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The “Techy” View

* New To the Industry

« Lightweight in Technical Skills
» Doesn’t understand the Complexity
« Everything is Urgent

« Doesn’t understand my workload
« Over Enthusiastic




« Lacking enthusiasm

« Too full of their own importance

« Knowledge is power

« Overpaid and Arrogant

» Over Complicates things

» Doesn’t understand the customer’s requirements

« Technical Skills

« Financial recompense
« Industry Experience

« Attitude

« Level of Responsibility
* Process Adherence

» Measures of Success
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» More processes

« Service Driven Focus

« Lifecycle methodology

« Increases links between Business strategy and IT strategy

» Addresses ITIL v2 gaps and deficiencies
V3 success builds on v2 progress

“ A means of delivering value to
Customers by facilitating
Outcomes Customers want to
achieve without the ownership
of specific Costs and Risks”
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The term service refers to a
discretely defined set of
contiguous and autonomous
business or technical
functionality
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Other Levels of Division 9 symantec.

« Technical Skills

« Financial recompense
= Industry Experience

« Attitude

+ Level of Responsibility
» Process Adherence

« Measures of Success

Q\\‘ a




Configuration

Management

Data Centre

WAN Link

WAN Link
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« Technical Skills

CMDE
Disciplines

« Attitude
« Level of Responsibility
« Process Adherence
» Measures of Success




Service Desk

Business
Understanding

Single IT
Paradigm
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Data Centre Support

Business Application
8am-8pm, M-Fr 98% Availability

98% Availability P1 Call Resolution
60 Hours supported a week 2 Hour SLA for Resolution
= 1.2 Hours or 1 hour 12 minutes

=5.2 Hours or 5 Hours 12 minutes 3 x P1's per month max
Max downtime per month

Keys to success

» Calculation of time to date, month on month
* Visibility to all areas, most key Service Desk
« Incident Efficiency and recording

« Close to real time reporting
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 IT Common Understanding

« IT and Business Alignment

« Clearer Roles and Responsibilities
« Accountability

— IT Analyst — Customer / Service
— IT — Business

« Aligned SLA View
« Single IT Paradigm




Thank You

Martyn Hobbs — Service and Asset Specialist (EMEA North)

Martyn_Hobbs@Symantec.com

Service Title : Support Services
Service Description : IT will provide End Users with access to
Technical Support with the primary aim
of restoring service and maintaining the
end users working environment.
Service Measures : Available 8am — 6pm , Monday to Friday
Telephone target Answer — 20 Secs
Email Response — 4 Hours

Service Title :
Service Description :

Service Measures :

Amber Business Application

Amber is the business application through which
advertisement space is sold both within
Publications and during air time. IT will aim to
Provide the end user with access to the system
Available 7am — 10pm , Monday to Saturday
Target — 99.8% on a month by month basis







