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What is ITIL?

IT Infrastructure Library (ITIL) T a framework
Adopts a process driven approach

Service Management concept, consisting of closely related
and highly integrated processes.

Use of people and products effectively, efficiently, and
economically to deliver high quality service.
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What are the benefits of ITIL?

Higher perceived (and actual) quality

Competitive advantage

Improved customer demand for services

Increased market share

Increased focus on producing a quality product/service

Emphasizing continuous improvement!




Plan, Execute, and Deliver

A Implementation targets are identified and prioritized.

A Create an Operational Plan.
d Plan for the reengineering of current work/incident flows.
0 Introduce workflow diagramming concepts.

d Schematics for Incident/Change/Asset Management are
developed.

d Tactical and strategic goals are set for staff and reflected in each
performance cycle.

A Execute the Plan
d How will you measure success?
d How do you sustain the momentum?
d How do keep the program evergreen?
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Asset Management maintains an irventory of egquipment and controls the acquisition,
maintenance and decormmissioning process for all 1T assets housed inthe Main Data
Center.

Command Center O perations employs best practice to provide operational support for
high awvailability mainframe and midrange systems, high speed and impact printing, and
ancillary support functions associated with the integrity of the University's Admini strative
Systems.

Customer Service performs password resets, report distribution, and m edia
management for offsite recovery services.

Enterprise Automation monitors systems, devices, hardware and applications far 1T
problems and proactively and interactively notifies | T staff of system failures before
clients are impacted. M ew technologies (e. SAMN) are also included in the sautomation
strateoy.

Facilities Management conducts regular weekly safety and housekeeping inspections,
and identifies and documents problems and hazards with corrective actions, for the kMain
Data Certer.

Quality Managem ent invokes Total Quality Managerment (TCIMY fOCcUsing on process
and regulatory compliance while insuring the continuous improvement of services.
Specific to this group are quarterly audits of processes, reduction of product and service
cost through re-engineering.

Special Services insures that processes are consistertly implemented and maintained
through the use of FTYL (Information Technology Infrastructure Library) bhest practices.
Specific to this group are Incident, Problem, Change, Mew Services introduction, ketrics
and Reporting .
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December 2004

June 2005 . .
Assessment Begins Organizational Restructuring CO.”“”“e maturing —
| Incident/Problem Mgt program |
l l l
April 2005 August 2005 . . January 2006
Begin Preparation Incident Management in Production Change Planning Begins
Final organization restructuring
Continue maturing Change Programp June 2007
November 2006 December 2006 Data Center Lock Down
Performance Mgr  Multiple Change Processes Mainframe Ph 2 Auto
March 2006 Aug/Sept 2006 II\EA\?er(r:\rt]/'l\:\grr:ng(r)n7ent Automation in Production
1stChange Process in Production. Staff attains ITIL Foundations Cert 9

. o Matured rem nsol lution in pl
Mainframe Phase 1 Automation in place atured remote console solutio place
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Peopl e Management 1 .n t

Assess if you have the right people with the right (or potential to grow)
skill sets.

Educate the staff so they are comfortable with the ITIL methodology.
Organize the functions as a team.

Know what the business problem i
Invest time to support your staff and guide the transition.

Provide clear performance goals as incentive for employees to invest in
the strategy.
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Soal ‘Project S Respoonsibili by Expeected Resuults S Timefrrame
7 Atend education as direched by
rran adgerment to Farmiliarize saff e mber

B dive participation inthe irmplementaton of BhaZ Endterpriss mith auto rration and spoecific tool=s .
autormation tool=s to stre armline curmre nt ok activiie = and - Identfvw one gquantifiakle atorr@aton ar
allovw additional =ervices o be azzimilated into Comporber proce=z re-endine ering opportunity in the
D perations. Feduce owverall oycle time to deliver O perations department eaclh rroralr, wia Tormal
=Ervices. =ibmis=ion process upon approwval mork

mith a==signed manager to e =2cute =ame
and calculate owerall reduction in owvcle
tirme and dollar sawWngs.

7 ootive Iy participate in BlC Enterpd ==
Lot rration and other re-engine ering and
aubo rmration programes as reque sted.

P rofe ==ional Staff D eveloprment - Identify arcaszs of =elf education [Nle kb
==rninars, vendor prezentations, etc.]to
=upp lerment job =kills | vuors vtk manager
to obtain approwal.

7 Atend training as dezignated by
rranadgerment as criticalto either personal
or departrme nial deweloprment .

- ket OLL deadline = az establizhed by
rranadgermentdroject managers for sk
ba==d [e . monthlvtraining, Satus
reports, ebc ] and projed based activties;
Fthey cannot be met, camrmunicate ta
applicable ==nior =o alke mate
resourcdngdgel anning can be done.

- Tradck daily and project activitiez in a
proactwe rranner o minirmias or negate
the armount of regquire d manadg erme ot fo llavw
up to inzure vuork iz completed on
==hedule .

- [l naders onlyl Dewslop =hatedic plan
for FY"05, with appropriate approvals, in
woulr area of respon=sbiliby by by 30,
2007 . Thi= includes strat= gic milestone =
throughout the fizcal wear.

7 ALL changes are to hawe a change

Irmplementation of core procesz=== iz keyvto =ucos ==hul rran aderment record voith appropriate
manaderment of the Enterprize. Ldively participate in the approwvals [azs rolled out v’ FRermedy
continued propagation oore proces= rmieth odology indo prograrri].

Cormputer Operations uiilizing the Remedytoolzet: Indd ent, - ALL inddents: areto hawe an incide nt
P rablerm, Change, FRoot Cau s, 0 ==et anage ment. [problem] managerment re cond itk

appropriate detail.

7 Execute neceszaryiaszks in support of
b==et hanage ment, root cau=e, and other
dizciplines in =mupport of the ITIL
methodologies .

- Fermedy iickets =ubject to audit for
accuracy, darity, cormp leteness. This
indude=, bt iz not exdusive to, log ging




Cluality Azsur Analyst
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Cuality Assur Analyst
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Cuality Assur Analyst
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Cluality Azsur Analyst
Cuality Assur Analyst
Cluality Assur Analyst
Cluality Assur Analyst
Cuality Assur Analyst
Cluality Azsur Analyst
Cuality Assur Analyst
Cluality Assur Analyst

Career DeyITIL Foundation
Current Sk Dell Cert
Career Den[T Auditing

Training Sample

First
First
Second

Current 3k Dealing with Change Second
Current 3k Project Management Second

Current Sk Sharepoint Training

Current Sk SPIA

Current 3k Strengths Training
Current Sk1A Role in Info Sec
Current SKITIL3.0

Current SkPCI1.1 Standards
Current 3k PCI Compliance

second
Second
Second
Second
Second
second
Third

Current Sk Mot Syst far Info Bus Third
Current 3k Assuring PCI Campliz Third

Current SkVisa ITIL Initiatives

Third

Current 3k Managing Intemal Au Third
Current 3k Preventing Unwanted Third
Current Sk Give 'Em the Pickle Faurth
Current 3k Unix/Linux Audting — Faurth
Current 3k Accelerating [TIL Delr Faurth

3 Completed Off Campus

1 Completed On Campus

3 Completed Off Campus

1 Completed On Campus

2 Completed On Campus
0.5 Completed On Campus
0.25 Completed On Campus

1 Completed On Campus
0.5 Completed On Campus
0.5 Completed On Campus
0.5 Completed On Campus
0.25 Completed On Campus
(.25 Completed On Campus
0.25 Completed On Campus
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355 Price includes certification st
555 Ornline training and cert
355 150 prep
0 Ma charge/SEQ sponsored 9143,
0 AIT hasting/initial class cancelled pending re
0 Mo charge/department sponsored.
0 Internal presentation/training
0 Ma charge/SEQ sponsored 9143,
555 Webcast - Inst of Internal Auditors
0 Webinar
0 Webinar
I
I
I
I
B
I
[/ On site film bazed training obtained from HR
I
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Process Management 1| n

Develop a structured method to handle repeatable tasks and
predictable outcomes.

Analyze issues.
Understand solutions and choose the proper remediation method.

Take proactive measures.
Easily ascertain when an anomaly exists BEFORE the customer does.
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