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 Introduction
- Typical Customer Interaction with IT
- Definition of a Service

- Service Portfolio & Service Catalogue
~ Designing a Service Catalogue

- Full Cost Maturity Model

~ Role of Service Level Management

- Conclusions

- Digital Fuel Solution Suite
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- Why a well developed and managed Service Catalog is the

foundation for achieving the goals of aligning and integrating
with the business

- How to develop an effective Service Catalog with appropriate

"Business Services" for Customer view and consumption and
"Technical Services" for use by the IT team to deliver against
customer expectation

- How better business planning through the use of Service-Based

Budgeting and Charging can transform the customer
relationship

- How to leverage Full-Cost Maturity Model (FMM) to understand

your current IT planning, budgeting and costing capability and
maturity

- How Digital Fuel's solutions help to automate and enable these

key business and IT strategies.
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, AWhat s the Problem?.~ . - — —
Lack of sufficient budget? No, get a bigger budget, and
YAO= 0=l have the same probl em
People attitude or motivation? No, your staff is already

working hard and perhaps even sacrificing training time, but
t hey canot keep up.

Staff skills? No, you can improve productivity by training
people in time and project management. But no matter how
productive, demand will still exceed supply.

Business demand? No,c |l |1 ent s0 appetite
available resources. They always have, they always will!
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Aligning IT with the business I

Improving IT service quality |

Reducing IT costs _

Balancing IT resources

Developing a shared IT services model

Managing escalating IT complexity
Adopting Service Portfolio Management
Consolidating data centers

Increasing transactional capabilities :[-

g1 02 83

Source: EMA Research Report
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/ Approach to IT Management is %volva‘
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~ Technology Focus mmmm) + Customer Focus

~ Firefighting mm)  Proactive &
Preventative

~ Fixed Budgets ) + Demand Driven
Budgeting

~ Technology Metrics mmm) + Service, Process &
Technology Metrics

~ Unknown Costs BEN)  Cost Transparency

~ Organizational Silos mmm) + Process Focus
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Every CIO needs to know:

» T h eSerficeso t hey provi de
» fFUllCosto of Services Deli ver e
» fExpectedDemand o0 f or those Servi
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7~ IT Service Management guidance has evolved from
focusing on processes alone, to guidance for management
of lifecycle of IT Services.

Service Support | plClease | SERVICESUPPORT

Enables effective IT Services Management

Building blocks of All IT Services
Change Problem ‘
Management Management
| I
Configuration Incident ‘

Management Management

Service Level Capacity
Management Management
. . . Service Desk
Financial Mngmnt IT Service

For IT Services ‘ Continuity Mgmt.

N
Availability
Management |

SERVICE DELIVERY

Service Delivery Management

Management of the IT services

ITIL Version 2 ITIL Version 3
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Continual Service <
REC Improvement (CSI)
1. Service Measurement
2. Service Reporting
3. Service Improvement 6
RFC
Usage guidelines, policies Guidelines, policies and
and incentives to change FILTERING Information for service Desk
Service Design (SD) usage patterns. ; »” to support incidents
1. Service Catalogue Service Transition (ST) \7
Management v 1. Transition Planning and v Y Service Operations
i How Service Support How Service
i f/lzrr:/:geelr_neev:tl LIS 2. Change Management R Service L(Dig() Function
3. Availability 3. Service Assetand 1. Request Fulfilment
Management Configuration 2. Access Management
4. Capacity Management 3. Event Management
Management 4. Release and Deployment s b et
5. Service Continuity How Service Loy How Service Management
Management Is Deployed 5. SerV.lce Validation and Is Delivered 5. Problem
6. Information Security Testing ; 1 Management
Management 6. Evaluation of Service
7. Supplier Management 7. Knowledge Management Design Gomperioaing
I | l Limladans Resources & RFC
RFC
RFC Objectives, Policies

and Guidelines

Service Strategy (SS)
. Strategy Generation
. Service Portfolio

Management
. Demand Management
. Financial Management
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