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" What is a model?

= Using models for common processes

v’ Incident
v Problem

v’ Request
v’ Change

= Getting started with models




What is a Model?
e

= A pre-defined set of procedures
for handling recurring incidents,
problems, changes, requests

Model Elements
Steps to be taken

" Ensures the process follows a i o) S
prescribed path or timeline Responsibilities

" Predicts categorization and Timescales and thresholds

priority (impact/urgency) Escalation procedures

BN N N N

= Can be automated Steps to preserve evidence

= Avoids “reinventing the wheel”
for each situation

Models ensure consistent handling to meet SLA targets.
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Models Can Be Very Simple

" Basic models

v’ Expedite low risk,
high volume situations

v’ Become part of
“standard operating
procedures”
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Or Very Complex... R

Follow other
incident models
I pased on
Incident reported category and
and logged at priarity
Service Desk Ve
= Complex models |
. Notify Notify
v’ Predict procedures, Incident o | Problem
Manager Manager
resources and timelines Incident matching .
° ° Service Desk
\/ AVC'CI Surprlses Gnd communicates to| | Assign MI

affected users [ | Manager

bOﬂ'IeneCkS and customers @@
p

v’ Define the “rules of Service Desk Technical Mgmt
” . . owns, monitors |t g 1g MI Team [—
engagement’ in unique, by
high impact situations v
Investigation Application Mgmt

and Diagnosis

¥

Service Desk
confirms
resolution and [~
closes record

Resolution

Major Incident Model
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- Using Models for Common Processes
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Incident Models
]

Many incidents involve dealing with something that has happened
before and may well happen again.

® |ncident models can be useful for handling

v’ Operational incidents from events
>
‘ | | v’ Security incidents

v’ Capacity incidents

v Common desktop incidents
v'Incidents requiring a site visit

v Maijor incidents
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Problem Models
-]

Many problems will be unique and require individual handling.

* Problem models can be useful for handling
v'Dormant problems
v"Underlying problems
v Repetitive problems (across domains, regions, etc.)
v'Supplier-dependent problems
v Major Problems

Problem models will also help define the skills required to identify
root cause and permanently remove the error.
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Request Models
I

A service request is a user request for a proven, repeatable,
preapproved and proceduralized service.

= Request Models can be useful for handling
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v New hires
v’ Moves
v Desktop software installation

v’ Requests for access to a service

v’ Requests for information or help (questions)

v Standard procurements and services

Request models should include thresholds for
scope, budget and authorities.
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Change Models (1)
]

Change models will define the entry into and rigor of Change Management.

= Change models will

Py
l] v Communicate what people should expect for
y each type of change

Vi “ ' J ’ v Define the steps for a specific type of change
‘3) d) v'Be based on risk and impact
’ ‘3) v Define authorities and approval
r)

v’ Describe the level of impact assessment
v’ Define timelines and possibly scheduling

v’ Describe documentation requirements

Change models can reduce the level of bureaucracy
associated with Change Management.
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Change Models (2)
]

®= Change Models can be useful in handling
v’ Standard changes
v Major technology or application changes ']
v’ Local changes
v Emergency changes
v'Changes to the Service Portfolio ) )
v'RFCs to a specific service )
v Project scope change proposal

v’ Operational activities such as tuning, no-impact reboots
and planned maintenance

There should be a separate model for each approved standard change.
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Change Model for Outsourcing (ST Figure 5.3)

Service Transition

Plan Service
Transition

Perform
(Do)

1 Business Case

1 Service Transition Statement of
Work

1 Service Management plan

1 Organisation models

1 Service Transition team charters

1 Management Sponsors

1 Team and skill assessment

1 Change Management process
initiated

1 Profile and awareness
assessment on cultural values

1 Joint verification plan

1 Communications plan

1 Reviewed legal / contract /
commercial bases

1 Risk management strategy
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- Perform Service Transition
Kick Off

< Initiate Communications Plan

d Initiate Service Transition
processes and work flow

d Initiate Supplier / Partner
activity and reporting

d Manage customer
relationships

4 Initiate legal / contract
management

 Assess, review and manage
risks

 Establish quality management
checks for all processes
during service transition

13

J Evaluate quality and act upon
discrepancies

- Perform regular customer
and team reviews involved in
service transition

- Refine service transition
processes and solutions
based on SLAs etc and
communicate

- Maintain the management of
change in all areas

- Test escalation processes

- Ensure transition is within
scope and cost models

- Maintain risk management
throughout

J Review organizational and
cultural changes

 Validate SLAs are met

2 Perform customer and team
reviews for feedback and
lessons learnt

- Produce post-implementation
review report for change
management

1 Sign off contract and cost
models

- Obtain business sign off for
Service Transition

- Define plan for ongoing
Continual Service
Improvement

© Crown copyright 2007. Reproduced under license from OGC.



Getting Started with Models (1)
I

= Review incident, change, problem and
request records for the most common
or frequent types of situations

= Build initial models from previously
successful and timely procedures

=" Build new models as situations arise
and lessons learned

*= Make the models readily available
and easy to understand —
communication is key to success!
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Getting Started with Models (2)
]

= Adapt the models as necessary

= Put every model under Change Control

®= Whenever possible, automate the models

= Report on the use and success of each model

= Keep it simplel
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