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Effective direction clarifies & prioritizes expected outcomes.
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Placing Decision-Making at the Right Level
|

= Governance decisions are made at the
highest levels of an organization

= As much authority as possible should be
delegated

= When everyone has a defined role and
knows their scope of control, they can
make decisions within that scope and
drive productive action

Regardless of their official scope of control, everyone can exert influence.
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Aim for ‘Just Enough’!
I

= A control is a means of managing a risk,
ensuring that a business objective is Repeat after me...
achieved, or that a process is followed.

= Policies are formally documented
management expectations and intentions,
used to direct decisions and activities.

= Guidelines are recommended practices that

allow some discretion or leeway in their

AKA — Minimum Viable Process

interpretation, implementation, or use.
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Effective planning helps to improve
coordination, avoid waste and reduce risk.
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Aligning Strategy, Tactics, and Operations
|
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e

Improvement means change.
Without changes to some aspect of the current state,
there can be no change to outcomes.
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Continual Improvement is Everybody’s Responsibility!

|

QT

Plan

Guiding Principles

Design
& transition

Governance

Demand JEes] Products & =
----- Service Value Chain Obtain/build Deliver & servic
support

-

Continual Improvement

Practices ITIL®4 Practice Guide

AXELOS.com

. Improve
Continual Copyright © AXELOS Limited 2018.

Improvement
Used under permission of AXELOS Limited.
All rights reserved.

OLEH

© ITSM Academy unless otherwise stated 10



The Benefits of an SMO
-

A service management office (SMO) is a group or department that functions as a
center of excellence for service management, ensuring continual development and
the consistent application of management practices across an organization.

l

= Establishing and empowering an SMO ensures that an organization’s
vision and plans for service management will be given the practical,
regular attention they require to be successful

= An SMO may

v Combine the role of a center of excellence with that of a management body

v Be less-formal teams focused on continual development of the organization’s

management practices

Considerations include how we incent people to contribute to
continual improvement and how initiatives are funded.
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The Continual Improvement Model

l

®= The ITIL continual improvement model
v'Focuses on service consumer value
v’ Links improvements to the organizational vision

v’ Promotes an iterative (vs. rigid) approach to
improvement

v'ls best applied to a specific improvement
initiative

v'Helps individuals making changes to avoid
wasteful mistakes
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Key Concepts of Measurement @
| e

" Measurement — a means of

Predict achievements

decreasing uncertainty based on

one or more observations that are Leading Indicators

expressed in quantifiable units

" |Indicator — a metric that is used
to assess and manage something

= Metric — a measurement or Lagging Indicators
calculation that is monitored or

Measure achievements

reported for management and
improvement

ITIL 4 Text — DPI 4.1.1
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Key Value Stream Metrics
|

Work waiting Work in
in queue progress
New work Completed
unit arriving work leaving

Wait time Cycle time

Lead time

Elapsed time

A 4

Copyright © AXELOS Limited 2018. Used under permission of AXELOS Limited. All rights reserved..
© ITSM Academy unless otherwise stated 14 IT”— 4 TeXT - DPl 7335



o
.me
mm
T =9
emv
£25 |
ey
>3 E
=
5 3
s 3
(o)
=
.S
S =

The real difference between h
and low-perform
ability to cont

© ITSM Academy unless otherwise stated



Questions?




About ITIL® 4

= Co-creation of value ® Value-stream centric

= Best practices and exploratory = Alignment with adjacent ways
ways of working of working

= Principles-based v Agile, Lean, DevOps...

ITIL 4 reshapes established ITSM practices in the wider context of customer

experience, value streams, digital transformation and systems thinking.

Products

and services
roducts ¥ Erveironiental = - Skl
i i I B [}
sssss _ Bcton: Value | fetan
x

Improve
Copyright © AXELOS Limited 2018. ITIL® is a registered trade mark of
Used under permission of AXELOS Limited. e AXELOS Limited, used under permission
All rights reserved. of AXELOS Limited. All rights reserved.

© ITSM Academy unless otherwise stated 17



Want to Learn More?

[ ]

Core Publications and Certification Courses Practices Guides
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= o e A one year’s subscription to My ITIL is
included for all new ITIL® certificates.
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