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Session Agenda:

8:30 � 9:00 Introductions and SIG Overview

9:00 � 9:45 Presentation

9:45 � 10:15 Q&A; Group Discussion

10:15 � 10:30 Closing Discussion; Future
Topics Survey
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Session Objectives:

 Requisite Framework
Process
Project
Organizational Change

 Where to Start?
 Pitfalls to Avoid
 Summary
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Requisite Framework:

IT VISION

Business Problem / Business Impacts

Identify Target Processes

Project Objectives / Project Deliverables

Launch ITIL�

Program
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Requisite Framework:

Bring to the �Planning Table�
 A �Retail� Attitude / Perspective
 Vision
 Clearly Articulated Business

Problem with Defined Impacts
 Clarity Regarding Success Metrics
 Focus on the Processes that will

Effectively Address the Defined
Problem(s)
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Requisite Framework:

Once Processes are Targeted :
 Determine What Components of

the Current Processes Serve the
Organization and Customers

 Apply Process Design / Improvement
Rigor

 Attend to Organizational Change
 Execute Within a Program / Project

Framework
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Macro View:
The �Process� of Doing Process Work

ITIL�

VISION /
STRATEGY

Project

Process Organizational
Transformation

PROCESS Steps:

1. Identify the Business Need
2. Document the �AS IS�
3. Analyze the �AS IS�
4. Architect the �TO BE�
5. Implement the �TO BE�
6. Evaluate and Control
7. Continuously Improve

PROJECT Steps:

1. Scope Management Plan
2. Work Breakdown Structure /

Activity List
3. Staffing Management Plan
4. Risk Management Plan
5. Communication Management

Plan
6. Quality Management Plan
7. Procurement Management

Plan

OT FOCUS:
� Individual
� Team
� Organization
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1.  Identification

 What Process Should be
Attended to First, Second�?
� Facilitated Workshops to

Identify Opportunities
� Customer Satisfaction,

Quality, Efficiency, �Pain
Points�

� Assessments
� Leadership Decision
� Regulatory Mandate

 Policy is Developed and
Approved by Stakeholder
Leadership (if necessary)
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2.  Document the �AS IS�

What is the Work
Flow Today?
� High Level Process

� Cycle Times
� Turnaround Times

� Customers
� Metrics
� Objectives
� Baseline Performance
� Reports
� Verify the �Espoused�

Process Against the
�Working� Process

Start

End
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3. Analyze the �AS IS�

How is the Current
Process Serving Us?
� Customer Satisfaction
� Redundancies
� Unwarranted

Bureaucracy
� Efficiency / Cost
� Quality

Discover the Root
Cause for Current
Success or
Shortcomings


