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Pandora’s Box!

 Reading about the Service Catalog and 1
Service Agreements is easy... 2 o

— making it happen is another storey!

* There’s no hiding the fact that any Service
Agreements initiative is a long, hard, and
complicated journey that gets more
challenging the further into it you go!
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The Book of Business

 The Service Catalog is the “book of business” where
“Services” are identified in IT Service Management

 We publish relevant information about IT Services to
our IT users

“What we do”
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The Binders for Business

* If the Service Catalog is the “Book of Business”, then
Service Agreements are the “Binders for Business”

— We publish details of our Service Level Agreements with our
customers

— We publish our internal Operational Level Agreements with
our IT staff and teams

Al
“How we do it” [ 4
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IT Service Structure -1

 The “published” Catalog
_ and Agreements is NOT
where we start

[Q [ ]
) — This will lead to static and
“dead” documents

CUSTOMERS
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IT Service Structure - 2

 We start with a structure of Service records and publish
linked views to these records

= — This will lead to dynamic and
“live” information

[QEO \

CUSTOMERS
Service Records...
Cl Records...

SLA Records...
OLA Records...

UC Records...
@ 1 ) @ 1 )
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IT Service Structure - 3

* The Service Catalog and Agreements are collections of

records in a database

%

Service
Level
Agreement

@[ I )

Iy
CUSTOMERS

Component Clg
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Service Records...
Cl Records...
SLA Records...
OLA Records...
UC Records...
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Our Approach

* Create document design templates

Use a database

e Create form records from templates

72
* Provide a separate User Interface

e Start small and grow over time... J
Thought
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What is a Document Template?

A document template is a standardized master document in
which to globally edit text and graphic content that will become
common to each published version of the same document.

* Advantages of templates include:
— Efficiency
* One document for focus and development
* Rapid replication from the template

— Effectiveness \

e Standardization of structure and layout
* Consistency for replication

— Alignment
* Replicated versions align back

Th?ﬁlggz v B-Wyze com ® MindMuze
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What is a Form?

 Aformisadocument with fields in which to type or select data
of similar content. Advantages of forms include:

— Efficient data entry

* Users are reminded of data required and constraints of data options (such as
with the use of “selection list” dropdowns)

e Structured for rapid select or typing

— Effective data collection (of similar type and structure for later
comparison)

[Lorem ipsum
ILorem ipsum
Il orem insum
ILorem ipsum
ILorem ipsum
Loreminsum |
Loremipsum |
ILorem ipsum

ILorem ipsum

[Lorem ipsum

||Lorem ipsum

» Data of similar type and storage structure

» Data consistency and standards

KIKIKIKIKIKIKIRIKIK]

— Alignment to a master document
* Forms are structured to be grouped, categorized, classified, and summarized
* New fields are instantly added to all instances of the form

ThGOHgPIE v anyze .com Q MindMUZ =
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Add Service Detail using Form Templates

Service Agreement

 Template Agreements are Ownership: [ |
. . Agreement Client M t Servi
records and fields in the components): |
: Dependency CRM Desktop Applicati
database linked to it SR
1 1 Service Features & [1) xxxxx
Conflgu ratlon Items Functionality: 2) XXXXXX
Service Pricing:  |$xx / user |
Business and Business Priority: x e
— Data iS entered th rough a Form Support Priority  |P1: Definition / Resolution Hours
and Timescales: P2: Definition / Resolution Hours
/|
Support Hours: P1:xxXx - XX:XX e
— Forms create consistency and i gt
promote standards Availability: TS 00
2) XXXXXX
Capacity and 1) XXXXX
. . . Performance: 2) XXXXXX
- Data IS prlnted USIﬂg FormS and Release Policies & J1) xxxxx
Maint 2) XXXXXX
Re po rtS Wi:;:‘:l;f:'lce 3) XXXXXXX
Change Policy: 1) XXXXX
2) XXXXXX

TthgPlE v B-Wyze com ® MindMuze
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Flow-Through Agreements

Service Agreement

Don’t create separate templates
for Service Catalog, SLAs, OLAs,
and UCs

Use the same template and
designate field eligibility for the
Service Catalog, SLA, OLA, UC

This will allow the aggregation of
supporting details to determine
realistic Service Level Agreement
promises and commitments

Thought
Rock
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Ownership:

Agreement
(components):

Dependency
(components):

Service Features &
Functionality:

Service Pricing:

Business and
Support Priority
and Timescales:

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Pxxxxx

Client Management Service

Desktop PC

FRM Desktop Application

1) XXXXX
2) XXXXXX

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

Z

A4

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

prd

<

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX
XXXXXXX

XXXXX
XXXXXX

1)
2)
1)
2)
1) XXXXX
2)
3)
1)
2)

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola

& B Wyze con
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What About Third-Party Contracts!?

Service Agreement Eligibility
* Transpose the contract back ownership: [ 1 co.sia ola
into the Agreement Template zo«greementt ) Client Management Service sc, sla, ola
components):
Dependency F?M Desktop Application sc, sla, ola
(components): Desktop PC
* Third-Party Contracts are legal Service Features &) xo00x sc, sla, ola
. . Functionality: 2) XXXXXX
d OCU mentS ertte nin |ega | Service Pricing:  |$xx / user | sc, sla, ola
Ia ngu age’ Wlth d |ega I fo rm at :zsr:r?sP:i:(:ity IE:J:SiI?)ng;?Eé:);ité:e);olution Hours 1 = sia ol
d Ete rmin ed in pa I"t by th e and Timescales: [P2: Definition / Resolution Hours g
Th | rd - Pa rty Support Hours: P1: XXXX - XX:XX < sc, sla, ola
P2: xx:XX - XX:XX
NS
Availability: 1) XXXXX sc, sla, ola
2) XXXXXX
* Use the Agreement Template | = - o
to help you identify “what” to erformance:
. . Release Policies & J1) xxxxx sc, sla, ola
include in the contract Maintenance  [2) xooounx
Windows: 3) XXXXXXX
Change Policy: 1) XXXXX sc, sla, ola
2) XXXXXX

Thought
Rock
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Don’t Forget Ownership: Its Critical

. . . Service Agreement Eligibility
* Ownership is the most important |ownersnie: [ | o sia ola
gu ara ntee to ena b I e IT Se rV| ce ﬁ:gor;ement - Client Management Service sc, sla, ola
ponents):
M a N a ge m e nt Dependency FRM Desktop Application sc, sla, ola
(components): Desktop PC
Service Features & 1) xxxxx sc, sla, ola
Functionality: 2) XXXXXX
. . o Service Pricing:  |$xx / user | sc, sla, ola
* Ownership is Accountability and | ———
Business and Business Priority: x Z sc, sla, ola
1 : Support Priority P1: Definition / Resolution Hours
implements the RACI model in and Timescales: |P2: Definition / Resolution Hours
our Agree me nts Support Hours: P1: XX:XX - XX:XX 4 sc, sla, ola
P2: XX:XX - XX:XX
N
Availability: 1) XXXXX sc, sla, ola
2) XXXXXX
Capacity and 1) XXXXX sc, sla, ola
Performance: 2) XXXXXX
Release Policies & J1) xxxxx sc, sla, ola
Maintenance 2) XXXXXX
Windows: 3) XXXXXXX
Change Policy: 1) XXXXX sc, sla, ola
2) XXXXXX

TthgPlE v B-Wyze com ® MindMuze
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A Walk-Through Example

[ T \%

Mz Outlook CISZ6

"
Ty, |
™= Server CHE
-ﬂ, 1

'H."
S
M merver Ca
% =B Disk <130

]
s
\ — @ LISE Disk CI31
CRM Server CI522 @
LISB Disk 12
Mz Exchange Server CI534
\K-\"'\-\_,-F"'#
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Start from the Top

e If you don’t know your destination you’ll never get there!!
* If you don’t have a target you’ll never hit it!!

Mz Outlook CIS26

LISE Disk CI30

@ : LISB Disk CI31
Mz Exchange Server CI1534
\\H-H-f”"
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Document the Form Agreement

| IT Organization | Service Agreement Eligibility
App Development | | Service Desk | |Service Management Ownership: Service Management ] sc.sla,ola
Agreement Client Management Service sc, sla, ola
(components): i
Dependency CRM application j E sc, sla, ola
(components): Service Desk
Service Features & 1) xxxxx sc, sla, ola
Functionality: 2) XXXXXX
Service Pricing:  |$xx / user | sc, sla, ola
Business and Business I-Driority: X Z sc, sla, ola
Support Priority P1: Definition / Resolution Hours
and Timescales: P2: Definition / Resolution Hours
/|
Support Hours: P1: XXXX - XX:XX < sc, sla, ola
P2: XX:XX - XX:XX
N
Availability: 1) XXXXX sc, sla, ola
2) XXXXXX
Client Management Service Capacity and T) X00XK sc, sla, ola
Performance: 2) XXXXXX
Release Policies & J1) xxxxx sc, sla, ola
Maintenance 2) XXXXXX
Windows: 3) XXXXXXX
Change Policy: 1) XXXXX sc, sla, ola
2) XXXXXX

Th?ﬁlggz v B-Wyze com ® MindMuze
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Build it Down following Dependencies

| IT Organization |

| Desktop Support | | App Development | | Service Desk | |Service Management|

| Network Operations |

| Server Maintenance |

/ /]

Mz Outlook CIS26

\‘n
M Server CHS ):'“"I Server CHE
CRM Appllcatlon \ S LIS Disk CI30
AT @ @ USE Disk CI31
<
‘ UsB DisW \

Mz Exchange Server CI1534

E ; Scanner CH9

Router CI152

Printer CI125

Th?h’ggz v B-Wyze com ® MindMuze
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Document the Form Agreement

| IT Organization |

App Development | | Service Desk | |Service Management

Ownership:

CRM Application

Thought
Rock
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Agreement
(components):

Dependency
(components):

Functionality:
Service Pricing:

Business and
Support Priority
and Timescales:

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Service Features & Server

Service Agreement

App Development

CRM Desktop Application
CRM Server Application

Standard PC
Network

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

1S

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

AK

¢

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX

-
2
3) XXXXXXX

1
2
1
2
1

XXXXX
XXXXXX

)
)
)
)
) XXXXX
)
)
)
)

2

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola

& B Wyze con
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Build it Down following Dependencies

| IT Organization |

| Desktop Support | | App Development | | Service Desk | |Service Management|

| Network Operations |

| Server Maintenance |

= Windowes WP CI523

/]

@ E ; Scanner CH9

B .
%‘:ﬁ. - |
!; Server CHS ;‘I Server CHE

S S LISE Disk CI30

@ : LISB Disk CI31

Standard Desktop

Network Services

Application Hosting S

Th?ﬁlggz v B-Wyze com ® MindMuze
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Build it Down following Dependencies

| IT Organization |

| Desktop Support | | App Development | | Service Desk

| Network Operations |

| Server Maintenance |

Standard Desktop

Ownership:

Agreement
(components):

Dependency
(components):

Service Features &
Functionality:

Service Pricing:

Business and
Support Priority
and Timescales:

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Service Agreement

Standard Desktop

Desktops
Laptops
MS Office

1) XXXXX
2) XXXXXX

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

Z

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

A4
e

<

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX

-
2
3) XXXXXXX

1
2
1
2
1

XXXXX
XXXXXX

)
)
)
)
) XXXXX
)
)
)
)

2

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola

o
Thpuort & B:Wyze o
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Build it Down following Dependencies

| IT Organization |

| Desktop Support | | App Development | | Service Desk

| Network Operations |

| Server Maintenance |

Network Services

Thought

Ownership:

Agreement
(components):

Dependency
(components):

Service Features &
Functionality:

Service Pricing:

Business and
Support Priority
and Timescales:

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Service Agreement

Network Services

Router

Network Operation System
Firewall

Internet Provider

1) XXXXX
2) XXXXXX

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

Z

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

A4
e

<

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX

-
2
3) XXXXXXX

1
2
1
2
1

XXXXX
XXXXXX

)
)
)
)
) XXXXX
)
)
)
)

2

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola

Rock & B Wyze con
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Build it Down following Dependencies

| IT Organization |

| Desktop Support | | App Development | | Service Desk

| Network Operations |

| Server Maintenance |

Application Hosting

Thought
Rock
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Ownership:

Agreement
(components):

Dependency
(components):

Service Features &
Functionality:

Service Pricing:

Business and
Support Priority
and Timescales:

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Service Agreement

Application Hosting

Server xx

Unix OS

1) XXXXX
2) XXXXXX

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

Z

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

A4
e

<

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX

-
2
3) XXXXXXX

1
2
1
2
1

XXXXX
XXXXXX

)
)
)
)
) XXXXX
)
)
)
)

2

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola

& B Wyze con
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Refine Agreement Content

Produce and review aggregate

reports

Summarize, identify and address

inconsistencies

Support Hours

Client Management Service

CRM Application

Standard Desktop

Network Services

Application Hosting

Thought
Rock
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Ownership:

Agreement
(components):

Dependency
(components):

Service Features &
Functionality:

Service Pricing:

Business and
Support Priority

F and Timescales:

P1 -1 hour
P1 -2 hour
P1 -.5 hour
P1 -.5 hour
P1 -1 hour

Support Hours:

Availability:

Capacity and
Performance:

Release Policies &
Maintenance
Windows:

Change Policy:

Service Agreement

Service Management

Client Management Service

CRM application j E
Service Desk —_—

1) XXXXX
2) XXXXXX

I$xx / user

Business I-Driority: X
P1: Definition / Resolution Hours
P2: Definition / Resolution Hours

Z

A4
e

P1: XX:XX - XX:XX
P2: xX:XX - XX:XX

<

XXXXX
XXXXXX

XXXXX
XXXXXX

XXXXXX
XXXXXXX

XXXXX
XXXXXX

1)
2)
1)
2)
1) XXXXX
2)
3)
1)
2)

Eligibility
SC, sla, ola
Sc, sla, ola
SC, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

Sc, sla, ola

SC, sla, ola

SC, sla, ola

SG, sla, ola

Sc, sla, ola
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Summary

1. Use Documents and Spreadsheets as modeling tools to
brainstorm ideas and to outline Templates

2. Add templates as records in a database managed as forms

« Use common templates and fields with checkboxes to
designate data as being appropriate at the Catalog, SLA,
or OLA levels

3. Relate forms using a service structure flowing from the top
service component through dependent configuration
components

4. Summarize, analyze, adjust and align field content

Thg hlggz B Wyze cor ® MindMuze




Thank You!

For more, link to:

http://www.thoughtrock.net/node/133

Thpugnt © 3Wyze ... @ MindMuze
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