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What this session should be EEE

AAn informational event how
Directors and Managers within IT
Can use dedicated best practice
To simplify their life

in an industrialized context of IT-Serviceproviding
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The core question behind ? 0]

How t o survivee
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Agenda

AWho we are

= [

AHypercompetition i Industrialization i Change - best Practice

Alndustrialization and IT - Impacts
AValue of best practice in this world
AAcquisition of best practice
AOperationalization of best practice

A Setup and adaptation of service offering

A Stabilizing organisations after restructuration

A Management as taks itself

A Sourcing Governance and Vendor-Management

ABest Practice and education within UBS
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What is CascadelT doing | |

Knowledge Knowledge Knowledge

T Transfer Operationalization

For best practices in Governance -, Servicemanagement - and Sourcing -Field
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For whom (extract) 00100
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The magic three buzzword -streams

.

ITSM,
Sourcing,

Best
Practice

competition

- Agillity —

Industrialize
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The actual situation in the financial sector | EE

A Change in Customer Expectations

A Changing from Non-IT towards but mass-customization
conditioned digital natives

A Corporate governance and Business Transformation
A Pressure within compliance and legal issues
A Along the whole process and value chain

A Outsourcing of Resources [Human&Non-human]
A Steady Raise of Service Requests

A Restructuring and Consolidations
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~ Your potential impression on this situation 000
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The ways the business wants to go

A Anywhere Anytime Anyplace Access

A Timeless and Placeless Job Execution
A Working at Convenience

A Dismantling of Physical Structure
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__Indicators for industrialized marketcondiions 0007

Volatile Markets Cannibalisation

Innovation

Restructurization T
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Drivers for industrialization LD

Disruptive Cultural
Technologies Change

Ubiquitious

Globalization Information
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How does this fit together |

Business
Model

Organizational
Structures
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The impact for IT || EflEy )
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Quelle: Rob Addys Blog auf gartner.com
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http://blogs.gartner.com/rob-addy/2013/01/09/infrastructure-services-2013-promote-your-value-prevent-their-pain/

_ WhatkeepsiTalive = 9000

Adequate
Knowhow on howto
use resources
(Cabalbilities)
—

Correct mix on
available
ressources
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The magic balance OO0

Resources Capabilities

Capital Management

Infrastructure Organisation

Applications Process

Information Knowledge

People

Resources never can replace capabilities!
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Where Capabilities for ICT should be enforced 0100

Compliance Service
management

Organisational
Change
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«Best Practice» gives stability |

A Within a permanent changing environment
A Simple, manageable, measurable activity patterns (e. g. practice)
A Give clear outcome and stability
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Best Practice 1 the official Definition |/
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Use of Best Practice 1 Indicators (Source: Peters and Waterman*) ][]

On the Search of Excellence
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Best Practices which changed the world 00000




Where to find

A Quality Assurance
APMG, TUV, ISO

A Professional Organisations
ITSMF (Servicemanagement)
OMG (Enterprise Architecture)
IAOP (Outsourcing)

A Via Knowledge Service Providers

A Research Networks and Academic Institutes
Sofware Engineering Institute
MIT

A Your employees and collegues!
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How best practice is transferred today | B B
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Why you could be here now ? 000

APractice covers guidance and execution
ANo best practice without the knowledge of

Governing
Controlling
Operationalization
Limits
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So what is important to know? |
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Best Practices for IT T The domains




One Picture on the Plan, Build, Integrate, Run - Paradigm B
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What could be applied to this big picture
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TOGAF®Version 9.1 stakeholder ] ]
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In which practice libraries you can dig In 0000

ITIL

|
L

Qutsourcing Professional
Body of Knowledge:
Templates

TOGAF® Version 9.1

LA R ERLEY
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Why ITIL and SDLC work together ]

4

AITIL gives recommendations on the what and the different possibilities on
Setting up services and service organisations
Organisational Setup
Processmanagement within IT
Introduction of services
Handover of services to external partners
Operationalization of services
Improvement of Services
A Considers Applications as core element within a service
Is therefore aligned and sometimes identical to SDLC-patterns
But has ist abstraction layer on the whole service
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Which trainings are offered within UBS

00

Sourcing
Governance

Operational
Support and
Analysis

ITIL
Foundations

Best Practice
for IT -
Management

Release
Control and
Validation

Service
Offerings
and
Agreements

Planning,
Performance
and
Optimization
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Where is the scope in all of those trainings C000]

AWhat
Should be done
Why
With which impact
Which control or decision points
What is the value for IT and for business

AOn the how
A practice is normally performed
With wich triggers, in which situations and under which context
Case studies, solution libraries, real life examples

. |
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ITIL Foundations W

Service Service Service Service Continual Service
Strategy Design Transition Operations Improvement
| _ .
i

! D
| [1

1] | 5
Knowledge m. | Incident m. Service
Measurement

Service
Calatologue m.

Demand m.

Financial m.

Asset and
Configuration m
Release and
Deployement m

Service
Reporting

Service Level m.

Strategy
Generation

Event m.

Capacity m.

Sercvice
Improvement

Request
Fulfillment

Service Portolio
Management

Availability m.

Service Access m.

Continuity m.

Transition
Planning and

Operations m.

Information
Security m.

Support

Service Service Desk
Validation and

Testing Applicationm
Teshies o

IT Operations

: A0

Supplier m.
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Service Offerings and Agreements ]

AObjective, content and
service idea to service description in the
service catalog"?

AGovernance, prerequisites for success,
critical success factors, risk of
Implementing for each process?

A Applying detailed process designs,
implementation, and control steps?

AOrganisational Setup, Policy Creation
and Process-Design

ATechnology Issues
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Planning Protection and Optimization =N =]

A Objectives, Contentand D e t afiolns A
Servicedescription to Servicedesign -
Package

A Governance, prerequisites for success,
implementation risk and measures for all
design processes

A Detailed process and pattern descriptions
and scenarios, control steps and
Implementation guidelines

A Show-Cases and Scenarios
A Technology and Serviceprocess-Automation
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Release Control and Validation ]

A Targets, Details and Principles from
realized servicedesign package to the
deployed service

A Governance, prerequisites for success,
implementation risk and measures for all
design processes

A Detailed process and pattern descriptions
and scenarios, control steps and
implementation guidelines

A Cases and Scenarios

A Technology and Serviceprocess-
Automation
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Operational Support and Analysis ]

A Targets, Details and Principles of operating
efficient and effective IT-Ser vi ce s

A Governance, prerequisites for success,
implementation risk and measures for all
design processes

A Detailed process and pattern descriptions
and scenarios, control steps and
implementation guidelines

A Cases and Scenarios

A Technology and Serviceprocess-
Automation
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Managing across the Lifecycle |

A Implementation of Servicemanagement as
practice, organisational transformation,
service governance, linking all ITIL
processes together, ITIL and beyond

A Governance, prerequisites for success,
implementation risk and measures for all
design processes

A Detailed process and pattern descriptions
and scenarios, control steps and
implementation guidelines

A Cases and Scenarios

A Technology and Serviceprocess-
Automation
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ITIL T Education Streams 1 the difference

O

Continual

Service
Improvement Service Planning ,
Offerings & Protecting &
Agreements Optimization
Service Service

Design Transition

Release Operational
. ) Control & Support &
Service Service Validation Analysis
Strategy Operation

Foundation ITIL Foundation 43
Level
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Sourcing Governance |H
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