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Maintaining and Improving Service Delivery
Ric Mims, itSMF Houston LIG and HDI Houston




About the Speaker

¢ Currently Service Delivery Specialist at BP
America in Global Operations

s 25 years in IT Service Support Industry

¢ Local chapter officer for HDI Houston and
ITSMF Houston LIG

¢ Various roles- Global Service Desk Manager, VP
of Operations, IT Manager, Service Delivery
Manager, former HDI Certified Instructor

¢ Certifications: HDI-SCD, HDI-SCM, MPM, ITIL v3
certs to Expert
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Agenda

Discuss the elements that make up a
Service Improvement Plan

Defining the Plan

Inputs to the Plan

Building a Problem Statement

Governance
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nat are you seeking from today’s session?

nat are your specific areas of interest
related to Service Improvement Planning?
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Buzz Words

Assessments

Base
Base
Benc

Ine Assessments
IIES

nmarking

Gap Analysis
Reporting

CSFs

& KPls

Auditing
Governance
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Risk Analysis
Trend Analysis

Performance
Measurements

Customer Satisfaction
Ratings

Return on Investment
Value on Investment



ITIL and CSI

Governance Methods

Continual Service
Improvement

Service
Design

eg’@f)

Service
Strategies

ge\.@ (\\5

soje|dwa |

/Service

Transition

~Axelos Ltd.
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ITIL and CSI

* Understanding and embracing the high-level
business vision

* Assessing the current situation and base
lining the analysis

 Determining the priorities for improvement

« Determining the detailed plan for
improvement

* Verifying that measurements and metrics are
effective

* Ensuring that changes are embedded into the
organization
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Goals of Service Improvement

* Improving the alignment of IT to business
objectives

* Improving customer/user satisfaction

 Maintaining and reducing costs

* Increasing profitability

* Increasing quality awareness among staff

* Creating repeatable proven processes

* Increased availability

* |ncreased reliability

* Increased security ! I"“?@
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Service Improvement Plan

The Service Improvement Plan (SIP) refers to the
steps that have to be taken if there is significant
gap between the promised delivery quality of a
service and the actual delivery quality agreed
upon.
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Service Improvement Plan

What problem are we trying to solve? (Problem Statement)

Technology - provide the right levels of automation and
federation?

Services - How is the service performing?
(Is the service still relevant? Does the service support the tempo of business?)

Process - Effectiveness and efficiency of the service processes
(speed of business, customer and stakeholder satisfaction)

Financial - ROI realized in the long or short-term? (upgrades,
improvements, code-changes, budgets, procurement etc.)
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Inputs to the Plan

Customer Satisfaction Ratings
Governance

Assessments

Trends

KPls

Risk Analysis (in other words, what happens if we
do nothing)

Service Portfolio

Change Management
Problem Management
Incident Management
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Service Improvement Plan

«Critical Success Factors
«Incidents

eSurveys

«Customer Satisfaction
*RFCs

«Service Personnel
«Demand Management
*SLAs

«Incident Reports

*Root Cause Data

*RFCs- to study components of a service
eDemand Data

«Applicable Financial Reports
«Knowledge Base

Define Inputs Gather Data

Plan, Desigw

: and
«Prioritize Process and

*SWOT Analysis Implement Ana |yze

3 2 - «Service expectations being met?
=i Managciment B Corrective *Enough data to make a viable decision
*PMO (wh cessary) - ST :

N Actions «Sources of data painting the same picture?

«Cost — Resources
People —staffing/hiring standards
Training — Increased skillsets and
capability
«End of Service Life




Service Improvement Plan

Desired Future State
Sample Problem Statement

Supporof{ or gani z B
programs was variable and

; : 0 Answer Answer
inconsistent. Resolution tim
for systemic technicassues Does/ Does Not Does/ Does Not

ranged from 5 days to 35 Who What When Where How Who What When Where How

days with little
communications to end .
users.Théd or gani z Re-State the Re-State the Desired
programswere paused

citing quality issues brough Problem Future State
about by lack of testing and
systems availability{Service
Organization} reputation
andcredibility was
guestionedDesire reliability

Re-State the Proble e

in quality delivery of Current State and the Desired State
services

*Focused on one Problem.
*One or two Sentences.
*Doesnot suggest a solution.

Final Problem Statement
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Cause and Effect
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Cause and Effect
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Service Improvement Plan

Task1l  Annual Plan Improve Systems Reliability
|

Maintain Operational Integrity

Sub-task 1

* Ensure standard operating procedures for session setups are trained and communicated. Target — July 2015

* Engage Global Ops to obtain a calendar of ongoing updates and patches. Communicate to stakeholders.

= Task vendor to monitor and report obsolescence of components. Make value-add recommendations.

« Inventory and document the ongoing status of critical components. Report to Service Delivery and key
stakeholders and agreed upon intervals. Target — Complete June 2015

Sub-task 2 Feb13 Performance Management Standardization

= Define and implement a common performance management process to identify risks to business outcomes and business
value. Target — Implement a bi-weekly meeting with pertinent business stakeholders to invoke continual improvement
cycle.

» Implement operational support processes that are consistent across the entire IT infrastructure. Target — Plan, design and
implement a global support model with a standardized. adaptable set of procedures reinforced by robust OLAs. July 2015
* Amend the workflow processes to reduce complexity of service delivery. Target - Work to reduce cntical incidents by 30%.

Measured monthly. December 2015

« Communicate Security policies and potential security risks. Target — Begin January 2015

* Deliver services in accordance to DS Security Guidelines — Ongoing effort, measure beginning March 2015

» Ensure conformance to data classification definitions, compare against security provisions in business
applications and close gaps. Target — January 2015

* Lead efforts at standards definition of Information & Data Management business processes Target — April 2015

v v v
January 15, 2015
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Cost Considerations

e Staff resources with more mature skillsets

 Training and communications on CSI activities.
Set expected outcomes.

 Tools for gathering, monitoring, processing and
presenting data

 Benchmarking data (e.g. Gartner, HDI etc.)

« Communications and awareness campaigns

 Upgrades and other system modifications

* Implementing service management
tools and methodologies
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Justifying Improvements

 Forecast gained efficiencies (e.g. Shorter
fulfillment times for service requests)

 Utilize Metrics/KPlIs

* Model cost reductions

 Forecast improved customer satisfaction

.+ Results of Risks Analysis

* |ntuitive, efficient processes

« Effective toolsets

* Training
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Benefits Realization

e Articulate benefit to the Business or Customer

* Publish innovative approaches to service
delivery

 OLA Perspective - Better standard operating
procedures, process flows and assighed RACI

« Align SLA Service Delivery to tempo of business

* Financial - mitigate duplication of effort.

 Simplify complex processes where applicable

 Modify your service management system to
support your processes and procedures
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Governance

According to ITIL...

“Governance ensures that
policies and strategies are
actually implemented, and that
required processes are correctly
~ followed. Governance includes
defining roles & responsibilities,
measuring and reporting and
taking actions to resolve any
issues identified”

Ric Mims, ITIL v3
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Governance Activities

. Modification or development of standard operating procedures - Roles
and responsibilities clearly defined

. Monitoring process effectiveness

. Service Level Management - Whatever you promise, make sure you can
measure it!

e Meeting with business stakeholders at regular prescribed intervals

. Deliver KPIs and realize trends that drive and support the tempo of
business

. Temper unreasonable demands - drive cost back to the business for
service exceptions

. Trend and monitor demand
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Questions?
Thanks for Attending!

Ric Mims, ITILv3
IT&S Service Specialist
Global Operations
BP America

Let me know if | can help!

| can be found on Linked In and also at
thinkhdi.com, Houston Chapter, for future
communications!
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