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ITIL on a Dime
•This is a case study of how Fairview

Information Services, that supports a large
multiple hospital and clinic  health
organization, used ITIL to improve and
change the way our IT shop does business.



Presentation Goals
• Who we are and what we do
• Share with you how we used “ITIL”
• How we started
• How we bridged the gaps
• How we created a plan
• Tools and process used and created to foster

change for process, culture and business



Presentation Goals
•How we established standards
•Lessons learned
•How we measured our progress
•How we implemented an integrated tool
•How we monitored process compliance



Fairview Health Services
•19k Employees
•6 Hospitals
•55 Clinics
•Support by

–430 IS Staff
–1000+ Servers
–650+ Applications
–10,000+ Workstations



Our 2005 CIO Directive
Implement the Following:

1.Resource Management
2.Event and Service

Request Management
3.Project Management
4.Issue Management
5.Change Management
6.System Selection
7.Configuration

Management

8.Service Level
Management

9.Systems Audit Process
10.Quality Management
11.IS Budget Process
12.Internal Controls

Management
13.Portfolio Management



Getting Started
•Establish a core team 1-3 FTEs @ 80+%
•Establish a steering committee

–Key IS stakeholders/decision makers @ 10%
•Establish a base line



Getting Started

And all this without a budget!



Overall Goal

Relationship-Based

Reactive

Best Efforts

Ad Hoc Processes

Technology Focus
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Current IS

Process-Based

Proactive
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Focus
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Future IS
RE-ENGINEER

� Process
Standardization

� Leverage IS
Services to
improve
efficiencies and
manage costs

�Significant
changes in IS to
achieve industry
standards (Best
Practice)

BENEFITS

� Improve service
and lower costs

� Aligned with
industry Best
Practices

� Customers can
focus on their core
business rather
than IS issues

� Accountability
in delivering IS
Services



Our Approach
For each process we…
•Conducted an inventory of existing practices and tools
•Documented workflow processes
•Captured a baseline
•Defined the approach to improve on the baseline and a plan to

measure progress
•Provided process education
•Documented requirements as processes were implemented for

final solution
•Leveraged existing software and processes wherever practical


