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Knowledge for Servicemanagement and Sourcing

• Why processes should be implemented

• What you should ask before starting

• Process Design – Principles and Parameters

• Value Analysis before – while and after

• Flow, Push und Pull to optimize Interactions with others
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• To minimize risk

– Especially if activities are done

• Very often

• Where a high degree of deviation is evident

• Where a stable outcome is needed

• To generate trust in delivered value

– To guarantee results of customer critical outcome

– To establish a unique position in the market

• To prove compliance in an effektive and efficient manner

– External Requirements

– Internal Controls

Why processes really should be implemented
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What you should ask before starting
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Implementing

a 
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Elements of a Process (ISO)
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• Why processes should be implemented

• What you should ask before starting

• Process Design – Principles and Parameters

– VOC

– CTQ

– Principles, Policies and Best Practice

– RACI

– Quality Gates

– Inclusion of Capabilities and Resources

– Use of Technology

– CSF, KPI and Metrics

– Continual Improvement (DEMING or DMAIC)

• Value Analysis before – while and after
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• Using the Voice of the Customer means

– A detailed understanding of the customer's requirements on Process

– Key input for the setting of appropriate design specifications for the 

new product or service

– A highly useful springboard for product innovation.

– Designing a requirements-catalogue which is critical to quality (CTQ)

Voice of Customer – Definition of the starting point
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• The perception of service quality is an emotional one for a customer

– Which of my issues have been solved?

– What was exciting?

– What was expected?

– The emotions behind could be

• Alleviation

• Excitement

• Attestation

• trust

Behind the VOC
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Designing services means adressing emotions and maintaining a target

level of recurring emotional experience
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• CTQs (critical to quality characteristics) that have the most impact on 

quality  of process - separating the “vital few” from the “trivial many”- and 

creates a map of the activities to be improved

• So ask, what is critical to quality for the outcome, the inputs, outputs 

and the sequence of the process flow.

Critical to Quality
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Critical To Quality (CTQ) Tree Diagram

Good

Customer

Service

Knowledgeable 
Customers’ questions can
be answered without further research. 
(80% Closure on Initial call.

Answers given to customers
are correct. (90%)

Researched information is
returned quickly.  < 1hour

Friendly Customer is greeted by name.

Customer is not interrupted.

Timely
Short wait time (<2 min) 

General Specific

Hard to “Design To” Easy to “Design To”
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Bringing CTQ into a SIPOC Perspective

• Completed SIPOC representation, describing the Suppliers, Inputs, 

Process, Outputs, and Customers.

• SIPOC – Diagrammes show Value Streams – Interactions and can be used 

– At tactical level

– For isolating operational use cases

– For bringing stakeholders to think in 

• Wjhat is needed

• When

• Why 

• To isolate quality gates and interfaces

• To isolate pain points within a process
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Suppliers Inputs Process Outputs Customers

How a SIPOC works
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Suppliers Inputs Process Outputs Customers

Step 1

Step 2

Step 3

Step 4

Step 1: Begin with the high-level process map
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Suppliers Inputs Process Outputs Customers

Step 2: List all of the outputs from the process

Examples

Services

Products

Reports

Metrics

Raw data

Step 1

Step 2

Step 3

Step 4
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Suppliers Inputs Process Outputs Customers

Step 3: Identify the customers receiving the outputs

Examples

Services

Products

Reports

Metrics

Raw data

Examples

Internal

External

Vendors

End users

Management

Downstream 

Process

Step 1

Step 2

Step 3

Step 4
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Suppliers Inputs Process Outputs Customers

Step 4: List all of the inputs into the process

Examples

Services
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Step 1
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Step 4
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Suppliers Inputs Process Outputs Customers

Step 5: Identify the suppliers of the process inputs

Step 1

Step 2

Step 3

Step 4
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SIPOC – Service Process View

Supply Inputs Process Outputs Customer
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Using a Lean Six Sigma Road Map

Project Name:  Reduce Unclassified Service Requests to < 5% with 90% accuracy

Improve Quality of Management Information

Date:  

Organization:  UCIT Deployment Manager: Dave Deleske

Project Sponsor:  Simon Sharpe, David Buhler

Business Impact

Why should we do this? Inaccurate information being entered into our current service request system is restricting our ability to measure and 

manage technical issues relating to client services.  UCIT needs a complete understanding of all requests and issues being addressed in 

a structured and consistent format.

What is the benefit? The ability to analyze report and manage incidents and problems with high priority based on frequency and impact.  

Service Level Management, Incident Management, Configuration and Problem Management require a well defined categorization schema

that is used and consistent. Improvements to workflow and rework.

What is the quantified value of the project ($$$)?

How does this project align with the business strategy? CSI for ITSM and our service delivery.  Metrics around service

Opportunity or Problem Statement

What "pain" are we or customers experiencing? The information is missing and/or inconsistent and has little value for supporting management 

decision making. AT the data-entry point, it is  hard to use, slows down work, and is confusing.

What is wrong or not working? Incomplete, Not searchable, Not accurate, Adoption

What process is impacted? Request Submission, Event Reporting, Problem Management, Configuration Management

Service Level Management 

Why do we think we can generate the value proposition described in the statement of Business Impact?

UCIT Lean Six Sigma Project Details
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Lean Six Sigma Road Map

UCIT Lean Six Sigma Project Details

Project Plan

When are we going to complete the work? What are the major milestones/tollgates?

Define: Completed by Oct 1

Measure: Completed by Nov 1

Analyze: Completed by Dec 1

Improve: Completed by Jan 1

Control: Initial Report Feb 1, Review Monthly ongoing

Team Selection

Who are the team members?  What is their role? How much of their time will be dedicated to the project?

Core Team: 
Ian Whitehead - Incident Management Service Owner, Project Lead

Dave Deleske – Configuration Management Service Owner, Business Analyst LSS Lead

Ivan Runions – Application Support

Extended Team: 
Cheryl Nealon – Configuration Coordinator

Simon Sharpe – Business Owner ITSM, Remedy
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• Why processes should be implemented

• What you should ask before starting

• Process Design – Principles and Parameters

• Value Analysis before – while and after

• Flow, Push und Pull to optimize Interactions with others
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So What’s the Point?

The primary objective of value analysis is assess how to increase the 

value of an item or service at the lowest cost without sacrificing 

quality.



One of the best ways to identify value-added activities is to assess 

if a particular part of a task, workflow or process is a non

value-added activity.

So how do you do that?

Is your process more 

complicated than it 

needs to be?



Value or Non-Value Added?

Typical questions to ask:

1. Could a cheaper part or material be used?

2. Is the function necessary?

3. Can the function of two or more parts be performed by a single part 
for a lower cost?

4. Can a part be simplified?

5. Could product specifications be relaxed and would this result in a 
lower price?

6. Could standard parts be substituted for non standard parts? 



1. Why processes should be implemented

2. What you should ask before starting

3. Process Design – Principles and Parameters

4. Value Analysis before – while and after

5. Flow Balancing and Optimization
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Flow - Balancing

• Optimizing Information Flow between processes

• Optimizing Meetings, Decision-Timing and Issue-Management

• Examples:

– Daily and realtime interchange on Incidents

– Workaround interchange daily

– Known Errors and Solution Statements – Weekly

– CAB-Sessions weekly

– Release-Windows synchronized with Business and IT

• Pull–Principle

– Bringing Information and Resources just when they are needed
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Be critical – Analyze permanently to improve!
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Where you can reach me

Dr. Helmut Steigele

Winkel 6

CH-8192 Glattfelden

+41 44 300 68 90

helmut.steigele@cascadeit.ch

www.cascadeit.ch 

www.4whatitis.ch

www.4servicemanagement.com
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http://www.cascadeit.ch/
http://www.4whatitis.ch/
http://www.4servicemanagement.com/
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Sources of Inspiration 

To read, to adapt and for verification
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• IT-Production in the 21st century

• The IT-Factory

• Richard D’aveni (Hypercompetion) and Eisenhardt and Brown (Competing 

on the Edge)

• Business Model Generaton, 2012, Osterwalder et. al

• Luftman, 2004, Competing in the Information Age

• Luftman, 2010, Managing the Information Technology Resource

• Steigele, 2013, Hemmschuh Informatik ? 

• Steigele, 2012, Was tun mit der Informatik ?

• Steigele; 2013, IT-Sourcing Beyond

• ITIL Lifecycle Publications Suite 
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Sources on Business and Servicemodelling 

and Servicemanagement

http://www.amazon.de/gp/product/handle-buy-box/ref=dp_start-bbf_1_glance
http://www.amazon.de/gp/product/handle-buy-box/ref=dp_start-bbf_1_glance
http://www.amazon.de/Hyperwettbewerb-Strategien-neue-Dynamik-M%C3%A4rkte/dp/3593352257/ref=sr_1_1?s=books&ie=UTF8&qid=1365955701&sr=1-1&keywords=hyperwettbewerb
http://www.amazon.de/Competing-Edge-Unleashing-Strategy-Structured/dp/0875847544/ref=sr_1_cc_1?s=aps&ie=UTF8&qid=1365955576&sr=1-1-catcorr&keywords=competing+on+the+edge
http://www.amazon.de/Business-Model-Generation-Visionaries-Challengers-ebook/dp/B00BD6RFFS/ref=sr_1_2?s=books&ie=UTF8&qid=1391360917&sr=1-2&keywords=business+model+generation+englisch
http://www.amazon.de/Managing-Information-Technology-Resource-ebook/dp/B002JVXUKK/ref=sr_1_cc_1?s=aps&ie=UTF8&qid=1365955760&sr=1-1-catcorr&keywords=luftman
http://www.amazon.de/Managing-Information-Technology-Resource-ebook/dp/B002JVXUKK/ref=sr_1_cc_1?s=aps&ie=UTF8&qid=1365955760&sr=1-1-catcorr&keywords=luftman
http://www.amazon.de/Hemmschuh-Informatik-Ratgeber-Erkennen-Beseitigen/dp/3732237990/ref=sr_1_3?ie=UTF8&qid=1365955326&sr=8-3&keywords=steigele
http://www.amazon.de/Was-tun-Informatik-Helmut-Steigele/dp/3844810994/ref=sr_1_2?ie=UTF8&qid=1365955326&sr=8-2&keywords=steigele
http://www.amazon.de/IT-Sourcing-Beyond-Leitfaden-Supplier--IT-Ressourcenmanagement/dp/3732262499/ref=sr_1_1?ie=UTF8&qid=1390854242&sr=8-1&keywords=it+sourcing+beyond
http://www.amazon.com/ITIL-Lifecycle-Publication-Suite-Books/dp/0113310501http:/www.amazon.com/ITIL-Lifecycle-Publication-Suite-Books/dp/0113310501

