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Memory Aides

Service Manager

Benefits

Service quality

Cost-effective

Aligned with business

Roles & responsibilities clear
Visible info & reports

Errors reduced by consistency
Single point of contact

Problems

Resistance to change

Education lacking

Plan lacking

Tools lacking

Integration lacking

Leadership commitment lacking
Expectations inappropriate
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ITIL Goals

Alignment of IT with business
Current and future

Improve quality

Reduce long term cost
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PRojects IN a Controlled Environment 2

Problem statement Procedures [ options
Business case and funding Staff recruitment
Feasibility study Evaluate tools
Objectives and scope ._Stages

Awareness campaign Pilot

Identify roles, & _ Review
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Satisfaction = Expectation - Perception

{ Benefits achived )

Value = f
{ Cost of achievement )

{ Requirements )

Expectation = f

( Cabilities )

Awareness Campaign Focus Areas
Message Business
Method Strategic
Market Operational

Measure Infrastructure

Case Study "Phases”

Justify
Introduce
Obstacles

Operate

Integrate Problem Statement
Outputs Observation...
Audit Resulting in...

Answer Technique
Verb, Noun, by Action
Name it
Define
Relevance
Resulting in....
Example of usage







