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About ITSM Academy

Accredited Education
ITIL Foundation

Public classes throughout U.S.
Corporate on-site ClassesITIL Foundation

ITIL Bridge – Foundation & Managers

ITIL Lifecycle, Capability and MALC

Certified Process Design Engineer 

Corporate on site Classes
Virtual Classes
Courseware Licensing
Alumni ProgramCertified Process Design Engineer 

(CPDE)®

ISO/IEC 20000 Foundation

Microsoft Operations Framework 

Alumni Program
PMI Global Education Provider
Federal Government (GSA) 
Contractor Microsoft Operations Framework 

(MOF) Foundation

Practical, Value-Add Workshops

Contractor 
Certified Woman-Owned
Tens of thousands of learners 
t i d i  2003Apollo 13 Simulation

Visible Ops: The Class

ITIL, MOF, ISO 20K Awareness

trained since 2003
ITSM Professional Diplomas
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And More! Welcome!



Todays Agenda

Overview of the 5 Step Process for the Overview of the 5 Step Process for the 
Implementation and Transfer of Best Practices

Additional Detail

Assess Gain 
Acceptance

Preparing 
Breakouts

Facilitation
Report 

Out

Additional Detail
The five steps with additional data and examples.
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Thanks for joining us today.
Please use the chat feature to send in your questions.



5 Day Best Practice Transfer (BPT) Program

1. Assess Readiness for Change
2 Gain leadership and staff acceptance2. Gain leadership and staff acceptance
3. Setting up breakout sessions
4. Facilitation of BPT Breakout sessions

1. Start
2. Scope and Objectives
3. Problem and Analysisy
4. Development of Process flows
5. Development of Consensus and Actions
6 Report Out6. Report Out

5. Realizing the return on effort: The Report Out

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Assess Readiness for Change

Identify the Organizational Impetus
Anticipate and Identify the Resistance to Change
Assess Organizational Alignment
Assess the Time Commitment

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Gaining Acceptance

A Gain Preparing 
F ili i

Report 

6© Microsoft, Presented in Partnership with ITSM Academy

Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Preparing Leadership and Staff

Techniques for Overcoming Resistance to Change
Generate broad support and participationGenerate broad support and participation

Work with multiple levels of leadership
− Policy, Process, Procedure

Identification of Scope and Objectives
Scope Identification form                                                                 
and facilitation

Identify team members

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Preparing the Breakout Session

Scheduling
Room set-up
Scope Doc
Agenda
Trainingg
Materials

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Overview of the BPT Breakout Session

Ground Rules
IntroductionsIntroductions

Roles

“Fish Bone”

Brain Storm

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Overview of the BPT Breakout Session

“Potential 
Solutions”

Action and 
Communication Plans

A Gain Preparing 
F ili i

Report 

10© Microsoft, Presented in Partnership with ITSM Academy

Assess Acceptance
p g

Breakouts
Facilitation

p
Out



BPT Report Out

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Detail

Facilitator PreparationFacilitator Preparation

Assessment of Readiness Assess

Scoping Gain 
Acceptance

Preparing for Breakouts

Executing the Breakouts

Preparing 
Breakouts

Executing the Breakouts

Reporting the Breakouts

Facilitation

Report 
Out
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Out



Best Practice Transfer (BTP) 
Facilitator Preparation

Psychology of a Breakout Session
E d t  d hi h f i  tEmpowered teams and high-performing teams
Ownership of solutions
Team and organizational behaviorg

Facilitation of a Breakout Session
The leaderless facilitator
The tools of the facilitator

Objectives of a Breakout Session
S li  d i i  kiStreamline decision making
Reduction of bureaucracy
Structured problem solving
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S p v g



Assess Readiness for Change

Identify the Organizational Impetus
“Why do I care” and “Why do we need to change”Why do I care  and Why do we need to change
Assessment of current state maturity

Anticipate and Identify the Resistance to Change
“Why we cannot change”
The psychology of cultures and individuals

A  O i ti l Ali tAssess Organizational Alignment
Is the organization aligned and set up for change?
What do we want to change?What do we want to change?
How will we measure the change?

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Assess Readiness for Change Work Product

Answer 
“Wh  d  I ” d “Wh  d   d t  − “Why do I care” and “Why do we need to 
change ”

Maturity Assessment  (very high level)y ( y g )
− Based on IO, CMMI, ISO20000 or other

Past Resistance to Change and Past Efforts
− Cultural barriers confronted

Identify What is to be Changed
h k d l− Behavior, work products, tools, reporting

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Scope Goals and Objectives

Confirm the Effort (time) the Leadership Team is 
willing to Commit
Confirm the Time the Leadership Team is willing to 
Commit to the breakout team members
Confirm the Way in which the Time Allotted will be 
CCommunicated
Agree on KPI’s or Measurements

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Breakout Session Leadership Pre-Meeting

Mini session of Q & A with the objective of having leadership 
fill out and agree on session’s the “Scope and Objective”g p j
Prior to the leadership pre-meeting the facilitator may or may 
not send the Scope and Object form to the leaders
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Prepare for the Breakout Session

Super Sticky Post-it Notes
Name Tents or Name Tags
Flip Charts (two or more)
Roll of Butcher Paper
Markers and PensMarkers and Pens
Leadership Pre-meeting Slides
Candy | Horn  
Projector
Posters
Parking Lot and Job AssignmentsParking Lot and Job Assignments
BPT Session Slides (specific to the session focus)

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



Breakout Start

Set up Room Appropriately
H   P i t d M t i lHang any Preprinted Material
Handwrite Agenda and Post on Wall
Invite Leadership to Kick Off Meeting
Confirm the Appropriate Team is in Attendance
Post “Check-in / Check-out” Form
Post WO or Approval Number if Appropriate

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
p g

Breakouts
Facilitation

p
Out



The Breakout Session
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Breakout Session Agenda

Ground Rules
Introductions

Roles
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Breakout Principles and Ground Rules

Ground Rules
Introductions

Roles
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Top 50 Creativity Killers

1. Our place is different.

2. We tried that before. 

3. It costs too much.

38. It’s impossible.

39. I know a person who tried it 
and got fired.

20. It isn’t in the budget. 

21. Can’t teach old dog new tricks.

22. Good thought, but impractical.

4. That’s not my job.

5. They’re too busy to do that.

6. We don’t have the time.

40. We’ve always done it this 
way.

41. We’d lose money in the long 
run.

g , p

23. Let’s give it more thought.

24. We’ll be the laughingstock of the industry.

25. Not that again.

7. Not enough help.

8. It’s too radical a change.

9. The staff will never buy it. 

10 It’s against company policy

42. Don’t rock the boat.

43. That’s what we can expect 
from the staff.

44 Has anyone else ever tried 

26. Where’d you dig that one up?

27. We did alright without it before.

28. It’s never been tried.

29 Let’s put that one on the back burner for 10. It s against company policy.

11. The union will scream.

12. That will run up our overhead.

13. We don’t have the authority.

44. Has anyone else ever tried 
it?

45. Let’s look into it further.

46. We’ll have to answer to the 
stockholders

29. Let s put that one on the back burner for 
now.

30. Let’s form a committee.

31. It won’t work in our place.

14. Let’s get back to reality.

15. That’s not our problem.

16. I don’t like the idea.

stockholders.

47. Quit dreaming.

48. If it ain’t broke, don’t fix it.

49. That’s too much ivory tower.

32. The exec. committee will never go for it.

33. I don’t see the connection.

34. Let’s all sleep on it.

35 It can’t be done
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17. I’m not saying you’re wrong but…

18. You’re two years ahead of your time.

19. Now’s not the right time.

50. It’s too much work.
35. It can t be done.

36. It’s too much trouble to change.

37. It won’t pay for itself.



Scope Review
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Training

Value DiscussValue Discuss
Cause and Effect
Test for ValueTest for Value
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Training

Process Diagrams (Macro)
P  Di  (S i )Process Diagram (Swim)
Cause and Effect
Best Practice Definitions Best Practice Definitions 
Specific to the Focus of the 
Breakout Session
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Macro and Current State Map
“As Is”

For psychological reasons the current state 
map is built to be ugly and the facility wants 
to promote the ugliness

Keep the noun verb flow going
Do lots of goofy little things such

 “ ld St ”as “gold Star”
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“As Is”

28© Microsoft, Presented in Partnership with ITSM Academy



Identify Issues
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Prioritize the Issues Team Votes

Look at the Scope and Objectives Document
Att t t  Q tifAttempt to Quantify
Refer to the Value Stream (training)
Look for the Waste (training)
The 80/20 Rule
Impact vs. Effort (training)
Time Allotted
The 3 “yes(s)”
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Root Cause Analysis
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Future State “To Be” Map
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Future State Map (“To Be”)
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How Do We Get There?

Solutions Constraints Actions
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The Action Plan
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What Needs to be Communicated

What is the intended purpose / action?
Who is the intended audience?
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RACI if Applicable
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RACI

We Must know who is Accountable
We Need to know who is Responsible and WhenWe Need to know who is Responsible and When

What process am I supporting when?  What hat to ware 
when (Responsible)
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Metrics Plan

What How to Measure Target or Direction

Cycle time to resolve incidents (at the end of Ticket time stamp in CRM Target:Cycle time to resolve incidents (at the end of 
incident management). E.g. 

Ticket time stamp in CRM 
from open to closed

Target:
80% closed within 
1 hr
~100% tickets 
closed in 24 hrs

# of knowledgebase updates (submissions) to 
problem management

Capture baseline and 
count after that

Increased

# of incidents resolved by knowledge base Low tech solutions Increased# of incidents resolved by knowledge base Low-tech solutions Increased

# of tickets updated within 2 hrs by Nth level 
support

In CRM Increase,
Target 100%

# of tickets assigned to team lead or delegate In CRM Target: within 30 # of tickets assigned to team lead or delegate In CRM Target: within 30 
mins for 100%

# of tickets assigned to group queue for  incidents 
reported to the Helpdesk

In CRM? Target: within 15 
minutes for 100%

# of customers responded to by Helpdesk within 
30 minutes for all intake (phone, voicemail, email)

From survey Target: 100%



BPT Report Out

A Gain Preparing 
F ili i

Report 
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Assess Acceptance
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Breakouts
Facilitation

p
Out



BPT Breakout Session Report Out

Consensus on a Shared Need (Scope)
Consensus on a Vision for Success (Scope Review)Consensus on a Vision for Success (Scope Review)

Modification or adoption of Scope and Objective worksheet
Consensus on Current ProcessConsensus on Current Process

“As Is” Macro diagrams
“As Is” Rommler Brache diagrams

Consensus on Goal of Current Process
Introduction of best practice definitions (ITIL/Industry)

C   R ibili ( ) f C  PConsensus on Responsibility(s) of Current Process
RACI diagram
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BPT Breakout Session Report Out

Identification of Value-add and Wasted Efforts
Maximize valueMaximize value
Reduce the 8 aspects of waste

Consensus on “Should” or “To Be” Diagram
Consensus on Good Practices in Need of Adoption

Introduction of good practices at the activity level
Consensus on Actions Required to Adopt Good Practices

Codification of actions required to incorporate and sustain 
good practicesg p

Consensus on KPIs and Metrics
Identification of business analyst for collection of metrics 
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Leadership Report

Each Day of the Breakout Session Should End with a 
Report to the Sponsoring Leadership  Report to the Sponsoring Leadership  

Cover the agenda items that were completed
Highlight and conceptual challenges the team may have had
Cover the scope review exercise, clarification of definitions, 
points of confusion
Cover all of the work products created by the teamCover all of the work products created by the team
− Diagrams, issues list, etc
MOST IMPORTANT – cover any and all issues around 

i  th  t ti  f th  l d hi  tmanaging the expectations of the leadership team
− Reset or re-negotiate expectations as necessary
Cover the end of day report at the beginning of the next 
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team breakout session



Leadership Report

Report to Team any Leadership Feedback
Cover with Team the Work Products Already 
Developed

Validate the “As Is” process map
Validate the “To Be” process map
Validate issues identified
Validate RCA’s completed
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Return on Effort

KPI’s
Identification of work products that demonstrate the 
execution of the best practices.
R i  d i i  f k dReporting and communication of work products

Metrics
Id f  f  h  d   Identification of measurements that demonstrate a 
trend toward improvement
Identification of how to collect metricsIdentification of how to collect metrics
Reporting and communications of metrics
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ITSM Academy Affiliates

46© Microsoft, Presented in Partnership with ITSM Academy


