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Who Is Kory Smith?

A Director of IT Service Management (ITSM) at Seitel
Leeds & Associates

A Foundations and Managers Certificates in IT Service
Management

A MBA in Information Systems Management (ISM)
A 9 years experience in IT:
I Network Services Sales

I IT Project Management
I Service Desk Management
I ITSM Training & Consulting
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Who Is Seitel Leeds?

A We help organizations achieve IT Operational Excellence

A Provide an integrated set of IT consulting and engineering
services in three practice areas:

- IT Service Management - IT Security - IT Engineering

A 16 years in business
A Headquartered in Seattle
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Who is Paul McCarthy?

A Information Technology Manager at Loeb & Loeb
A Foundations Certificate in IT Service Management
A MBA in Information Systems Management (NYU)
A 17 years of experience in IT:

I Helpdesk

I Application Development/DBA

I IT Management
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Who is Loeb & Loeb, LLC?

A A leading multi-service national

_ . . LOEB&
law firm, focused in the areas of: LOEBL.

I corporate & securities intellectual property

| |

I litigation I private equity

I entertainment & media I employment

I finance I advertising & promotions
I real estate I tax & wealth services

A 225 attorneys
A Offices in Los Angeles, New York, Chicago & Nashville
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What is IT Operational Excellence?

A IT that can demonstrate its value to the business

A Trained and certified staff with clearly defined
roles and responsibilities

A Mature IT processes that are defined, repeatable,
and utilized

A Technoloqy that is flexible, reliable, and

maintainable

A IT systems that meet the audit and regulatory
requirements of the business
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ITIL: The IT Infrastructure Library

A Best practices approach to IT Service
Management

A A process model

A Foundation for other ITSM best practices (e.g.,
MOFITMiIi crosoftos Operatior

A Owned by the British Office of Government
Communications (OGC)
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| TI LOs Obj ecti ves

A Align IT services with the current and future
needs of the business

A Improve the quality of IT services delivered

A Improve the long-term cost-
effectiveness of service provision
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| TI LOsSs Basi cs

A ITIL presents guidelines, not rules
A Use it to help evaluate and improve performance:

| f you donodot know where vy
how can you move forward?

A ldentify opportunities
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Why Is IT Service Management

Important?

A Greater importance of IT systems

A Accelerating pace of change

A Increasing complexity

A More demanding users

A Pressure to decrease costs

A Competition for customers

A IT is becoming a competitive advantage
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Service Delivery &
Service Support
Overviews

Service Support
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ITIL Processes
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Service Delivery

Service Level Service Desk

Mgmt.
Security
Mgmt.

Availability
Mgmt.

Open
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Capacity
Mgmt .

Financial Mgmt.

for IT Services Continuity
Mgmt .
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A Customer: A User:

Person who commissions, Person who uses the
pays for, and owns the IT services on a day-to-day
services basis
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Service Level Management (SLM)

Define, agree, monitor, manage, and gradually improve
business-aligned IT service quality, at an agreed cost
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Service Level Management ?7s

AWhat is a fiService??o
A Who are our Customers?

A What are our most critical services?

A What should we capture in our SLAS?
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Financial Management

N/
AN

Budgeting " Accounting " Charging

P i |

Provide cost-effective stewardship of the IT assets

and financial resources used in providing IT
services; establish a fair means by which to recover

COsts
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Financial Management ?7s

A Do we budget and account?
A If so, to what granularity?

A Do we know what IT spends on specific services,
customers, or locations?

A Can we charge? Should we?
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Capacity Management

Ensure that IT has sufficient resources to meet the

requirements of business user communityd now and
In the future.

: : What are the future needs of the business
k%/lusmess CatpaCIty (relies on trends, forecasts, and models PLUS
anagemen active discussion with the business)?

Service Capacity Monitor, analyze, tune, and report on end-to-end
Management service performance

Resource Capacity Monitor, analyze, run, and report on utilization of
Management infrastructure components
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Capacity Management ?7s

ADo we know what effect
on our capacity?

A Do we have a mechanism for capturing and
evaluating future business impacts?

A Can we measure our end-to-end service
performance?
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Avallability Management

Design, implement, monitor, and optimize the
availability and recovery of defined IT services.

y = 4 y 4 y- 4 - -
: . Develo Measure Implement
ID Business Estimate P P

) —p o == Availability =-—» Effective =% Improve
‘ Requirements Availability Plan Availability ments \
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Availability Management ?7?s

A How available do our systems need to be?

A How do we determine and build in the right
amount of availability?
i Reliability?
I Maintainability?
I Serviceability?
I Security?
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IT Service Continuity Mgmt.

Support the overall

business Continuity Initiation
process by A——
ensuring that Requirements & Strategy
required IT P 4

Implementation

functions can be
recovered within an
agreed time frame

Operational Management
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ITSCM Key ?7s

A What is most critical to our business?
I What can we live without?
I How much budget do we have?
A What are our key threats?
I Natural disasters?
I Internal threats?

I Security threats?
I Theft? Fire?
A How must we respond??
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Service Delivery Benefits

From the Customer perspective:
A Alignment of IT service offerings with needs of the business

A Increased confidence in IT
A Understanding of IT costs

From the IT perspective:

A Measurable service level targets for IT

AAbility to achieve fiqualityo b
A Ability to design services based on identified requirements
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Service Support

Incident Mgmt. Service Desk

Release /
Mgmt . Problem
@ Mgmt.
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Change Mgmt.

Configuration
Mgmt .
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Service Desk, Incident & Problem Mgmt.

AED

< ‘) / )) g .

}* ,_// i?trj\r/:c(::tieolr?er?cl)(t.a process. The
M" J-&@' tr=*  central point of contact between
Users and the IT Service
Provider.

Incident Management: Problem Management:
Restore normal service ‘ Minimize the adverse affect
as quickly as p055|ble 7 on the business of Incidents

Service

‘ Support = {

and Problems caused by
errors in the infrastructure.
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Service Support: Key Definitions

A Incident: Any event that 1) is not part of the standard
operation of a service and that 2) causes, or may cause,
an interruption to or a degradation of the quality of that
service

A Problem: The unknown, underlying cause of one or
more Incidents

A Known Error: A problem which has been successfully
diagnosed and for which a permanent alternative or
temporary circumvention exists
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Service Desk Basics

A Incoming and outgoing single point of contact

I Communication central point of contact for
Change and Release management

A More than a Help Desk

A Record, track, monitor and communicate
Incidents?

A Typical starting point for leveraging tools
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Incident Management ?7?S

A How many calls does your Help Desk handle
on average per month?

A How many calls actually get logged?
A How many calls/tickets get lost?
A Are issues recorded and categorized?

A What are top 3 areas that users call most
about?
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Problem Management Basics

A Analyze high volume incidents

A Find groups of similar issues

A Investigate and identify root cause(s)

A Improve/fix/train

A Incident volume decreases for this issue
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Change Management

Ensure that standardized
methods are used for efficient
and prompt handling of all
Changes
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