Ons=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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