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The Industryôs Perception 

IT Service Management has been around since the 

early 1980ôs. 

The IT industry has learned a lot from its experience 

with Service Management. 

Service Management is now considered essential; 

without it, it is very difficult to control the level and cost of 

IT services. 

Unfortunately, many Service Management 

implementations have failed, or had limited success. 



Risk Factors 

There are several reasons why Service Management 

implementations fail: 

Lack of senior management commitment 

Unable to reach consensus on process definitions 

Processes cannot be supported by a tool 

Tool customization takes too long 

Resistance from IT specialists 

Inadequate training of IT specialists 
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NECE who are we today? 
NECE 

IS Customers 8.000  

Time zones  7 

Languages 17 

Sites 110 

Biggest CBU (SAP users) 900 

Smallest CBU (SAP users) 5 

Smallest CBU 20 mû 

Biggest CBU 496 mû 



NECE 

Where did we come from in NECE 

Maturity level on Capability 

Maturity Model = 1 
ÁAd-hoc, not or partially documented 

ÁNot harmonized across countries  

ÁRelative measurement of efficiency and 

effectiveness 



The idea is to harmonize on the best 

process 



Whatôs the advantage of processes 

in IS 

ÁFact based decision on the balance between 

quality and service  

ÁLong term reduction of cost of service 

provisioning  

ÁKnowledge retention and easy transfer  
1 

ÁConsistent, predictable and defined quality 

service wherever delivered  

ÁAlign IS services with current and future needs 

of stakeholders  

ÁFlexibility in service delivery  
2 



Clio  

(Common Language for IT Organization) 

 
Goal: Define and implement IT processes based on best     

      practices 

 
 

 

 

 



Initial approach (classical approach) 



InfraVision proposed a 

new/different approach:  

Č Alignability Process Model 



Alignability
Ê

 & ITIL
® 

The IT Infrastructure Library (ITIL
®
) 

provides the guidelines for 

organizations that want to define 

their service management 

processes. It does not provide the 

processes and procedures themselves. 

Even the processes are not enough, 

however. They will need to have 

detailed work instructions behind 

them to provide a practical benefit 

to the people who are expected to 

follow the processes. 

Naturally, ITIL
®
 also does not provide tool settings. 

Hence, ITIL
®
 is not enough. Organizations are still 

expected to do a lot of work. 



Alignability
Ê

 Process Model 

Combines 12 years of learning from more than 300 service 

management implementations in over 45 countries. 

The processes work - guaranteed. 

The only solution that provides out-of-the-box control over IT service 

levels as well as IT spending. 

Not only specifies what is expected of employees; 

it also explains in the work instructions how to do it. 

Makes the instructions available in a user-friendly 

web interface. 

Delivered with the settings for BMC SDE or Remedy to ensure that it 

is optimally configured to support the Alignability
Ê

 processes. 



Alignability
Ê

 Process Model 

The AlignabilityÊ Process Model describes the service  

management processes in a simple 4-level structure. 

Users can use the 

different levels to 

quickly access the 

information they 

require to perform 

their job. 

The information is 

at the most 3 clicks 

away. 
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Result of APM approach at  

Danone 



Pilot Romania 06.03.2007 

From start to go live ï 1 month 



Turkey 04.09.2007 NECE 



Hungary 05.09.2007 NECE 

2 countries, 3 organization went live in 1 week 



UK & Ireland 30.05.2007 NECE 

Go Live in 1 month 



Belgium Biscuits 29.08.2007 NECE 



Germany, Switzerland, Austria, 

Slovenia -08.11.2007 
NECE 

5 organizations go live in 1 week  



Benefits for Danone 

Eliminate Process Definition Risk & Effort 

Not having to define the processes, procedures 
and work instructions represent savings of 6 to 18 
months for the 6 service support processes.  

In addition, a tremendous amount of time and 
frustration is saved for the project participants. 

Generic updates of the processes are available 
under the support contract (e.g. ITIL V3). 

The project approach allows customers to stick to 
well working procedures they already have. 

SOX Compliancy and ISO 20000 support. 



Benefits for Danone 

Eliminate Tool Configuration Risk & Effort 

Not having to define the processes reduces the risk of 
ending up with processes that cannot be effectively 
supported by a service management product. 

The Alignability
Ê

 Process Model comes pre-configured 
for the support of the Alignability

Ê
 processes. 

This represents an additional savings of at least 
60 days for an experienced technical consultant. 

SDE allows for flexible interpretation of Alignability 
processes. 



User-Friendliness 

Rather than providing people with bulky documents that 

describe the processes, the Alignability
Ê

 Process Model 

provides a web interface where the required information is at 

most 3 clicks away. 

The work instructions include detailed usage guidelines for 

BMC SDE. 

A lot of attention went into the design of the BMC SDE 

settings to ensure that these are intuitive. 

The authorization profiles provide users the access they 

require and ensure that most data-entry mistakes are 

avoided. 

The result is a higher degree of user-acceptance and the 

training requirement is reduced from an average of 2 full 

days to just 0.5 to 1 day per person. 

Benefits for Danone 



APM versus initial approach Danone 
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