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Got it all covered!!!



My inspiration
Hooked from the outset
My preparation manual



Show that you care



Don’t hold
Customer
Meetings

Full of
Bull@#&*



Don’ get too 
technical -

the classic oversell 
what is it?



You have to work at it
Nothing comes easy



Don’t try and re-invent the wheel



Some people just 
don’t get the point



The Guy in Front



The pale & beyond



The old IT pale

Service
Management

IT
Development Customer



The new IT pale

IT
Development

Service
Management Customer



Technology Profit Triangle

Back Office

Now

Then

Soon

Front
Office

Front
of the

Front Office

Business Penetration



Consequences…………….



Consequences…………..



Capacity failure impact



Organizational Roles

IT Program 
Manager

Project Manager

Services Manager

Coordinators

Security Officer

Purchasing Agent

Contracts Manager

Auditor

Accountant

Guardians

The
Organization

Top Executive

Financial 
Controller

Legislator

Government

Rule
Providers

IT Capabilities 
Portfolio Manager

Information 
Systems Planner

Experts

External 
Consultant

Internal IT Advisor
Advisors

Communications 
Supplier

Software 
Developer

Software Supplier

In-House IT 
Service Provider

External IT Service 
Provider

IT Hardware 
Supplier

Providers

Business 
Operations 

Manager

Business Function 
Manager

Business Process 
Manager

Business Unit 
Manager

Customer

Strategic

Tactical (ROI)

Operational (TCO)



Integrating with the Business

Metric,
Standard or
Control point

Metric,
Standard or
Control point

Work 
Instructions

ActivityInput Activity

Work 
Instructions

Output

Input

Output

Input

Other IT and 
Business 

Processes

Other IT and 
Business 

Processes



Example Business Integration

100% of the 
time escalation 
is to the correct 
Support Group

All incidents to 
be resolved by 

Support Groups 
within priority 

timings

Procedure to 
perform the 
escalation 
procedure

The Incident is 
to be escalated

An Incident 
that cannot 
be resolved 
by the SD

Check that the 
incident is 
resolved

Procedure for 
checking that 

incident is 
resolved

The incident 
is returned 

to the SD as 
resolved

Incident 
record 

details are 
completed

Initiate Business 
Contingency 
Processes

Feedback from 
Business 

Contingency 
Process



Process ownership

All incidents to 
be resolved by 

Support Groups 
within priority 

timings

100% of the 
time escalation 
is to the correct 
Support Group

Industry Reference Models

Procedure to 
perform the 
escalation 
procedure

The Incident is 
to be escalated

An Incident 
that cannot 
be resolved 
by the SD

Check that the 
incident is 
resolved

Procedure for 
checking that 

incident is 
resolved

The incident 
is returned 

to the SD as 
resolved

Incident 
record 

details are 
completed

ITIL

COBIT

Initiate Business 
Contingency 
Processes

Feedback from 
Business 

Contingency 
Process

Business Process Models



If they can sell this you can sell your 
services!!!!



Any questions?
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