Mission Possible: ITIL-Lite
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fa Agenda

[1Setting the Stage
Company & IT Organization Overview
Context for how it all began

[IWhere and how did we start?
The OTIL-LiteJApproach

[JWhat are we doing and how did we do it?

Examining Primels IT Incident Management
Implementation

[1Conclusion
Lessons Learned

Overview of Other Service Management
Implementations

Looking ahead.
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Prime Therapeutics is a thought leader in Pharmacy Benefits Management
(PBM) strategies. Our mission is to provide the highest quality care and
service for members and empower clients to make informed decisions in

health care management.

Founded in 1987

Headquartered in St. Paul, Minnesota with locations in Chicago, IL;
Omaha, NE; Irving, TX; & Albuguerque, NM

Privately held by organizations representing 10 Blue Cross and Blue
Shield Plans in Florida, lllinois, Kansas, Minnesota, Nebraska, New
Mexico, North Dakota, Oklahoma, Texas and Wyoming

1,500 employees

12.4 million covered lives
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IT Department (Current)

195 employees

Four main departments: Application Development, Infrastructure
Service Delivery, Security, Shared Services

Service Management Team (reports via Service Delivery team to
Infrastructure department)

2 employees

Coordination of incident, service request, outage/availability,
change/release, and asset management processes

Service Desk Team (reports via Operations team to Infrastructure
department)

9 employees in 2 locations

Combination of Computer Operations & Level | Help Desk services
24x7 OlInternal & External Support

2,900 calls/month
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The Missi on:

|mplement aformal service management process on atight timeline, with
limited resources.

Ti mel i ne:
Two weeks before the companyI(s largest client implementation.
Tasks:
Install and configure a service management software suite.
Design an incident management process.

Train an aready overly busy IT staff on, in their words, [dll of the
extrawork[they(l need to do as aresult.

Produce dashboard metrics to be used during new client go live status
meetings.

Dedi cated Resources:

You
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fa Context & Assumptions

Nothing is magic. You will need some resources to be successful.

[1 Headcount [1Someone needs to spend some time on this.

Devoted at least part time to Service Management coordination
during implementation.

Benefits to being outside traditional Service Desk organization.
[1 Service Desk [1You need one.

At the very least, a group that(s available to act as centralized
user/client IT interface.

May or may not actually be currently and consistently used.
[1 Tool - You need something.

Lots of options available.
Process drives the tool, not vice versa.

Tools can offer guidance on best practice.

EEEEEEEEEEEE UTICS LLC



f—a Primels Resources To Start the Mission

[IHeadcount LJService Management Coordinator

One person dedicated full time to Service Management Coordination
for all of IT.

Additional part time project manager during implementation.
Reporting to Infrastructure Services Director
[1Service Desk [124x7 Computer Operations Group
Dedicated toll free number and ACD functionality.
Not universally used or marketed as central IT Service Desk.
[JTool BMC Magic Service Desk

Prime had purchased it, but not yet installed or implemented.
Replaced existing but outdated and not widely used tool.
Administered by Service Management Coordinator
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© )] The ITIL-Lite Approach

[A focuson providing | T servicesin ways that are relevant, real, and practical.[]

ITI-Lite Keeping IT Real!

IDENTIFY YOUR MISSION

SCOPE INCLUDE STAKEHOLDERS

LEAVE NON-ESSENTIALS BEHIND

INDIVIDUALIZE THE PROCESS
EXECUTE .................................................................................................

TRANSLATE & TRAIN

()bl REPEAT NG |EvoLve

Demi ng Wheel
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¢~ N ITIL-Lite OKeeping OT[Real

IDENTIFY YOUR MISSION

SCOPE INCLUDE STAKEHOLDERS

LEAVE NON-ESSENTIALS BEHIND

Influential executive sponsorship

Task force [[0n the groundCbuy in
Primels Stakeholders:
CIO Vision and Mandate
Client Requirements

Steering Committee of Key Decision Makers
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IDENTIFY YOUR MISSION

SCOPE INCLUDE STAKEHOLDERS

LEAVE NON-ESSENTIALS BEHIND

What exactly are we trying to do?

Primels First Mission: Incident Management
Centralized issue recording and management
Consistent prioritization & communication
Efficient escalation and resolution
Dashboard reporting
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