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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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Procedures / options
Staff recruitment
Evaluate tools

Problem statement
Business case and funding
Feasibility study

Objectives and scope .. Stages
Awareness campaign Pilot
Identifyel%f‘ Bl Review
responsibilities )
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Relationships %
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Satisfaction = Expectation - Perception

( Benefits achived )

Value = f
( Cost of achievement )

( Requirements )

Awareness Campaign Focus Areas

Message Business
Method Strategic
Market Operational
Measure Infrastructure

Expectation = f
( Cabilities )

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




Service Delivery

Financial Accounting  Charging
Cost-effective | Costing model |Pricing model |
Stewardship = |Cost Types ( from Costing
Spend accounted | Software | Model |
for " Equipment | + Charging
Services costed Accommodation |Methods
Charging bu Transfer |+ SLM policies )
case Operations | '
(people) Charging
Budget Provider | Methods
Finance plan “(vendors) | Fixed price
IT master | Classification :
budget Absorbed \éalgsble
""" Budget process Unabsorbed ‘ -
Direct 4 | Cost p'US |
| Indirect “ Differential
Cost Of Service | Market rate
Capacity Business Performance Availability
Cost-Justifiable Service CDB Determine bus req ﬁ
Always exists Resource Workload Optimize availability i
Match current & future Managemege Match bus req :
i App sizing and Monitor, measure .
- g tuning Alternatives
ok Research Cost-effective =
R . Demand Continuous improvement
Implement  Baseline ~ management Design Maintainability
Estimating Network Implement Availability
Analysis  Modeling Manage Reliability
Simulation Plan Optimize Serviceability
Trending - Security
o : i Confidentiality
=== = ervice outage analysis Inteqri
Continuity mt|al_te Availability improvement Avaici]ag;:ity
S program
Technical observation
post

Component failure impact
analysis

Fault tree analysis

CCTA risk assessment
and management method







