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And Why Should | Care-About
“This Four Letter Acronym? |

BoB Dave Klein .:,:;VOUG 200’3

SOLUTIONS



General Background About ITIL

The ITIL Service Lifecycle

— Strategy

— Design

— Transitioning

— Operations

— Continually Improving Services

ITIL Knowledge and Certification
Moving Forward With ITIL
Conclusions
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Smell the Coffee!

IT can no longer deliver services
based on technology fiefdoms / silos
as It has in the past.

This Practice Is Dead!
o’

[ ations refusing to accept it will either
I e, get outsourced, or end up being

- ntrolled by...CFOs, Business Units, etc.
| . InfoWorld
- October 23, 2006 LA
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The New

Modus Operandi
ITIL

IT Infrastructure Library

@), _u *
W ITIL £\
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So, What. Is ITIL Anyway’?

Itis a....

* Widely accepted framework for improving IT performance and
delivery.

» Set of processes that provide guidance on running IT more
efficiently and effectively

 Language...a common way of speaking
« Certification that individual, with study, can obtain

It is Not a...

 Tool or a piece of software

o Standard like ISO 9000

» Prescriptive but rather descriptive body of knowledge

A

A A
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The Histery Of ITIL

Role of
the IT
function

Strategic
Partner

Service
Partner

IT infrastructure

Service
management

ITIL v3

Focus: Business — IT alignment and integration
Service Mgmt for Business and Technology
Automated and Integrated Operations

Strategy and Portfolio Governance

Continuous Improvement

IT process
management

ITIL v2

Focus: Quality and efficiency of IT processes
IT is a service provider

IT is separable from business

IT budgets as expenses to control

management
ITIL v1
Focus: Stability and control of the infrastructure
IT are technical experts
Technology IT is concerned with minimizing business interruptions
Partner IT budgets are driven by external benchmarks A
Time ™
1980 1990 2000 2007 A A

B2B
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rvice Is‘The Key Premise of ITIL

e

Customers Want IT To Provide Services
Not Technology

i
=

Service means delivering value to customers @

—By facilitating outcomes customers want to
achieve

— Without the ownership of specific fr-@"\c”,
costs and risks -
€

Customers don’t buy quarter-inch drills...

...They buy quarter-inch holes. f
- Theodore Levitt
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" The ITIL Sel}fvicé Lifecycle
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Service Strategy

Service DeSigN.......ccevvennn.. "

Service Transition

Service Operation

Continual Service Improvement

B2B
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Service Lifecycle Phases

Improve the Service

Operate the Service

Operational
Governance

Transition the Service

Design the Solution -

B2B

SOLUTIONS
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Continual
Service

Improvement
S Improve the Service

Service Operation

4 Operate the Service

Service Transition

Operational
Governance

3 Transition the Service

Service Design

2 Design the Solution

B2B
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Strategy Generation

Value

Demand Creation
Management

Service

Service Portfolio Assets
Management
Service
. . Strategy Service Provider
Financial Types
Management

Service Sourcing
Assessment Service Service Strategy

Offerings Markets

B2B
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tion Process

o
‘= Capital 3 Management
.’_ Infrastructure Organization
BT
rocesses e
- Utility + Warranty
=
E Knowledge

ﬂ People
Resources Capabilities

Service Assets B2B

SOLUTIONS




Value = Utility + Warranty

Utility Warranty

Fit For Purpose Fit For Use

Satisfies Functionality Reduces Variability

Business Value A A
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. Oppo
- in a given market space.

1 F"#* - Create value for customers
~ .. and capture value for service |,

prO\_nders.
» W




3 Portfolio

B

= Services under development.

— Phased in through Service
Transition.

— Represents service provider’'s
growth and strategic outlook
for the future.

= Contains active services
provided through Service
Operation.
— Visible to customers.

— Generates profits/recovers
costs.

— Requires thorough vetting on
cost and risk.

= No longer of value to the

customer. LA
B2B
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~Service Design

Continual
Service

Improvement
S Improve the Service

Service Operation

4 Operate the Service

Service Transition

Operational
Governance

3 Transition the Service

‘ Design the Solution
Service Strategy t
1 Define the Market

B2B

SOLUTIONS
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Service Deélgn Concepts

] Service
Msuppeh:\;nt Requirements
anag
Service Design
Information Security Models
Management
SerVICe Service Delivery
IT Service Continuity DQSIgn Models
Management
Availability Service Catalog
Management
Management Capacity Service Level ?

Management Management

A

A A
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 Desighing Value In (Utility)

Design business value into services.

Consistency

Quality J

Alignment

Performance —

Governance

B2B

SOLUTIONS



™ 4 Cam‘poneﬁts of Warranty o

Security Continuity

Availability Capacity

L!-U"
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erviee Design Package

= Service Functional Requirements
= Service Level Requirements
Organizational = Service/Operational Management
Readiness Requirements
Assessment = Service Design/Topology

» Business
Requirements
SerVice = Service
Lifecycle Applicability

= Service Contacts

Plan

= Service Program

= Service Transition Plan

= Service Operational Acceptance Plan
= Service Acceptance Criteria

B2B

SOLUTIONS



Seryice Transition

Continual
Service

Improvement
S Improve the Service

Service Operation

4 Operate the Service

‘ Transition the Service

2 Design the Solution

Service Strategy f
1 Define the Market

B2B

SOLUTIONS

Operational
Governance

Service Design



'Séf:\_nce* Tranéltmn Concepts

Transition
Planning

Early Life
Support Change

Management

Service
Knowledge Transition

Management

Service Asset and
Configuration Management

Evaluation

Service Validation
and Testing Release and Deployment

Management

B2B
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s Change Manégement

87% Of System Outages Can Be traced to Unplanned Change

Standard
Change Mode

Normal
Change Model

* Pre-authorized = Full cycle

= Repetitive = Assessment,

= Low-risk authorization, &
= Well-tested Emergency CAB agreement

Change Model

= Highly critical
= Restore after A
widespread outage B2B

SOLUTIONS




rvice Asset & Gonfig Management

|dentifies, controls, records, reports,
audits, and verifies service assets
and configuration items (CIs).

= Maintains accurate configuration
information on components of
services and infrastructure.

= Improves overall service
performance and optimizes costs
and risks.

= Allows for better forecasting and
planning of changes.

o

B2B
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elease/Deployment Management

Release and Deployment Management ensures that
services are released effectively into production and
provide value.

Deployment Plans Requirements User Documentation

S N <

Release Package Knowledge Transfer Minimal Negative Impact

©

A
A A
B2B
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Does the software do what
it is supposed to do?

user requirements,
acceptance teSt N = = = = = - - ————— acceptance testing
planning

functional requirements, verified by _
system test planning X = ———=—=—=—=—=====-= system testing

verified by

architecture design, \_ _ _ _ _ _ _ . _ _ integration testing

integration test planning

detailed design,

| ( unit testing
unit test planning

Unit Testing and
Integration Testing:
Does it work?

coding |

B2B
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Service Operation

Continual
Service

Improvement
S Improve the Service

‘ Operate the Service

3 Transition the Service

Service Transition

Operational
Governance

Service Design

2 Design the Solution

Service Strategy A

1 Define the Market u
B2B
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Se'r-\nceﬂOpel‘atlo‘n Concepts

Balance

Application
Management

Event
Management

Technical .
Management Service Incident
H nciden
operatlon Management
Service
Desk

Request

Monitoring Access Fulfillment

and Control Management

Problem
Management

B2B

SOLUTIONS
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» Detect and ana|yze Normal Operation Events 7
» A scheduled workload has completed

events. « A user has logged in

 An email was received

= Determine appropriate B Ao Events
Control actions_ A user has attempted to log in with

an incorrect password
» A device's CPU is above the
accepted utilization rate

= Automate routine Service - ———
Operation processes. .. L

,--""_'_._F-F
= Compare actual performance

against design standards
and SLAs.
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Incident Management

Incident Incident Incident Resolution
Logging Prioritization Escalation and Recovery
Incident Initial Investigation Incident
Categorization Diagnosis and Diagnosis Closure
=t R @ Jo
& B2B
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Problem Man

Problem Problem Problem
Logging Prioritization Workarounds Resolution

Problem Problem Investigation Known Error Problem
Categorization and Diagnosis Record Closure
J ﬁ
= N Jo
& B2B
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ual Ser\iﬂce Improvement

‘ Improve the Service

4 Operate the Service

Service Operation

Service Transition

Operational
Governance

3 Transition the Service

Service Design

2 Design the Solution

Service Strategy

I Y
1 Define the Market L A
B2B
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7-Step
Improvement
Process

Service Level
Management

Service Service
Business Improvement Reporting

Questions for CSI

Return on Service
Investment for Measurement
CSli

A
A A
B2B
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...the momentum going?

y

What is Where are Where do we How do we Did we
our vision? we now? want to be? get there? get there?
Business vision Baseline Measurable Service & Measurements
Mission assessments targets process & metrics
Goals iImprovement
Objectives

o

B2B
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7-Step Improvement Process

Identify:

* Vision & Strategy
» Tactical Goals

* Operational Goals

7. Implement
corrective action

6. Present and use
the information
Assessment summary,
action plans, etc.

5. Analyze the data
Relations? Trends?
According to plan?
Targets met?
Corrective action?

4. Process the data
Frequency? Format?
System? Accuracy?

. Define what you

can measure

. Gather the data

Who? How? When?
Integrity of data?

)
B2B
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ITIL Knowledge and
Certification
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"ITIL Certification Pyramid

* The v3 scheme is based on a system of educational
credits, earned through successful completion of
classes and examinations, much like a college
education.

» There are four levels within the new
scheme: Foundation level, two
Intermediate level streams, and
Advanced level.

S
I'-!mlrnurn 22 credits needed to achieve %?
’i

/ o R .

15 Credits 16 Credits e To achieve the ITIL Service

3131333 Management expert
ss | so | st | so | cst m m: P.r:v sm certification, candidates must
earn 22 credits, 2 of which can

Lifecycle Modules Capability Modules ‘*- be gained at the Foundation
A level.

< Credits

y

2 ITIL v3 Foundation Certificate in IT Service Management 2 A

iy

* working tite u

B2B
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Moving Forward with ITIL

Economy doesn't lie in sparing dollars...
...but in spending it wisely.

- Thomas Huxley
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“BuyerBeware!
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I’'m a consultant...and I'm here to help!

3 £
THE SERVER 2| MY RATES MIGHT g OUR GNLINE
VIRTUALIZATION §| sEem STEEP, BUT 5| _TROUBLE TICKET

PROTECT 1S DONE, £l REMEMBER. THERE i| SYSTEM IS BROKEN.
AND THERE ARE NO E ARE NO TROUBLE 3
TROUBLE TICKETS. TICKETS. F
- g
/ 3 g
W *
"l W - E E

© Scott Adams, Inc./Dist. by UF5, Inc.
A
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Orgartizations are Doing with ITIL

Using ITIL as a common language and basis for
meaningful discussion and problem solving.

Aligning organizations with common approaches and
techniques.

Improving efficiency and effectiveness with internal and
outsourced service providers.

Assessing, designing, and improving processes.

Creating truly global processes.

Customers don’t buy quarter-inch drills...

... They buy quarter-inch holes.

- Theodore Levitt LA
B2B
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Questions'to Consider

How do we use ITIL as a framework to mature the
organization?

What processes give us the biggest bang for the
buck?

What are the biggest roadblocks keeping us from
moving forward?

What roles are crucial to ensure success?

How do we build simple tools and processes that don’t
cost a lot?

What metrics are helpful?
What are the next steps? A

SSSSSSSSS



General Phased Approach

Assess current state relative to ITIL processes.
— Inventory existing practices and tools.
— Document workflow processes.
— Baseline data.

Define future state vision.
Map the gaps.

Create implementation roadmap that is simple to
understand.

Gain plan approval and begin implementation.

LA
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1.

2. Technology only

3.

P
]
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A

Customers want IT
to provide value-
driven services.

helps provide
those services.

Service is a
lifecycle,

not stovepipe
processes.

. Value Is derived

from service
utility + warranty.

. Service value

IS designed into
service.

. Continual

Improvement

enables relevance

and alignment. A\
B2B
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MEET OUR SPEAKER:

Dave Klein has over 20 years experience in Information Technology. For the past ten
years, he has consulted to Global 2000 businesses in the area of IT service and project
management. Prior to joining the consulting ranks, Dave spent five years with the
United Network for Organ Sharing (UNOS) as their Director of Information Technology.
Dave started with E.l. DuPont where he served in a variety of technical and managerial
positions.

Dave serves on the advisory board of the Industrial and Systems Engineering
Department of Virginia Tech. He holds a Master of Engineering Administration degree
from Virginia Tech, and a B.S. in Mathematics from Carnegie Mellon.

COMPANY:

Business To Business Solutions, LLC is a technology-based consulting firm serving
senior management of leading organizations since 1997. Our deep experience enables
us to add insight and knowledge beyond that of other firms. We use a fact-based,
common sense approach to information technology problems designed to achieve the
optimal results for our clients. Client success and satisfaction is the sole mission and

A
driving vision for our organization. i b2beol com i .
804-346-4335 fax = s S
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