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Discussion Topics

1 Introduction
} Back to Basics
} Todayos Chall enges
1 IT Service Management
B Setting the Stage for IT and Business Transformation
»  What about ITIL?

1 Achieving Success for ITSM Initiatives

} - Summary
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Back to Basics

Seeking a better way to improve our response to these
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conditions:

Project failures 9 Applications not meeting the business needs
Limited resource sharing - Stove Piped Structures

Business Applications & Performance and availability issues

Budget deficiencies & Lacking adequate IT Investment

LOB participation - Inadequate Support from Business Operations
Service Providers - lacking understanding of customer requirements
Emerging Technologies - i.e. Managing Cloud and Virtual Computing
Financial Systems 0 Increased regulatory requirements & monitoring
Cyber Security - Increased compliance regulations to secure assets

Continual Change & Maintain while adopting new evolving business
expectations
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Today’s Challenges

The growth in the use of standards and best practices has
created new challenges and demands for implementation
guidance:

} Difficulty Establishing IT & Business Alignment

} Creating awareness of the business purpose and the business
benefits of these practices

} Supporting decision making on which practices to use and how
to integrate them with internal policies and procedures

} Tailoring standards and best practices to meet specific
organizational requirements

} Acquiring executive support necessary to meet the wider scope
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IT Service Management

A Definition According to Wikipedia
ITSM is a discipline for managing IT Systems, philosophically centered
on the customerodos perspective of I TOs

oThere is an urgent need to broaden tt
Process Tools and Activities as Agen

The Activities The Process Tools
}  Business process integration ITIL, COBIT, TQI\/I, MOF

}  Enterprise resource planning ISO/IEC 20K. 27001 -2
1 IT Portfolio management CMM - CMMI

Information and Systems \ \
Six Sigma

Development Lifecycles
}  Program management IT Governance Methods

}  Enterprise architecture

Activities that Develop Process Tools to Support Service
& Deliver Services Development
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Why ITSM?

Traditional IT Model
Technology focused
Reactive

End- user centric
Centralized

In- house

Isolated silos

Adhoc responses
Informal Processes
Internal IT perspective
Operational Specific
Cost based contracts
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ITSM Model
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Process focused

Proactive

Customer centric

Distributed

Value based outsource
Enterprise 06 collaboration
Repeatable and Accountable
Documented Best Practices
Business perspective
Service orientation
Performance based contracts




The Big Picture of IT Service Management

Meeting the Business Requirements
A Transformation in Progress

Business Policy & Compliance Production Systems

Finance

Business Operations Business Services

The Business
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IT Service Management Processes

Monitor / Measure / Manage

IT Operations

The Technology Infrastructure
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