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OVERVIEW

The ITMM 5 day workshop goes into greater depth than the Fundamentals workshop which sets
the scene for ITMM. This workshop starts putting ITMM into practice and making it work for the
organization from multiple aspects. It explains the basics of ITMM providing the foundational
understanding as to what ITMM is, why it’s important, the value that it delivers and how to go
about making it work. This is fostered by utilizing the Service Desk and one additional and
targeted Service Management process as the starting point for discussion, analysis, strategy
and improvement. The 5-day is designed to ensure that all the key players in an organization
who are significant to the successful adoption of the ITMM initiative, are brought together to
be given a common understanding of the value of the efforts, and to work together to define
actionable and agreed to first steps tailored for the organization. From the initial overview,
the workshops take one IT Service Management process already in place in your organization
(traditionally Incident, Change and/or Service Level Management) and define the “customer™
interactions that occur at the various stages of the process, assess the effectiveness of their
current communications, and provide an actionable roadmap for the development of a
dynamic and multifaceted customer interaction plan that consistently and coherently markets
IT’s delivery capabilities to its customers.

AGENDA TOPICS
A 1 day of ITMM Fundamentals education

A 1 day of discovery (covering Induction, Communication Normalization, and 4Pgs lite
Processes)

A 1fullday of Help/Service Desk best practice ITMM improvements and 1 targeted ITIL Process
A 1 day of knowledge transfer, planning, meetings/workshops with key stakeholders

A 1 day of documentation

WORKSHOP FORMAT

The Taking Aim workshop package is designed to be flexible so that is can be failored according
to the individual needs and current capabilities of an organization. Initial evaluation with project
sponsorswilllooktoidentify the near-termvalue addingtopicsthatneedtobeincludedinthe base
analysisdependingontheneedsofthebusiness.Thesessionisdeliveredasamixture ofpresentation,
discovery interviews, and interactive discussions in a relaxed but hands-on seminar style onsite.

2613 Cherry St B Denver, CO 80207 B 877.424.1029




ﬁ
5 Day ITMM - Taking Aim Y
ServiceSphere

DELIVERABLES

The aim of the workshop is to implement the beginnings of a targeted and value-adding
ITMM strategy, grafting it onto the existing IT Service Management elements, and moving one
particularly important piece forward so that it is transformed and joined to the business.

AUDIENCE

Typically the following roles are included in the 5 day ITMM Taking Aim:
e Service Desk Manager

e |IT Manager/Director

* Senior Executives e.g. Finance/Operations

e Asset/Configuration Manager

APPROACH

Key aspects and questions that will be captured and addressed throughout the 5-day ITMM
Taking Aim project will include a combination of the following:

What is ITMM and the business ?
* Awareness of IT as an internal IT Service Provider
* Awareness of what IT does and does not do
* Awareness of what IT can do
e Understanding of the importance of an active relationship between IT and its customers
* Awareness of what the users need to be prepared for and what role they play
¢ Understanding of the managed entry points to IT (requests, issues, concerns, outages)
*  Whatis IT Marketing Management — an introductory overview
* Value of ITMM
¢ How to generate and identify ROI for IT as a Service Provider
e Communication of the ITMM project to IT and business

Mapping of ITMM to Incident (or one predefined ITIL process)

* Incident Management (including Major Incident process)

ITMM

e |dentify and target appropriate stakeholders and leaders within IT for ownership of the
message
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Baseline of the current business situation
(how well, how fast)

¢ Objective review of metrics, availability, delivery time, response time, volumes
e Subjective analysis and sampling via workshops and interviews (done by outside provider)

e Surveys utilizing traditional and social media approaches capturing real-time customer
feedback

* |dentification of appropriate stakeholders and leaders within [T for the message
¢ Service Catalog as it exists today covering what we do in target audience language
e Analysis of current brand and identity of IT as an internal Service Provider

Communications Plan

e  Whatis the message? Based on current baseline:

. To whom

. By whom

. How

. When and how often
. Why are we doing it

* Determine what’s in it for the target audience
¢ Development of a clear and consistent top to bottom message
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