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Agenda
> Hello!
> Why IT Service Management?
> ITIL 101

> Maturity Assessment and Roadmaps
> Project Foundation

> Processes Implemented

> Organizational Change Management
> Results/Metrics

> ITIL Resources

Hi, my name is Susan...

> IT industry worker for over 25 years
> ITIL v2 Manager Certified

> itSMF Minnesota Local Interest Group
President

> IT Service Manager at Blue Cross Blue
Shield of Minnesota
« Service Desk, Incident Management
« Change, Configuration, Release Management
« Request Management
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My trusty assistant, Melissa...

» Melissa Howard will be representing the
Web cast participants

> Hoping to make this very conversational,
S0 please ask questions as we go along!
I'll let you know if we’re going to hit that
topic later or if the answer is bigger than a
breadbox and needs to be parked for the
end or off line.

Why IT Service Management?

> Value Proposition
« Strategy
« Service management practices
« Continual improvement

> Trusted partnership!
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ITIL 101 — Briefly!

> Information Technology Infrastructure
Library
« British Government & IBM Collaboration
» Version 2 — Focus on Process

> Version 3 — Focus on Lifecycle

ITIL Version 2

> Service
Support

> Service
Delivery

> And
more!

4/1/2009



ITIL Version 3

> Lifecycle of a Service
Strategy

Design

« Transition

« Operation

Mee I'ruhi-\“oo

« Continual
- , Improvement

IT Service v3
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Service Level
Management

I.alanagsmerll Snrvic_e Testing becomes
Managemant Nanagemant m important at a
: point in
Incident Request
service
Management
dovlopmens

Management Management

The 7-Step Servi Business Return on
Improvemaent R:r:d?: [+] i for I for
Process. porting Csl csl

ontinual Service Improvement

4/1/2009



Process Dependencies
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If you don’t know where you are going,
how will you know when you arrive?

> Maturity Assessment
« Series of questions for each process
« Ordered to allow for assessment of maturity
« If in doubt, just say no!

> Roadmap
« Process plans on a timeline
« Dependencies on other processes identified
« Maturity levels identified

Change Management Results
100

» Assessment
shows where
work still
needs to be
done

> Some
processes
may have
dependencies
on other
processes in
order to
mature
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ITIL Service Support Self Assessment: Change Management

Lewel §: Pre-requisites

Are at least same change management activitics established in the
organization, ¢.g. logging of change requests, change assessments, change
planning, change implementation reviews?

Ars changs management activities azsigned bo specific individualz or
Functional areas?

I5 there a procedure For raizing and issuing requests for change?

Lewel 15: Management Intent
Has the purpose and benefits of change management been disseminated
within the organization?

Haz the seape oF changs management sctivity been established within the
arganization?

Doz the erganization have standurds or other quality criteria For the raizing

and registering of changes?

Lewel 2: Process Capability

Hawe responsibilitics Far varisns changs managament achivities buen
assigned?

Are the precedures for initiating change slways adhered to?

12 there 5 procedurs Far Spproving, verifying and scheduling changes?

Are the business and technical impacts of changes always assessed?

Iz changs pregress menitersd adequately by Changs M
13 the successful impl ian of 3 change confirmed by Changs
Mlanagement?

Is thers a procedurs For the review of all changes?

Are adequate change management reports produced?

> Any “No”
answers
need to be
built into the
process
roadmap

- = Level 1 Pre-requisite

= Level 2 Process Capability

- =Level 3: Products

= Leval 3.5 Quality Control
= Level 4 Management Information
= Lewvel 4.5 E xternal Integration

= Level &: Customer Interface

= Lewel 2.5 Internal Integration > Roadmap COIOr'COded

by maturity level
requirements
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Project Foundation

> Process Strategy/Goals

> Benefits to Business and IT

> Policy

» Governance

» Design Team

> Project Manager

> ITIL Expertise — Internal or External
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Strategy/Goals
» Strategic — Roadmap
e Year1l
e Year 2
e Year 3

» Tactical — Current project
o Short-term
o Medium-term
« Long-term

Benefits

» Ensures the process is being designed and
developed to create measurable service
quality improvements

» Benefits can be to the business, IT or both

> Examples:
« Reduced status check calls (IT)
Reduces duplication of effort (IT)
« Increased end user satisfaction (Business)
« Improved prioritization (IT/Business)

Productivity gain through high system availability
(Business)

« Extended Mean Time Between Failures (IT)

4/1/2009
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Policy

Mission Statement.........................

SCOPE Lo

OUt Of SCOPE ..o

e > Allows for clear

Policy Statements. ..o Commun|cat|on Of

1 Adherence to ITSM Overall Policy .

2 Value of Configuration Management................... expeCtatlonS

3 Outputs of Configuration Management .

4 Requirement-Driven Data Design............................ > Enables Complla’nce
5  Configuration Management Process Conformance.... enforcement

6 Ownership ...

7 g > Should be approved
8 Enforcement ... . .

9  Continual Improvement by Senlor IeaderShlp
10 Medification and Variance ... and pu bllShed

11 Compliance

12 Configuration Review Board (CRB) .....................

13 Relationship with Asset and Inventory Management

14 Relationship with CMMI/SDLC and SCM..................

15 Relationship with Compliance and Risk ...

Governance

> ITSM Steering Committee

> ITSM Process Owners

» Change Advisory Board

» Configuration Advisory Board
> New item intake prioritization

4/1/2009
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> ldentify

e -~ ~ stakeholders
- at the

o beginning of
= each project
;;?;’ECC BCBSMN ITSM

pment Canfiguration Review Board Process &%{%

Susan Ryan, ITSM Frogran
Linda Lovald, Change, Rele
i a

Design Team

> Representatives from across the
organization
« Application Development
« Infrastructure
« Service Management
 Business — Voice of the Customer

4/1/2009
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Project Manager

> Create and maintain project schedule
» Provide status reporting

» Schedule all meetings

» Facilitate project update meetings

> Keep issues log and action plan

> Prepare for and facilitate control board
meetings

Leave it to the experts...

> Improves quality of project deliverables
> Wireframe best practices to reduce time
> Always a solution in back pocket

> Intense focus — no distractions of every
day work

4/1/2009
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Project Deliverables

> Roles and Responsibilities
» Logical Flow

» Physical Flow

» ARCI and Work Instructions
» Functional Requirements

> Test Cases

> KPIs/Metrics and Reports

> Audit Involvement

Roles and Responsibilities

Requestor

Wants the work to be done to satisfy a business need

Initiator

Creator of the RFC

Change Owner

Owns the RFC through the lifecycle of the change and is
ultimately responsible for its success

Resource Manager

Accepts and assigns tasks for their team

Implementer

Completes tasks assigned to them

Approver

Responsible to protect system availability for the
business

Change Coordinator

Reviews RFCs for completeness and policy compliance

4/1/2009
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Inputs
Service catalog
Service Requests
Costs
Approvals
Service Desk Calls
OLA’s
Required information
template(s)

An event
Workflow
\___dependencies /

Providers
IT Financial Management
Portfolio Management

Configuration
Management

Logical Flow

=)

Activities
Origination
Approval
Fulfillment
Closure
Evaluate Process Performance

%

Outputs
Completed service
requests
Communication
Request for Change
Service Request
Reporting

Receivers
IT Customers and
users
IT Departments

Critical Success Factors
Clearly defined request categories

Strictly defined SLAs/OLAs for each category
Self Service or automated entry of requests
Automated escalation of overdue request

Automated Communication/tracking

Links to other processes

INPUT

A proposed dhange to a configaration item

in scope

PROCESS
Create and Review RFC
Aszess and Ewaluate RFC
Approve and Schedule Change
Coordination Thange Implementation
Prapare, Distribute and Implement Change
Review and Close Change

Post Implementation Review

x

ouTPUT

A, dhange to a configuration item in scope
that is implemented and in normal use

A plarned dhange that is withdrawn

A problern that is defined For resalution
arising from change implementation

Recormendations for improved practices
for change plarning and ranagerent

» Logical flow

provides high
level
understanding
of activities
associated with
the process

4/1/2009
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Physical Flow

ARCI

Accountability | Ownership of quality and end result of
process

Responsibility | Correct execution of process and
activities

Consulted Involvement through input of knowledge
and information

Informed Receiving information about process
execution and quality

4/1/2009

16



Work Instructions

12.3.20 Escalate

Role AlR|C|I
Service Provider H
Requester X
Service Level Management X
Service Request System X
Service Provider Functional Manager Fo| R A

o Service Request System informs Requester, Service Provider, SLM and
Service Provider Functional Manager of breached SLA / OLA
s Eccalate the request to the Service Provider Functional Manager for

reviewiaction

s Service Provider fulfillment continues during andfor after escalation
e  Communication goes to Requester

Functional Requirements

Requirement Description Related Work : Contact/ Priority Status Coding/Dev
Instruction/ Owner Hours
~| Policy/Metri ~ A - -
Urgency defaults based on Impact (Walues = 114220 Reg 01 - High Developed 075
Low, Medium, High) Session
ROLE: Based on role, some roles should be 114220 Reg 02 - Medium ; Developed 074
able to change Priority Session
Priority should be calculated based on Impact {14220 Reg 01 - High Developed 1.50
and Urgency (See Impact/Urgency matrix in Session
PG 14 Specifications document)
Impact is calculated based on the following 142720 Reg 01 - High Developed 1.50
fields: Environment, Type, Criticality of Senvice Session
and Organizational Impact (See
Impact/Urgency matrix)
Ability to relate incidents through the Cl map 14225 Reg 03 - Low Submitted
to Parent Incidents Session
When Priority = 1, send notification to Incident $14.2.20 Reg 01 - High Developed 050
Manager Session
Add a Description field that reamins static 14.1.10 Req 02 - Medium On Hold 1.00
throughout the life of the ticket - this is where Session
the initial description of the issue would be
placed. - Located betweed Location and
Configuration ltem
Add Resolution field that is reguired when 14545 Reg 02 - Medium On Hold 1.00
Status = Resolved or Closed (this should be Session
after Work Motes)
Meed an easy way to differentiate between 14230 Reg 02 - Mediurn ;| Developed 200
Work Notes and Custorner Motes and easy Session

4/1/2009
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Test Cases

TEST CASE SPECIFICATION FORM

Project Ho.

*

Project Hame:

Service Mow Incident Management

Page Oof

Test Case Description:
Hot having the cument version of the Burgess software.

Build Ho. Run Ho. Case Ho. 20 Case Revision Ho.: 1
Date Last Modified:* 627103
Cond | Test Condition Input Data Expected Resuls Pass
# I Fail
20 14.3.10 Change Assigned To {g your Status changes to Accepted and
Inciclert Analyst name, yOur Name appears in Assigned To
Change Status to Accepted in Page listing all incidents returns
the drop down menu.
Click on Update button.
21 14310 Re-open that incidert by The incident form appearswith the
Incident Analyst clicking on Incident #XXxxx incident you crested. The Assigned
to field contains your name.
22 14315 Change Status to York In Status changes to Work In
Progress Progress
23 14.3.20 Type "Warked on this ticket" in ‘Work Motes move to Summary
: the Work Motes field. ares and ticket page stays open.
Incident Analyst i
Right click on biue bar at the Work Motes field is cleared
top of the incident form and
zelect Save

Measuring Process Effectiveness

CSF: Implemented centralized, repeatable and consistent change process
valued by hoth husiness and IT

Tirmely flow thraugh the
Change process

fetrics

Average titme RFCs are in each status by
Priority and Type.

% of changes causing
incidents

# of changes that create high-mpact incidents

[CSF: Publication and communication of the current status of changes
through a Forward Schedule of Change

Effective communication ta
all users regarding the
change

Metrics

The Farward Schedule of Changes (F S0
reflects real time status of changes

Stakeholder notification is effectively utilized
when appropriate.

Changes entered eadier

# of changes by Urgency timeframe by group

> Critical Success Factors are supported by
Key Performance Indicators and Metrics

4/1/2009

18



Audit is not the enemy...

» Build processes with audit requirements in
mind
« Process findings
« Design findings
o COBIT minimum requirements

Processes Implemented

» Configuration Management
» Change Management
> Incident Management
> Request Management

4/1/2009
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Configuration Management

d

d efficiency an
effectiveness of other ITSM processes

IS INn INCrease

> Value

« Relationships

o Impact assessment

+ Maintenance windows

* Criticality tier
e Causality
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DB2 Instance2
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Distributed Server Class

ategory prefix Hw
lass prafix Dis
[5earch Cade HW-DIS
Description
Piscoverad? Yes
Feconciled? THD
Freconcile Description:
. - Business " " Allowed " " Change | Populatio |Cl Owner/ "
Specific Attributes Description Reconciled? | Required | Type! Length Values Unique ID (Source |Discovered? control? |n method | Analyst Cl Admin.
‘endor i M varchar2 (50) ? ] TBD M i ? Resd only [ Createtnocity|
anutacturer i} M varchar2 (50) 2 N TBD b i} 2 Resad only [ Createtnocity)
lake M M varchar2 (80) ? N TBD b M ? Resd only [ Createtnodity)
el M M varchar2 (40) ? N TBD b M ? Resd only [ Createtnodity)
=erial #. The serial number M Y varchar2 (100) ? h TBD N M ?
assigned to the
asset by the
manufacturer Read only | Crestemonify
o set tag Physical label N W varchar2 (407 7 Vv TED N N 7
attached by ACES Read only | Createmodify
Frocessor type N N varchar? (407 B N TED v N B Read only | Createimodity
Frocessor speed N N number (12,2) B N TED v N B Read only | Createimodify
OFeS PEr processor M M number ? N TBD M M ? Regd only [ Createtnocity|
0. of processors i M number ? N TBD W i ? Regd only [ Createtnocity|
Pheysical RAM (total) i M number ? N TBD W i ? Regd only [ Createtnocity|
lo. of internal hard drives i M number 7 N TBD M i 7 Read only | Createsnocdity|
Frrvironment hd M varchar? (40) 7 i TBD M N 7 Read only | Createinodify

> Functional requirements for development

Relationship Matrix

Hardware Network Application
E H 2 E .
o w - H g w o H
i £ B £ _ 2 g H E o H
£ £ z 5 I @ H £ ] 2 -4
= ] Z z £ E Z = i E H 2
& ] z ] £ z ] i s £ ] ]
-1 = E 3 i 5 E] 3 = o -1 £
Firewl Connected | Connectod Connzcted Connected | Connscted | Connected | Sonnected | Connected
reval L] o o o ta o o
Iza
Connected | Connected Connected | Connected
% |LoadBalance dapendant
H " te e ta te
- i I I C
] " " " " Connected | Cannected Connected
2 | Hetwork Gear dependent | dependent | dependent | dependant o o -
of af af of
Connected | Connected | Connected
WPH
e te ta
Connected Connscted
Mainframe Funning on| Fanning on
1o to
] 5 Connected Connected
£ | Distributed Frunning on | Running o Dispends on
= . e te
A
i "
& [Dwwop Funning on| Running on
Managament Funning on| Running on
a
Connected | Connected
Oracle Fuunning o " o Funning an dependent
of
Connected
Mgl Funning n i
w
i 3
2 Connected . Connected
B |oe2 | Foanning e i ¢
]
e Connected Connected
annect annect
[ Funning on E
te te

4/1/2009
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Real World Relationships

[ Microsoft 50L Server
Microzoft SAL
Server@pmstowct
", Web Server
Apache
Server@172.16.208.103:80
Sorw
—_—
WPTPMP 16 Oracle Instances not shown
I 1BM Websphere 2| Desktop Application & Solaris
—_—
nodeagent RuleXpress psdorall
———
MBEadmavr@psawhicd 11 BEA Weblogics not shown

Change Management

> Any deliberate action that alters the form,

fit, or function of Configuration Items.
» Assess and mitigate risk
» Collision control

» Change Advisory Board provides oversight

of higher priority changes

4/1/2009
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Change Process Successes

» Impact + Urgency = Priority
» Approvals dictated by Priority

» Dependencies on other teams handled
with change tasks
« Must be accepted to schedule

> Publish Forward Schedule of Changes

» Provide management with actionable
reporting

Change Priority

> uUrgency

e Lead Time

« Entry Date to Proposed Start Date
> Impact

« Based on Risk to the Business

« Answers to eight questions calculates
Impact score

> Priority
« Dictates Approvals required

4/1/2009
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Urgency

Urgency Lead Time

Top < 3 Days

High 3-7 Days

Medium 8-30 Days

Low > 30 Days

Urgency is automatically calculated at the time the
change is entered into the system. Urgency is the
difference between the date the change is entered and
the proposed implementation date.

Impact

IT 2 o - IT Service Management Suite

IT Service Management

= Welcome; SUSAN RYAN

[€H Change Impact Questionnaire = Required field
- Change number: ICHGMEQ? =

I Extent of organizational

inipact: |Extemal Customers =l
!;?&ﬁ;:lggzr:gf;;;nm IPart of the functionality will not be available :i
ggm?;iun St ghsnge [15 1o B0 minutes |
!asqi:}z?:::guulage INa Outage to Customer El
| Resources required to =
execute this change: h degdrtimgnt —{
| Backout difficulty: [ Moderate (15 to B0 minutes) =l
| Change can be tested

prior to production: IYES ZI
| Change has history of [Ves 7

repeatable stability:

4/1/2009

24



Priority Matrix

Impact
Urgency Low Medium High Top
Low CM CM CAB CAB
4 4 2 2
Medium CM CM CAB CAB
4 3 2 2
High CM CAB CAB ECAB
3 2 2 1
Top CM CAB/ECAB ECAB ECAB
3 2/1 1 1

» Higher priority requires increased level of

4/1/2009

scrutiny prior to approval

Approvals
Approval Body Approval Medium
ECAB On demand
Yirtual f Electranic I'ln person i Phaone
CAB Bi - weekly
Change Manager {Chi) Yirtual f Electronic
ChfStandard Virtual

> Lower priorities approved virtually

25



Forward Schedule of Change

5

E] CHGZ4721 -
W33 - Deploy to
praduction -
Release 02,02 Build
%02:00 o O7:00)

| CHGZ24695 -
DADS[Flus
Maintenance CICS
Tesk {05:00 to
06:00)

D CHGZ4930 -
SR #35506 - Small
Group Renewal -
Letter Changes
06:00 ko 06:15)

= CHGZ4960 -
Update MPTREPS
table - SRs
#34651, 34731,
35489, 35576 and
35752 (06:00 to
06 15)

E] CHGZ4 769 -
SR #34862 - Cert
of Health Letter -
Changes of Insta
Care business
(06:00 to 0&:05)

3

E] CHGZ4635 -
i“opw IDR production
database ko quality
Enviranmenk
database (16:00 ko
2000}

D CHGZ4452 -
Create COB letter
processing wikhin
orkdesk (20015 ta
1:00)

E] CHGZ4645 -
POPK iRAPS: Create
new table and add 2
rolumns ko
T_GRP_APP (20:15
ko Z0:30)

7

E] CHGZ4900 -

F.17 - Latus Policy
pdate - ko PILOT
group only {Lokus
ports) (0&:00 ko
0E:15)

D CHGZ4647F -
Tech Upates QzZ-
2003 - IT Inkernal {to
Lou's group) Pre-Filot
about 30 machines)
16:30 ko 17:00)

= CHG24898 -
Fix¥PM upgrade and
patching to version
3.3 (20:15
[1:15)

CHGZ4865 -
ICylic Upgrade BSI
Tax Factory 8,00
21:00 ko 21:30)

&

E] CHGZ24704 - Add
bluecrassmn. cam by
directary ta
bluecrossmn.com
production junckion.
04:00 ko 06:00)

) CHG24051 - P
Bolaris Security
Compliance (0550 ko
05:59)

CHGZ4928 -
Feplace WAAPDSUT
ith IEEGERER and
BORT (10:00 ko
10:15)

D CHGZ23978 -
Erandard SuperOp TA
Load {21:00 to 21:30)

2]

E] CHGZ4660 -
[nstall Complete
package of Oracle
Client 2iin al
Infarmatica servers.
FL35 (12:00 to
13:00)
| CHG24727 -
odify Postini
Production Config to
send Quarantineg
otifications daily
nstead of 7 daws
19:00 ko 20:00)

10

E] CHGZ24903 -
F.17 - Latus Policy
Ipdate - Production
users (Lotus porks)
(039:00 ko 09:15)
=l CHG24832 -
FDF extract for new
alue network
12:00 ko 12:05)

= CHG24378 -
Lpdate STAR
production wkh
ckesson's
ClaimCheck 55,43
20:00 ko 20:15)

Incident Management

> Any interruption in the normal operation of
a service

> Return service to normal state or provide
workaround as quickly as possible

4/1/2009
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Incident Process Successes

» Right-sizing groups managed
» Impact + Urgency = Priority
> Priority drives escalation

» On-call Rota

» Major Incident for top priority

Group Set Up

» Best practice — 10ish
> Current state — over 300
« One for every system/application

» Best we could do — about 125
« One for every manager

« Use rules to delineate notification preferences

» On Call Rotation
» Subscription-Based Notification
 Escalation integration with AlertFind

4/1/2009
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Impact Factors

impact
Extent of Whole org,
aérganizational Several complete dept or
impact customers huilding or
Environme One customer affected aran external
and not exec EXEC Customers
T 1 3 ]
I 2 4 ]
Q 3 ] 7
F 4 7 10
Type
Criticalit Reguest for
Service Informational Service Clegradation Dlisruption
Tier 3 1 1 3 4
Tier 2 1 2 5] 7
Tier 1 1 3 5 10
Low — 2-5
Medium- 6-12
High — 13-16
Top - 17-20

Urgency — The Human Factor

Urgency

Medium

Urgency Factor

Desired Service Requesting
Restoration from >2 days 1'.2 da_ys Same day
ticket creation (Low Impact | (Medium impact (High/Top
default) default)
default)

4/1/2009
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Priority

Priority

IMPACT
URGENCY Low Medium High Top
Low 4 4 3 3
Medium 4 3 2 1
High 3 2 2 1

Priority drives process and escalation

Escalation
Response Response Escalation
Esc 1 Esc 2 Hours
Priarity 1 20 minutes 45 minutes 24u7
Priarity 2 20 minutes 45 minutes 24u7
Priority 2 60 minutes MAA M-F 6a-Sp
Priority 4 4 hours Y M-F 6a-8p

> Ticket can be accepted from Blackberry

> Resolution escalation being done
manually

4/1/2009
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On-call Rota

> Notification to right people at the right time
> Incidents assigned to group
» Notification to all group members OR
follow on-call rota rules
« Rotate through members
« Notify a group device
« Notify specific member(s) of group

Major Incident — Priority 1

» Task driven
« Parallel vs. Serial

» Stakeholder communication
o News scroller
« Subscription-based

News X
! MINGC11151: Aurora Network Connectivity: The Aurora claim center momentarily lost network connectivity which 033072009
affected phones and their Movell network connectons. The phones are back up, but sorme users are unable to re-connect
to the Movell netwark
! MINC11150: STAR: Users in Aurara and Yirginia are experiencing latency in STAR. It is taking 5-10 minutes hefore  0327/2009
it progresses to the next screen. Due to this issue some users are abending.

! OMINCT1145: FOCUS Contact History: Some users are receiving an error "service unavailable” when they try to view  0326/2009
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Reqguest Management

> Simple request forms and powerful
delivery plans

» Two primary tracks
> Not just for IT!
» Lean first, then automate

Employee Onboarding

» Focus group feedback indicates this is
biggest area of pain

» Several different systems with various
information and lead time requirements

> Need to complete several key requests,
then we can bundle

» Working on physical security, IT security,
workstation requests (PC, phone,
software)

» HR is assisting by pushing reminders to
hiring managers at onboarding milestones
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IT Intake Processes

> Project Management

> Application Development
» Infrastructure Engineering
» Data Warehouse

» Networking

» Job Scheduling

IT Infrastructure Project Intake

Infrastructure projects are those where one or more infrastructure Reguesgthisliiem

division resources (engineering, storage, network, operations, Delivery time 17 days
security, etc.) are required. Infrastructure projects are often m

offshoots from Strategic Projects, but also may be stand-alone &]w]
projects [ l ]
Praoject requests will be evaluated by the Governance Team using =] [SEmD el

2 standardized scoring model that considers the business,
operational and financial impact of each project request. Request

scores are tabulated and presented bi-weekly to a central

Governance Committee, where requests are discussed, Request Cart
interdependencies identified, and resource availability is Empty

determined, thereby leading to a final prioritization. Projects are started or delayed based on this

Committee's decision.

| What is the title of your project? | What is your requested project start date?
| | &
| Select one category that best fits your | What is the desired project
project type. implementation date?
b More information 7 Less than 1 month
© Mandate 1 to 3 months
© Strategic 3 ta b months

© Security, Compliance or Disaster Recovery © Greatet than & months out
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Request Status

==

My Requests v
= RITW10310  Infrastructure Project [ 1))
@ Reguest
My Requests plEd]

| [Humber _[Hame ___Stage |

BITM10310  Infrastructure  E @3 Approved
LL‘G Project |;\ Prepare for Project presentation to Govemance Steering Committee (Closed Complete)
Request Resource Assignment / Project Implementation {In Progress)
Completed (Pending - has not started)

> Allows requester to follow requests via self
service

Business Uses

> Business Event Management
« Intradepartmental support requests

« Distribution methods
* Round robin
» Specialty assignment
* Push or pull queue

> Funding Request
« Replaces five previous funding methods

« Amazingly complex approval process fully
automated
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Organizational Change
Management

> Executive Sponsorship

» Awareness Communication

» Training

» User Guide

> Release Notes

> Stakeholder Satisfaction Surveys
» Continual Improvement

IT Newsletter Announcement

On the move: Implementation of Service-now

By Susan Ryan

Tivoli Service Desk has been an unsupported product for over three years now, and by the end of
2008 we hope to be able to retire the product. Itwill be replaced by a new IT Service Management
tool from a company called Service-now.com. We have branded the application IT2E, to represent
the idea that this is how 1T will deliver services to the business.

Service-now.com has created quite a buzz in the industry, having created a feature-rich and scalable
tool set that is extremely easy to configure and i relatively inexpensive as compared to similar
functionality in other tools. It is offered as software as a service and can be hosted at their facility
A3 mary of their larger customers do, we chose to host it here dug to concerns about datas privacy
and ahility to create interfaces between it and other IT Service Management tools, such as event
management via Tivoli TEC and notification via AlertFind

The application is hosted on the mainframe on ZLinux and uses an Oracle database, which will also
store any attachments made to tickets. |tis 100% browser-based, so can be accessed via the
BCESMM intranet at any time. Approvals can be made wia emall and even through the Blackberry.

On February 19, IT28 went live with the Change and Configuration Management processes. The
Change Management process was completely re-engineered by a team that included mainframe and
distributed applications development, infrastructure, busingss and process representatives. The
basic infrastructure for the Configuration Management Database was put into place, and over the
next year or so the CMDE will be populated with business services, applications, and the
infrastructure and network gear on which they reside.
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A IT Toolkit

Availability Management
Capacity Management

Change Management
Configuration Management
Enterprise Master Control Center
Financial Management for IT Services
Incident Management

IT Service Continuity Management
Knowledge Management

Problem Management

Release Management

Request Management

Security

Service Desk

Service Level Management

Critical Success Factors, Key Performance Indicatars & Metrics
Forwarding IT28 Motifications to Pagers and Cell Phones
Group Information

Hierarchical Escalation Matrix

I Policy

IM Roles and Responsibilities

IM Strateqy. Scope, Goals. Benefits

ImpactUrgency/Priarity

Incident and Request Leadership Training

Incident Management Training YWehinar

Kickoff Presentation

On Call Rota User Guide

Phase Diagram. Physical Flow, Process. Procedures, Work Instructions
Relationships

Request for Incident Creation Rights

Setting up Blackberry Filters for IT2B Incident Notification
Specifications

Tier One Applications List

Lser Guide - Managing Incidents in [T2E

Training

> Awareness/Overview

» Recorded Webinar

» Hands-on Classroom

» User Guide

4/1/2009

35



User Guide

What is Incident Management?.....coooonenmmennnen

Roles and Responsibilities. e

The Incident Management Tool and Processes.......

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, > |ncreases adoption

Friorty Levelks. ...
Escalation Guidelines

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, rate

Incidents: From Sta

> It's not amazon.com

1. Select Create New from the Incident Management menu section in the left
panel. This button is only visible to individuals with Incident Owner rights.

Creating a ew fnci 2
Accepting an fncider rllir B . IT Service Management Suite
T Service Management =
Working on an fnon BREEIE [ Logou | & &
i e 2=
Resolving the Incic o &l ! view] = Required fleld R
| Custome 1D [ Humber jHC 100993
Linking Related Inc [T am=l T & Location: -
Incidents Caused | Serviee Desk i Customer workstation: Q, Business phane
B incigent 1o -
F-rnailing the Clist il
|
= Assigned to Me
= Assignedto My Groups I mmary [

Release Notes

> Don’t surprise them with new functionality
> Upgrades vs. planned application changes
> Update User Guides and training materials
> Subscription-based notification

> FAQs
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Stakeholder Satisfaction

> Collect information to baseline process
performance and drive improvements
» Ask the right questions!
« Keep it short
« How will we use the information we collect?
» Transactional feedback

« “How well did we meet your expectations on
this transaction?”

Continual Improvement

> Phased approach to application releases

« They can only handle a certain amount of
newness at a time

» Feedback from stakeholders about
process “discomfort”

> Information gleaned from process metrics
» When are we done? Never!!!
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Results/Metrics

» Key Performance Indicators
» Critical Success Factors
> Metrics

> Reports
« Push vs. Pull
« Frequency

» Customer Satisfaction

Changes by Different Types

* Marmal = Flanmed

Your Organization

* Standard = Fre-Approved Srandard
* Expedited = P2 or M4 Break/Fix 300 : N‘a,” al
* Emergency = F1or P2 Break/Fix o ma.
| O Expadited

00 B Emergency
600
500

400 [

Changes

300

200

B Emergency  7.0%
O Expedited  12.0%
O norrral T15%
0O Standard 2.4%

= a :
Tatal: 100.0% 2008/09 2008/10 2008/11 2008/12 2008/01

100

> Emergency/Expedited = Break/Fix (new applications
implemented at year end — with defects!)

» Standard = Preapproved (new standard change
templates added)

2009/02
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Low

=30 days 8-25 days 3-7 days «72 haurs Your Organization

Mormal Changes by Urgency
Medium High Top

m]

o 3-
700

m]

=]

O 1-Tep 32.5%
O 2-High 35.1%
O 3-Medium  28.3%
mmmmmm

o =
2008/08 200810 2008/11 2008/12 200%/01 2008702

> 68% of normal changes submitted 7 days
or less in advance

> Increased integration between change and
incident will provide data assess whether
high urgency has a direct relationship to
business impact

Change Request Sources by Month

Created

m Departmental Lotus Motes Database @ ITIL Incident/Proklem Management Process
W Project Portfolio Managerment (FPM) m Rational ClearQuest (CQ)

m Technology Infrastructure Project Form (TIP) = TrackWise (SR}

> Request source is audited

> Allows us to determine best place for
integration efforts
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Incidents
500 L1000 1500

o

» Provides data

o — for proaciive
o2 g problem
5 o D management

.g 25 = > iNi

: - = Tralnlsng fpr
D o ﬁ new Service
- p&,\s‘aﬂ@ I‘ ’ DeSk reps

7
b=
-9
i
-
L %
o %
@
o
2 %

Average Daily Calls Received

Average Daily Service Desk Calls Received

Baseline Ent Chg Mgmt ITIL Inc Mgmt
T | I I
Service Desk rece'1 d a}n |
extra 1,200 calls in May due | |
to the SAP upgra i | |
7004 | | |
| | |
| | |
600 578 | | |
Ay —
l l 480 l
500 |
L 1 |
| | |
4001 : :—|
'—
T T T T T T T T T T T T T T T T T T T T T T T T T T T T T
O R A N R O A
2007 2008 2009

UCL=767.3

X=574.2

LCL=381.2
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Service Desk Transactional Survey

> 51% IT Service Desk Satisfaction Survey
response You contacted the IT Service Desk on 02/02/2009.
. How well were your expectations met on this service transaction?
rate in 2008
¢ Exceeded Expectations
& Met Expectations
> 35%  Did Not Meet Expectations

exceed ed Would you like to share any comments?

"The service desk is understandably busy so there is a long wait time but as soon

expectations as | have a service rep the issue is usually solved quickly. | am a new employee
and call them frequently and | know they can give me answers right away. Thank
you for all your help! Yesterday | called twice. once for our Facets not working and
0 another to get a new version of Trol pushed out to my computer. Trol was done in
> 59 /0 10 minutes and Facets was up and running in about 2 hours_

t Do you have more comments to share? |deas about how we can
me improve our service quality? Click yes and the Service Desk manager
will call you to collect your comments/ideas.

expectations © Yes © No

Infrastructure Project Report

¥ Project title ¥ Score weighted| ¥ Owverall pnunly ¥ Status budge( ¥ Status risk| ¥ Sla(us schedule

Modeler and Pricer Conference Room Pilot 855 01a

Establish VPN Access for TriZetto 855 01k _—
Dita Center hove Projzct 675 02 ___

Replace failing cash processing remit 775 03
Oracle UCM Ermail Cantent Archiving Project 675 04
Distributed Build Release Process Improy. 705 05
Wireless Employee Access 765 0B
Discover Phase 3 - Role Based Acces Cont. 722 07
Administrative Simplification 87 08
TSk 2009 775 09
ITS 10.3 & Blue2 3.2 812 10

> Provides weighting, ranking, and status all
in one view!
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You don't need automation for IT
Service Management...

> We use Service-now.com — and love it!

ITIL Resources

> ItSMF
« Local Interest Group
o« WWW.itSMFUSA.org

» Publications

IT Service
Management
Based on ITIL®* V3

« Office of Government
Commerce

« Five Lifecycle ITIL v3
books

» Webinars
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Whew! That's all folks!

> Any last questions?
» Be sure to complete your surveys
» Contact me to compare notes:

e« Susan Ryan@bluecrossmn.com
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