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IT Service Management
ISO 20000, ITIL, Process Modelling, IT Governance,
IT Sourcing, IT-Kennzahlen

IT Security Management
ISO 27001, IT-Grundschutz (BSI), Security Audits,
Penetrationstests, IT Security Solutions

Open Source Business Solutions

IT Compliance, System Management, Security
Management, Service Management
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Why are we here today?

Because Gartner said so...

=z By 2008 ITIL Compliance will be a buying criteria in 75% of relevant
IT sourcing decisions (0.8 probability).”

sz By year end 2008 at least 60% public sector and at least 30%
private sector relevant IT sourcing deals in mature ICT economies
will demand ISO/IEC 20000 certification in their RFPs (0.6
probability).”

» Gartner Inc, January 5, 2006
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Historie IT Service Management

ITIL (V1)
Problem Management ITIL (V2)
Configuration Management Service Support
Cost Management for IT Services
OGC ITIL (V3)
ITIL (V1) BS:15000 published
Service Level Management
Contingency Planning itSMF published
Change Management
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_IBM ISMA ITIL (V2)
Information System Service Delivery
Management ITIL (V2)
Architecture - Volume | ITIL (V2) officially retired
CCTA Application Management
Central Computer and Planning to Implement Service Management
Telecommunication Agency ICT Infrastructure Management
GITMM (ITIL V1) ITIL (V3)
Government Information start of ITIL V3 development
Technology Management
Methodology
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Positionierung IT Service Management

Geschaftsmodell
Strategie

Geschaftsprozesse
Anforderungen an die IT

IT-Services

Business Alignment

IT-Prozesse
Standardisierte IT-Verfahren

IT-Infrastruktur

IT Service
Management

ITIL V3
ISO 20000

ITIL V2

~
Governance
Risks
Compliance
J
~

Business Value
Business Alignment
J

~
IT Service Delivery

IT Service Support
J
)
Operating
Break & Fix
J
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ITIL V2 im Uberblick

Business Security Planning to
Perspective Management Implement
ITSM

Service Delivery

Service Support

ICT
Application Infrastructure
Management Management
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ITIL V2 im Uberblick

‘s

ervice Delivery
Service Level Management
Capacity Management
Availaility Management
Continuity Management
Financial Management

Security Planning to
Management Implement
ITSM
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Service Delivery

Service Support

~

Application Service Support
Management Incident Management
Problem Management
Configuration Management
Change Management
Release Management /
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ISO/IEC 20000 im Uberblick

Service Delivery Processes

Control
Processes

Release Relationship
Processes Resolution Processes
Processes
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ISO/IEC 20000 im Uberblick

Control Processes
= Configuration Management
= Change Management

Service Delivery Processes
= |T Security Management

* Availabilty & Continuity _
Management Delivery Processes

» Capacity Management

= Budgeting & Accounting for IT I —~.
Services

= Service Level Management

= Service Reporting

Relationship Processes

= Business Relationship
Management

=  Supplier Management

Control
Processes

Release Relationship
Processes Resolution Processes
Processes

Resolution Processes
* Incident Management

Release Process
= Problem Management

= Release Management
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ITIL V3 im Uberblick

Service

Strategy
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ITIL V3 im Uberblick

/Service Transition .

= Transition Planning & Support .
= Change Management .
= Service Asset & Configuration .

Service Strategy

Strategy Generation

Service Portfolio Management
Risk Management

Financial Management

Management = Demand Management
= Release & Deployment Management\7/

= Service Validation & Testing Management
= Evaluation
\ = Service Knowledge Management

Service Design
= Service Catalogue Management
= Service Level Management

Continual Service Improvement
= 7 Step Improvement Process

= Service Measurement

= Service Reporting

=  Supplier Management

= Capacity Management

= Availability Management

= |T Service Continuity Management
\ = Information Security Management

-

[ Service Operations ‘
= Event Management

* Incident Management

» Request Fulfillment

* Problem Management

K- Access Management /

\

~

J
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ITIL V2 versus ITIL V3

,»Neue® ITIL V3 Prozesse ,Neue“ ITIL V3 Funktionen

Service Strategy
= Strategy Generation
= Service Portfolio Management
» Risk Management
» Demand Management
Service Design
= Service Catalogue Management
» |nformation Security Management
= Supplier Management

Service Transition

= Transition Planning & Support

= Service Validation & Testing

= Evaluation

= Service Knowledge Management
Service Operation

= Request Fulfillment

= Event Management

= Access Management

= Service Operation
= Service Desk (V2/V3)
= Technical Management

= |T Operations Management

= QOperations Control

= Facilities Management

= Application Management
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ISO/IEC 20000 versus ITIL

=
- '
T : ISO/IEC 20000:2005 ITIL (V2/V3)

il
eS|
E
=

= [nternationale ISO/IEC-Norm fur = Best Practice Framework fur
IT Service Management IT Service Management

= Definiert Anforderungen und = Handbuch fur IT Service Management
Rahmenbedingungen fur Prozesse mit Beschreibungen und
und das Managementsystem Empfehlungen

= Definiert Rollen und Verantwortliche, = Empfiehlt eine Vielzahl von
ist aber weitgehend unabhangig von Rollen, Verantwortlichen und
der Organisationsstruktur Funktionen

= Definiert Anforderungen an » Empfiehlt Struktur und Ausrichtung
Dokumente und Daten von verschiedenen Dokumenten

= Zertifizierung fur IT-Organisationen = Zertifizierung fur Personen

von Unternehmen
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Paradigmenwechsel der IT-Organisation

Die ,,alte” IT-Organisation Die ,,neue“ IT-Organisation

Technologielieferant

Firefighting Mode

Organisatorische Einheit
Vollkostenkalkulation & Budgetierung

Gemessen an technischen und
organisatorischen Kennzahlen

IT Service Provider und Business
Enabler

Neue Markte erschlieRen, IT als
strategischen Unternehmenswert

Corporate Prozesse und Services
Finanzielle Transparenz und ROI

Gemessen am Business Value
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Das war die Theorie... und die Realitat?

@ planaz



Aktueller Stand der ITIL-Einfuhrungen

What best characterizes your organization’s adoption of ITIL?

(n=87)
W June 07

18 months Nov. 08
(n=171)

Mo plans at this time

Implementing 0-2 years

Implementing 2+ years

1"

Completed adoption

=
4]

10 15 20 25 30 35 40 45

Percentage of Respondents
Source: Gartner (April 2008)
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Aktuelle ISO 20000 Zertifizierungen

== Aktuell sind weltweit 593 Organisationen ISO/IEC 20000:2005 zertifiziert
== Im Marz 2009 waren es 349 Organisationen

Anzahl Zertifizierungen (2009)

UK 52
Japan 50
Indien 41
Sud Korea 35
China 34
Deutschland 20
USA 17
Taiwan 14

Source: http://www.isoiec20000certification.com
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Einfluss von ITIL V3

What impact has the 2007 release of ITIL Version 3 had on your implementation plans?

m Mov. 07
We have no ITIL plans (n=92)
W June OF
(n=108)
Freviously unaware of V3 Mov. 06
(n=178)
Slowing down until V3 is '
available
Flan to adopt V3, but not
slowing down in the
meantime
plans to adopt
0 10 20 30 40 &0 a0

Percentage of Respondents
Source: Gartner (April 2008)

@ planaz



IT Service Management in der Praxis
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Herausforderungen Einfuhrung ITSM ()

What is the most significant challenge to implementing ITIL in your organization?

Too much focus on toals in h W Mov. 07
your organization (n=73)
mJune 07
Cannot justify return on r (n=106)
investment Nav. 06
] (n=164)
in culture
Process defintions too high- r
level to implement
organization and roles
0 10 20 30 40 50 &0

Percentage of Respondents
Source: Gartner (April 2008)
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Herausforderungen Einfuhrung ITSM (lil)

Erwartungshaltung der verschiedenen Unternehmensbereiche
Unzureichende Darstellung des Mehrwerts fur die Mitarbeiter
Burokratisierung, fehlender Praxisbezug bei der Prozessgestaltung
Service-Spezifikation und SLA-Definition

Standardisierung versus VIP-Status

Toolunterstutzung

Partner Management
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Mehrwert durch ITSM (I)

What is your organization's primary driver for implementing ITIL?

Lower cost of delivering

renice " -
Improve agility to respond to
ousiness requremrs
Mov. 06
Address compliance or risk (n=180)
issues - W June 07
(n=105)
N fthe ab B Nov. 07
one of the above . (n=92)
0 10 20 a0 40 &0 a0 70

Percentage of Respondents
Source: Gartner (April 2008)
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Mehrwert durch ITSM (lI)

Definition des Leistungsumfangs der IT-Organisation
Darstellung des Mehrwerts der IT-Organisation

Etablierung eines einheitlichen Verstandnisses und Sprachgebrauchs
innerhalb der IT-Organisation

Definierte IT-Verfahren und Verantwortlichkeiten

Unterstutzung und Entlastung der Mitarbeiter im Tagesgeschaft

Benchmarking
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ITIL V3... alles Theorie?

Fokus der Unternehmen bei der EinfUhrung von ITIL V3 liegt haufig
noch auf Service Operation und nicht auf Service Strategy & Design.

ITIL V3 konnte die strategische Bedeutung der IT fur das
Unternehmen nicht manifestieren.

Die gestalterische Rolle der IT und das Verstandnis, IT als
strategischen Unternehmenswert zu sehen, bedarf eines Umdenkens
der Unternehmensfuhrung.
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ISO/IEC 20000... naher an der Praxis!

== Nachweisbare, internationale Zertifizierung fur Unternehmen.
== Fokus auf die standardisierte Erbringung von IT-Services.

=z Entscheidungskriterium fur die Auftragsvergabe von Behorden und
Unternehmen.
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Fragen & Antworten

Christian Lotz, Dipl.-Inform. Med.

certified IT Service Manager (ITIL) & ISO 20000 Consultant
christian.lotz@plan42.com

www.plan42.com

plan42 GmbH
Bauerstrasse 19, 80796 Munchen
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