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1. Introduction

e Keys to IT Service Management and Effective Transition of Services

(KISMET) is a research project funded by TEKES ERDF and industrial
partners.

e The goal of the KISMET is to

1. Examine the transition of IT services and service management
processes

2. Enhance the knowledge sharing on IT service management
procedures, methods and concepts both in IT service provider
organizations and IT customer organizations

3. Provide organizations a discussion forum to share experiences in
IT service management

Process descriptions  Master’s theses  Research papers
Templates for ITSM records Reports  Metrics

RESULTS

\/ ITSM workshops and trainings
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1. Introduction
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1. Introduction

e Many IT service provider organizations
have difficulties in implementing IT
service management processes

= Expected benefits: cost savings €€€€€In IT
support, increased customer satisfaction,
faster resolution of requests, more
customers due to certified processes

IT Infrastructure Library V2

~fa 0 —03 T M =— [ =l |

Application Management

ISO/IEC 20 000

Service Delivery Processes

; ; Information Security
Copacity Monagement Service Level Manogement Manogement
Service Continuity ond Service Reporting Budgefing and

Availability i S——— Accounting
Management for IT services
Control Pmcesses
Configerotion Monaogement

Release “a (honge Management T Relationship

Process Resolution Processes

Processes Busziness Felationship
Feleaze Management Monagement

Incident Monogement
Supplier Monagement

Problem Management

IT Infrastructure Library v3

Service Strategy

Service Design

Service Transition

-.2(

Juswanosduw | 32IAISS [ENUIIUOD




2. Research Methods
Keys to IT Service Management Excellence Technique (KISMET) model

1.Create a process
iImprovement
infrastructure

2. Perform a
process
assessment

3. Plan process
iImprovement

actions 7. Continuous

process

4.1mprove/ iImprovement

Implement the
process

5. Deploy and
introduce the
process

6. Evaluate
process
iImprovement

" EASTERN FINLAND

Case Study

Method

Action
Research
Method

Documentation ( process
descriptions, service catalogue

= Archives (incident, problem, RFC
and

service request records)

= Interviews/discussions (discussions
In work meetings,coffee table
discussions, process manager
Interviews)

= Participative observation (field
Visits, process improvement meetings
and workshops)

= Physical artefacts (Service desk
tools, intranet)
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3. Challenges in Implementing IT Service
Management Systems

e Three case studies on Implementing IT Service Management
Systems

— Tieto Finland, Energy
— Finnish Tax Administration
— Istekki

= Case organizations are members of the KISMET project

N
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3.1.Tieto Finland, Energy ‘a

e Case type: IT service provider .
e Number of employees: 17000 in Tieto Corporation K\\
e Improvement target:

— Incident & Release management

— Service level management
= Core business:

— Provide customer data management and billing solutions for energy
companies

N
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3.1.1. IT service management tool
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B9 Edit case - 151324, Te sis - Viitesuoritusten purku keskeytyi

Use case: [AII cases

3

Identificatian \\‘ Details \ Change order\Testing \ Deli\rer\,r\ Open cases \Aﬁachments \ Related cases\

i | ]

4

Case id: 151324 | *Status: [y -]
*Title: |Te sis - Wiitesuoritusten purku keskeywﬂ |
Custamer; |TietnEnat0r Forest & Energy Oy | D *Faund by |Tanskanen Kirsi | D
“Type: Prablern - Priatity: 1 - Urgent ~|
*Product: |F0rum '|[__J Component: |Maksunvalvunta ']
Wersian [FO =5 ']

Description: Eréityd keskeytyi, :
Lokilla virheilmaitus :cannat find fhee_n I
ajotunniste 87TE2854183

Solution: |~

Act. dateftime Action Dione by Assigned to Status CWY| access | Actiu...l | Edit... |

Delete |

acton =] (_case + | [][&]

Close

Help

ja
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3.1.2 Challenges

= Priorization of incidents does not work

e Lack of Service Level Agreements

= Information sharing on delayed incident resolutions
« High number of open incidents

e Poor transparency of the second-line support and the third-line
support activities

How to provide
customers more
detailed information
about the progress
of the resolution?

We don’t have
enough resources to
fix all the open
cases. Could a
customer prioritize
cases?

N
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3 . 1 . 3 . SO I uti O nS Service levels for service requests

Priority Reaction time Resolution time

Cntical
High
Medium
Low

e Priorization of incidents

e Solution: Clarify rules how to use priority coding system. Discuss
the priority codes with customers. Monitor that the rules are
followed.

e Lack of Service Level Agreements

= Solution: Implement SLA rules and conduct a SLA pilot with one
customer

Yieinen | Saénnét | Info | Litetiedostot 0

Reaction time rules Example: Priority Level

S Status Reaction time Med. reaction time

Rule _@J@H& b |, LTS EE’SI‘I!ET‘:'ET-I‘IJ?WI'I (U SEnaVAUS], | pvas Yastanka SLA Warni ng alert 3 hours
_Efv‘ Prio 2 |Avoin, Avoin (udelleenavaus), Prosessissa, SR an...|5 paivad Days .S LA B reaCh a| e rt 4 hO urs
= Frio 3 Syoin, Awvoin (uudelisenavaus), Pro®essisss, YVasta. .. 14 parvsd
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3.2. Finnish Tax Administration

= Case type: Government agency
e Number of employees: 5700
e Improvement target:

— Service desk and incident management

— Problem management
e Core business:

— We will ensure the tax revenue by providing proactive
guidance and good service as well as by conducting credible
tax control.

— Our customers can contribute to their
tax issues with as little cost and inconvenience as possible.

’
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3.2.1. IT service management tool
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3.2.2. Challenges

= Lack of Configuration Management Database (CMDB).
= Classification of support requests difficult for customers

= The interface between incident management and problem
management

= |dentification of repeating incidents from the service desk system.

Why customers have
to classify support
requests? It is a
service desk
worker’s task

How can | relate this
request to the tax
card application’s

internal module?

’ | S —
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3.2.3 Solutions

e Lack of Configuration Management Database (CMDB).

= Solution: Create classification schema for configuration items.
Validate classification with real service desk cases.

Family: Application — Class: Tax application — Name:Tax card in web

SErS A
| | |

Axpmir” i

IHC 'r] YES »

mully

Hérdwiirg. s

'
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3.2.2. Solutions

e Interface between incident management and problem
management + Identification of repeating incidents

= Solution: Design and deploy the problem record.
Incident
Incident

File ~ |!iew v |ﬂctiuities v |Sgarch v |Eindow v |ﬂe|p © |@J@| I ncide nt
Save Problem
Create New Problem 6134 [ Save ][ Create Change Order ] [ Cancel ][ Reset ][ Quick Profile ][ Use Template

Logged in as: Heikkinen, Paula { Log Out)

" —— Incident

Priority*

|1 - Critical 'l

@ affected End User* Problem Area @ status

IHeikkinen, Paula IlZD Sovellukset ja tuki IlD - New

Change in program code

Reported By 2] Assignee 2] Group @A Configuration Item need ed?
Heikkinen, Paula [Heikkinen, Padla [PALVELUI Managerit | As1 '
Severity Urgency Impact Active?

|<empty> | Im 3-Single Group =] TES

Charge Back ID B call Back Date/Time Closure Code

l— |<empty> = l—

@ change @ caused by Change Order

—— 1 [ 1]

[« Summary Information

Summary Total Activity Time .
o0:00:00 Details about problem/defect

|Sove|lus wT] ei aukea, tulee ilmoitus "cxdx yyy"

Description [ Spelling ][ Search Knowledge ] Timer

Sovellus ¥T1 ei aukea, tulee ilmoitus "cxdx yyy" (created from W ;I |DD:05:41
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Customers of Istekki

3.3. IstekKi
S Northern Savo
Kuopio City Healthcare
. . District
e Case type: IT service provider ISHHe
= Number of employees: 170 Culture and freetime Hea||_th0<'f1re
: Technical application
e Improvement target: _ -
P _ J infrastructure SErvices
— Incident management Emergency center
— Change management Information
systems

e Core business:

— ICT services (IT maintenance and support services, server and data
center services, network and telecommunication services, ICT
acquisition services, IT consulting, project and introduction services)

— Healthcare technology services

N
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3.3.1. IT service management tool
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3.3.2. Challenges

= No reports implemented for change management
= Evaluation of changes is not visible
« Incidents may remain unresolved for several months

< Employees do not understand the difference between incidents,
service requests and problems

| cannot find

rationale (business
justification) for this
change?

We have a change
record but why
people are not using
it?

N
UNIVERSITY O
\’ EASTERN FINLAND 2.3.2012 20



3.3.3. Solutions

= No reports implemented for change management
« Solution: Implement the following change management reports
— Number of change requests (by service area)
— Number of major changes
— Change throughput time
= Evaluation of changes is not visible
« Solution: Add new datafields to the change record in the ITSM tool

— Reason for change as a separate field
— Post-implementation review of change

EASTERN FINLAND
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4. Conclusion

e |_essons learnt from three cases:

— Use real examples in ITSM trainings Collect 10 concrete examples of
each ITIL concept (incident, service request, problem, RFC)

— Classification: Pay attention to classification of support requests
= Service area: Application services
= Configuration item: Application — Tax applications - Tax card in web
= Support request type: Incident

— Proactive support: Aim at proactive IT service support (problem
management is the key) instead of reactive one

— Priorization: Check whether priority rules are followed on 1st, 2nd
and 3rd support levels and prepare for SLAs
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Thank you!!!
Questions, comments?

Marko Jantti, PhD.
(marko.jantti@uef.fi)
School of Computing,
Kuopio campus
Software Engineering Research
Unit, KISMET project
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