Marchmder®
.%}fngwofks g

IS /;JJ
| No. 1S
'_NextGe "ﬁ

By Gaming _rks

Version 2.0 UK

\ - 2.9



MarsLander®

B e Qb -
Thr That’s
f one small step
...and

one Giant Leap
for ITSM...

...We have invested in
COBIT, BRM, DevOps,
ITIL....

We’re ALL SYSTEMS GO!

for the IT Professional

~.new era of
UV afﬁQN
Nnes’a

IR OLLLEY

R

2$125 million craft
The lander’s computer thought it
had already landed...
Engine shutdown
Lack of es2-€

Softwareswillenal
ek Delclvoo 2
MlsseJ Elrl;ir : ‘
first ensure we can

bumness;:e ir ept
E‘I‘Cj = translate THEORY

LKI
‘n\\ 8 Into PRACTICE! and align &
these practices!

...maybe we should

S MAEtEr BN
Q\ttt{u:‘: -



https://itsm.tools/2017/10/10/itil-certification-yeah-cause-thatll-solve-everything/

IT AND the Business behavior change
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& By Paul Wilkinson - Ga

What has the business got to do with ITIL 4?
TONSE | B8 S o

W Behaviour, Collaboration, Governance, IT service management (ITSM), ITIL 4, Value

No understanding of Neither partner makes
business priority an effort to understand
& impact the other



https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4

Co-creation?

"You have my full commitment.
Apart from time, money,
effort & just so long as I don't
have to be involved!"
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https://itsm.tools/2019/02/28/knock-knock-whos-there-itil-4-itil-for-who/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/
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https://www.itsmf.co.uk/itil4-relevance-has-to-be-claimed/
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MarsLander®

Customer Support Product Owner Sales Director

Service Manager Service Desk

IT TEAM

System Engineer Application
Development

Change - Release mngt

v’ Vendor |
v End-to-end teams
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| solved all
these
incidents
within
service level

...Wwhat about
my backlog of
service
improvements
...hello!...
anybody?

...i1s this data
problem
worth
looking at

No Idea,
...let’s do
this one

...l am busy
building this
app feature

...Change
calendar is
full, what are
all these
changes

...l think we
may miss the
comet!?
Data is out
again!

...IT said it
would be
released!?

...what has
happened to
my Customer

feedback

Have we
finished my
Feature yet?
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Guiding Principles

Governance

Opportunity/i » Service Value Chain +« Value

Practices

Continual
Improvement




TEAM: MARSLANDER .
DASHBOARD SPRINT 3
Revenue - Customer satisfaction Average Solving Time

-o- Customer Feedback -o- Issues - Events
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@ MarsLander® Mssonwmoane

Guiding Principles? —
— T :
OPTIMIZE AND
AUTOMATE wao-way communication - provide and ask for feedback, active listening, summarise agreed

ask questions to clarify understanding.

ST |
s QZEB FO\/%L{%EN Say yes more cften than no, yes as default. Where necessary say ‘no, unless...(risks), ‘yes,if....
HOLISTICALLY ) say'y all ‘wants’ or clarify ‘needs’ and commit when we say

(does our business want us to say yes to all ‘wa

";S:'

COLLABORA Encourage open and transparent communication.

Aim for a no-blame culture, foster a safe working environment.

VlSIBILI I Y Find a common language. Are we talking about the same things? (Later in the simulation the
business goals became the commoen language: how does what we do and what we talk
IT relate to business goals?
Encourage ideas. (Later in the simulation, we considered how to recognize them, respond to
them, show respect for them. If you ignore them good ideas dry up).
|dentify the appropriate level of involvement: what are the right skills, the right decision-making
authorities?
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NEWSESSION | START | SHOW COUNTDOWN SPRINT 3 / ROUND 2

TEAM: GAMINGWORKS .
DASHBOARD SPRINT 3

Revenue Customer satisfaction Average Solving Time

1 REOUEST

Sales Director

No Status updates Not taken serlously
* Unable to track status —
* Promises unfilled, unable to escalate busmess impact [, e L

e ‘IT wants your NEW innovation and lock-in but &

doesn’t care about supporting you’
 Twitter stream, word of mouth complaints
e Switch providers, influence others



Prioritize
~ Value creation

Visualize ' - Key Take-aways
Types of ‘Start TOMORROW’!

Demand
& flow

S Measure
auiding S'rinciplis .
Business
[ » Gove hance Value

Value leakage
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Service Value Chain
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Measure
Continual
Im;rrc]w"e‘l%aent Improvement
Value

Look at
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@ @ MarsLander® Msa@moGe = T em &

“..We are seriously bringing the learning points to life... The
day we spent with you was a game changer for us genuinely... @AXELOS

GLOBAL BEST PRACTICE
The concepts of co-ownership, alignment and value _ _
creation/value leakage/value improvement have gained real What has the business got to do with [TIL 4?

& By Paul Wilkinson - GamingWorks | £ 13 August 2019

traction on the ground and we are seeing sizeable benefits
from that alone...’

Rob Fletcher, Head of ICT, GreenSquare group ITIL®4?
...It’s not Rocket science!

It makes sense, we can
start using this tomorrow

ITSM
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9 DevOps and ITIL Tips - "No shouting at each other
(please)’
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https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4

