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Content

Engagement methodology

ISO 20000 processes

The survey’s

Survey processing

Agreeing on the priority order

Presenting observations and recommendations

Define phases based on priority and recommendations.
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Solution methodology
People

Roles, teams & functions

Skill requirements

Job descriptions

Performance indicators

Staffing levels

Resource acquisition

Training curriculum

Staff training

Process
Policies and governance

Process design

Detailed workflows

Technology and information 
requirements

Workflow implementation

Procedures

Information
Information requirements 
(WP’s and WP Content)

Data model

Information flows

Interfaces and integration

Measurements

Reports

Technology
ITSM architecture

Tool installation

Development environments

Customisation and integration

Testing

Deployment

IBM
Service 

Management
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5 step Engagement methodology
CIO Sponsorship needed

1. Define processes in scope
– the processes in scope for ISO 20000 is typically a good start, see next page.

2. 4 group interviews with 2-3 hours with each group – 2 days onsite
- each interview covering 3-6 processes
- every interviewee to fill in 2 surveys

3. Interview no. 5 with the CIO on the last day,
- gives possibility to immediately hint key findings

4. Allow one to two weeks of internal IBM processing and preparation of the executive 
presentation

5. 3 hour executive presentation (CIO to decide audience) – presentation will cover:

Observations & Recommendations per process in scope 

High level plan / phases 
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ISO 20000 processes
1. Incident Management

2. Problem Management

3. Change Management

4. Configuration Management

5. Release Management

6. Service Level Management

7. Financial Management

8. Capacity Management

9. Security Management

10. IT Service Continuity and Availability Management

11. Supplier Relationship

12. Customer Satisfaction

13. Stakeholder Requirements
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The quick survey “Importance vs. ability”

Anonymous

Low complexity – brief definitions

Simple 1-5 ratings

No introduction

Quick, shoot from the hip

Provides a snapshot in time.
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Importance vs. ability

Ability

Importance

Importance low / ability high

Importance high / ability low

Importance High / Ability high

Importance low / ability low

Bureaucracy &
lack of business understanding

motivated to change

focus on continuous 
improvement to keep position

indications of resignation
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Incident
Service

Desk

Priorities

Ability

Knowledge

Change

SLMProblem

Asset

Config
Release

Availability
Performance

Security
Portfolio

Storage

Importance

PRIORITY
1. Incident

4. Knowledge
5. Change

7. Performance

and Service Desk
2. Service Level Management
3. Asset Management

and Problem
and Config

6. Release
and Availability

8. Security
9. Storage
10. Portfolio
11. Strategy 

Problem and Knowledge Strategy
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Low hanging fruit

Dependencies

Priorities

Ability

Importance

PRIORITY
1. Incident

4. Knowledge
5. Change

7. Performance

and Service Desk
2. Service Level Management
3. Asset Management

and Problem
and Config

6. Release
and Availability

8. Security
9. Storage
10. Portfolio
11. Strategy 

Problem and Knowledge
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1. Change and Config
2. Release
3. Incident and Service Desk
4. Service Level Mgt - part1 "tactical“

5. Problem and Knowledge
6. Asset Management
7. Portfolio
8. Performance and Availability

9. SLM - part2 "business alignment“

Priorities

Suggested PRIORITYPRIORITY
1. Incident

4. Knowledge
5. Change

7. Performance

and Service Desk
2. Service Level Management
3. Asset Management

and Problem
and Config

6. Release
and Availability

8. Security
9. Storage
10. Portfolio
11. Strategy 

Problem and Knowledge

Strategy - Security – Storage
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Presenting observations and recommendations

Observations
……
……

Recommendations
• ……
• ……

The agreed order then drives the presentation of observations and recommendations for each of 
the processes

Suggested PRIORITY
1. Change and Config
2. Release
3. Incident and Service Desk
4. Service Level Mgt - part1 "tactical“

5. Problem and Knowledge
6. Asset Management
7. Portfolio
8. Performance and Availability

9. SLM - part2 "business alignment“

Strategy - Security – Storage
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Priorities drives the Phases

time

Phase 1

Phase 2

Phase 3

Phase 4

Suggested PRIORITY
Strategy - Security – Storage

1. Incident and Service Desk
2. Service Level Mgt - part1 "tactical“

3. Problem and Knowledge
4. Change and Config
5. Release
6. Asset Management
7. Portfolio
8. Performance and Availability

9. SLM - part2 "business alignment“
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