s 4
y

INFravisiari

IT OUT OF THE BOX

Het Alignability Process Model

De versnellende factor bij ITIL procesimplementaties

Een customer story van Danone

Renate Groen

Project manager
r.groen@infravision.com



http://www.oerlikon.com/

INFravisiari

IT OUT OF THE BOX

Inleiding
Uitdaging bij Danone
Alignability Process Model

Resultaten bij Danone

Projectaanpak



>

)

o
The Industrycj)réf[u\{elr?lfls%

IT Service Management has been around since the
early .198060s

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.
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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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Goal: Define and implement IT processes based on best
practices
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Initial approach (classical approach)

Catd
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InfraVision proposed a
new/different approach:

C Alignability Process Model




&““‘
INFravisiarn

IT OUT OF THE BOX

Alignability® & ITIL®

& The IT Infrastructure Library (ITIL®)
provides the guidelines for

organizations that want to define Theory
their service management C idelines @ ITIL
processes. It does not provide the  Feeeomommmooo_
processes and procedures themselves. Processes
Procedures

& Even the processes are not enough, N A
however. They will need to have nstructions  ALIGNABILITY"
detailed work instructions behind Tool Settings
them to provide a practical benefit B - ----

Senvice

to the people who are expected to Management . M o oress
follow the processes. o

¢ Naturally, ITIL® also does not provide tool settings.

& Hence, ITIL® is not enough. Organizations are still

expected to do a lot of work.
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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 AlignabilityE processes.
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& The AlignabiltyE Pr ocess Model describes
management processes in a simple 4-level structure.

& Users can use the
different levels to
quickly access the
iInformation they
require to perform
their job.

& The information is
at the most 3 clicks
away.




AlignabilityE Process Model
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Process

Customer
contacts
sarvice dask

1. Support Request

o From Alarm Management

Registration Y

o From Service Level Management

_ From Continuity Managament

o From Financial Management

¥y ¥yrvyvez

Web

2. Support Reguest
Assignment

request form

submittad

Customer

a
comgdaint
?

Yes 3. Complaint Handling

v

v

4. Support Request 5. Support Request

Tracking Resolution by Specialist

6. Incident Escalation
Handling

o 1o Continuity Management

I

Recovery

at continuity site most
efficient way to resolve

incident
7

o From Release Management

To Problem Management

-
»
¥
7. Support Request
Closure

g

Mo

To Change Management

o From Change Managsment

L J

_ From Continuity Management




AlignabilityE Process Model
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Procedure 1, Support Request Registration

Customer
contacts
service desk

1.1 Link customer details
o new support request

'

1.2 Determine nature of
support request

Service Desk

Agent " 15
g 1.4 Revi isti fs? leted 1.6 Update custo
LISty TR -mppulrftmr:azﬂeslpg I-E::?uul: neg:?;nt% be status E?‘l?l uﬁgmﬂegugt
suppurtvraquest recpaned
! ?
18
- ugsuﬁ;ﬂr: late 1.2 Use template to fill 1.7 Reopen support
9 availﬂblg out support request request

7

'

1.10 Follow instructions
provided by template




AlignabilityE Process Model
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Work Instructions

Procedure Step Work Instructions for Service Desk Agents

1.1 Link customer details 1.1.1  Opena new Support request by_selecting_ the "Support
to new support request Request” option that is located in the Incident
Management section of the MNavigator Bar.

1.1.2  Select the customer in the Customer field. To do this
quickly. fill out the first few characters of the customers
last name in the Customer field and press Enter. If the
characters entered in the Customer field are not unique,
the service management application displays a list of
persons whose codes start with the entered characters.
Select the customer from this list.

Mote:  Ifthe customer is not registered, select the special
person record with the code "NORECCORD" and enter the

name and contact details of the customer in the
Information update field.

Backto Procedure

E Copyright 1998% - 2007 BMC Software, Inc.
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Result of APM approach at
Danone
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¢ 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.
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& 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 Allgnabmty Process Model Lomes pre- configured
for the support of the Allgnablllty processes.

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

& SDE allows for flexible interpretation of Alignability
processes.
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& User-Friendliness T OUT OF THE BOX

& Rather than providing people with bulky documents that
describe the processes, the AlignabilityE 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.
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Project Initiation IT OUT OF THE BOX

Long Term Management

Vision Support
—————
— vl

~a -

Service Design l

T —
Service

Catalogue

Implementation

T —
Project

Activities

Service Levels Out-of-the-Box & Coaching
— —
H H

Documentation Documentation



