ItSMF Texas EXpo

itSMFusx




10 Years later....

The itSMF USA -
from Value to
Leadership
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The First 10 Years

ItSMFusx



Building Economic Value

Building value for our members
— Sharing best practice

- Helping them to save costs

- Ensuring that we learn from each other

Creating a value-based industry
- Respond to business requirements
- Using technology to drive the business

- Encouraging new ideas to '{i_gmvice |
l USA



Value — Personal and Cultural

Concepts that define the beliefs of a culture
Based on experience

Used to guide decisions

Integrity of value implies continuity

Norms identify groups

— Individuals benefit by synthesizing norms from

various groups @
ITSMFuss



Building Cultural Value

Changing from a techno-centric, to a
customer-centric mindset

Continuous development of Best Practice
Creation of a sense of professional identity
The development of standards

11SMF usx

A whole new subculture



The Next 10 Years

Leadership

ItSMFusx



Leadership

Articulate a vision
Move the industry toward that vision
Influence

Motivation

Example

11SMF usx



This Presentation

ItSMF has provided value over the past 10
years

- Membership

— Conferences

- Knowledge building and sharing

ItSMF will continue to provide value, but it is
moving Into a position of leadership

— A common vision

— A common movement itSMFUSA




Timeline

Business
Integrated ITSM

IT-Enabled o _
Business Service/infrastructure fusion
Agility Predictive optimization
N OGC/APMG Contract, ITIL V.3 Released
Transition
ISO 20000, CoBIT ISACA Collaboration
Policy-based resource allocation
Self-managing resources
BS15000 Released following by ISO20000
Chaotic L . .
. Infrastructure standardization and instrumentation
Distributed
Computing ITIL V.2 Released

Environment _ . .
Computlng and infrastructure islands (chaotic, expensive management)

ItSMF USA Founded

1997 2000 2003 2006 2009 2012...



Trend 1

From Informal use to
Formal use to
Mainstream

ItSMFusx



ITSM Implementation

95% of organizations have SLAsS

And are expanding their use

SLA Adoption Trends

60.00%
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Formal Adoption of ITIL (2008)

Figure 1. What best characterizes your organization's adoption of ITIL?

L B Nov. 07

No plans at this time (n=87)
W June 07
Plan to start in next (n=102)
18 months CINov. 06

(n=171)

Implementing 0-2 years

Implementing 2+ years

Completed adoption

10 15 20 25 30 35 40

o
N

Percentage of Respondents

Source: Gartner (April 2008)



ITIL: Core of SIP

Figure 3. Primary SIP Compliance Standards And Guidelines

i-r‘f “Which of the fullnwiryg does your company

use or coply with 2”

“What is the primary framework that your
organisation uses?”

mic 86% .
1509001 359 '“Li 70%
Balanced Scorecard | 329 Proprietary system i 11%
BS15000 (ISO/IEC 20000) | 22% Balanced Scorecard | 7%
Proprietary system | 22% Six Sigma | 3%
| |
15017799 B 169
. Other| 204
Six Sigma | 16%
| EFCQM |
COBIT! 11% e
EFOM : B% COBIT | 194
Don't know | |3% Don't kﬁﬂWi 304
Base: 674 respondents Base: 674 respondents

{multiple responses accepted)

Source: Forrester Research, Inc.




Trend 2

From Chaos to
Control to
Contribution

ItSMFusx



The Gartner Group Maturity Model

11SMF usx



Trend 3

From Spend to
Saving to Innovation

ItSMFusx



ROI for innovation and agility

In 3 years

Application
Innovation

Infrastructure
Innovation

Application
maintenance

Infrastructure
maintenance

ROI for
Business
&IT

IT budget
as %
of revenue




Trend 4

From Back Office to
Support Unit to
Business Unit

ItSMFusx



Aligning Business & IT Value

Figure 5 Drivers for a SIP

“What were/are your main drivers for investing in service management?”

B 2005 2006
Quality of service/user satisfaction o 77%

Transforming IT into a business I ————————— 30
services unit ke

Compliance (external) N———— -

Compliance (internal) 3??31 %

Filling gaps in ITSM standards NEG——— - % .,

External competitive pressures m— - 5%
(e.g., outsourcing vendors) | 25%

Tracking ROl on IT investment G—S———— 160 2404

External pressures (e.g., readyin% e | 2%
for outsourcing management 13%

Legacy initiative already started _! 1‘%%

; 0
Don't know 60

Base: 674 respondents
(multiple responses accepted)

Source; Forrester Research. Inc,



Trend 5

Infrastructure to
Service to Lifecycle

ItSMFusx



The Evolution of IT Service Management

Strategic
Partner

Service
Provider

Technology
Provider

A

IT Service
Management

Service
Management

ITIL v3

Focus: Business-IT Alignment

& Integration

« Service Mgmt for Business &
Technology

» Automated and Integrated Operations

» Strategy and Portfolio Governance

« Continuous Improvement

ITIL v2

IT Infrastr

Managlement

ITIL v1

disruption

Focus: Quality and Efficiency of
IT Processes
IT is a service provider
* |IT is separable from business
* IT budgets as expenses to control

Focus: Stability and Control of the Infrastructure
IT are technical experts
* IT concerned with minimizing business

* IT budgets are driven by external benchmarks

Time



Process Orientated Working




The Problem with Processes

Processes help to organize work better

They are aligned to activity and output, not
necessarily to value

You have to know what you want to achieve,
or else assume that the customer does

Processes are not strategic

Bottom line: Managing IT needs more than
just a set of processes, people and tools



ITIL v3

Creating a way to integrate IT Processes,
People and Tools with the Business Strateqgy
and Outcomes

Seeing IT as a Strategic Business Unit



ITIL V3 - Service Management Lifecycle



Tremedxated Solutions
to Integrated

Systems to Virtual
Architectures

(Create Once and
Re-use)



Virtualization

IT current state IT future state

ERP CRM
Silos

ERP CRM Web

Silos Pooled + Shared
Silo IT — Inefficient Virtual IT — Agile
Fixed capacity and cost Dynamic capacity — pay-per-use
Under-utilized + over-provisioned Optimized resources

Complex and difficult to change Simplified, secure and flexible



Service Oriented Architecture (SOA)

Process Users

Customers Employees Suppliers Business Systems
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The ITIL Advantage...

Server Virtualization

Source: Summit Strategies, Inc

ITSM Experienced 35% 34% 17% 10%

ITSM Inexperienced 15% 20% 27% 17% 12% | 9%
Storage Virtualization

ITSM Experienced 3904 27% 2104 0%

ITSM Inexperienced 18% 17% 24% 17% 13% 10%
SOA

ITSM Experienced 25% 34% 20% 10% | 6% |6%

ITSM |nexperienced 11% 22% 17% 23% 12% 15%

Currently in General Operational use for many major applications

Currently in Pilot or Limited Operational Use

Evaluating for use in next 12 Months

Not familiar

Rejected. Not planning to evaluate

Familiar with. Plans to evaluate in next 1-3 years




What does this mean for Practitioners?

Our jobs will get less technical

Centralization will increase
Operations will be increasingly automated

Strategic processes will become more
Important

We will move out of the data center and into
the business



Trend 7

Heroes to Teams to
Professionals



What i1s a Profession?

A commonly accepted, formal body of
knowledge

Formal recognition by fellow professionals




Trend 8

Single Interface
through
Development and
Operation



The Application Management Lifecycle

/Requirements\

Optimize Design

Operate Build




The Application Management Lifecycle

/‘Requirements\

Optimize Design

Operate Build
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The V3 Value Proposition
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Conclusion

Congratulations!

Who would have thought that a bunch of IT
Geeks could have pulled this off?

Good luck!



