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Service-related roles, with V2, VeriSM Professional
SIAM, Agile ADapT
SIAM Community

Thirty years working in IT ? ITIL 4 Master, ITIL V3 &
o

the battle scars to prove it

Champion

DaVid Ba rrow Committee member for [a-y Mentor for the BCS and

the BCS, BSI and ISO Reed Women In
Va I ue CO'Creator talking all things Technology Programme

Service Management

Based Communities of Value in Organisations
Practice with ITIL 4

Co-Creator of Value- % Author of 'Co-Creating
G
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IT's not just IT

The Value of Knowledge Value Co-Creation

The Value of Reporting Peeking under the cover The Value of One Language



IT's not just IT

A brief history of 'professions’

2.8 Million years

Toolmakers

@ T &

500,000 years

Tailors &
Seamstresses

26,000 years

Ceramicists

Do we co-create value?
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100 years

Information
Technology
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IT's not just IT

The secret sauce?

WEINZ

KETCHUP

AUX TOMATES
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Where to start?

=
Ac

J

Gareth Jones
Business Analyst

“To me, the definition of value is
the importance, relevance,

and strength of my relationships, my
family and friends plus
my physical and mental state.”

What does VALUE mean to YOU?
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Where to start?

Focus on Value | Start where you are

Align your values v Take stock & assess

Holistic Vision . > Collaborate

Align values & your destination to Win hearts with value alignment &

Co-Creating value takes time.

Thece are Fnternrice icciiece not itict IT



ORGANISATION

STRATEGY

Communication of
the organisational
strategy

INNOVATION

Clear strategy =
opportunity to
innovate

BENEFIT

This is all of us, not
just IT

Value Co-Creation - Outside In

EMPLOYEE

CULTURE

Employees are
attracted to your
culture

OPPORTUNITY

Employees stay
for opportunity

IRUST

Work, life, training,

empowerment

PARTNERS

Commercial &
Cultural

CO-OPERATION

Treat suppliers
likes partners

MEASUREMENT

Hold yourself to
the same level of
account

PARTNERSHIP

B[] Service Management &

TRUST
Trust works both

ways

PRODUCTS

Your products are
a portal into your
values

SERVICE

Every product is a
service, & each
service an experience
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Value Co-Creation - Together

% Form a community (COP)

=9 Co-Create a charter

@ Lift people out of the fire EEEEXX.

/N N R N N N A O B A I

G Keep it simple and practical
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Value Co-Creation — A Charter

O
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The Value of Knowledge
5

Digestible Sustainable Relevant Accessible

IT’s all about Service

Knowledge Families Reuse or retire Multichannel
Enable proof of concept & Knowledge for the Utilise impactors & Measure engagement, &
capture lessons learned enterprise influencers to measure usefulness

knowledge




The Value of Reporting

Availability

A 9999 %

4.5 minutes lost this month

MTTR

¥ 126 mins

From 135 mins, prior month

ASA

440 secs P
Average Speed of Answer

Incidents

V¥ 4870

A 5% reduction

Failed Change

VY 6%

6 of this months 100 changes

Customer Satisfaction

472% P
< 3/4 of customers are happy

with service

Service Management &
IT Asset Management




Digital Services that enable your productivity

Are digital services enabling your productivity?

Would you
recommend

the Digital Service
(?

Service Desk

Time to answer
First Call Resolution
Time to resolve

How happy are you
with the PC / Laptop
provided to you?

Procurement Policy

Start-Up time
Appropriateness
Incidents raised

Chartered

for IT

Experience
XLA Question

XLA Indicators

How would you rate <

the business
application you
primarily use?

Service Design

Availability < SLA / KPI
Productivity Measure

Supportability

Enterprise
View
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The Value of Reporting
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'Peeking’ under the cover

Outside - In

But....It's not broken

m Low hanging fruit % Relationships

(4

L/ +
T N
’_» % Tech & non tech skills Fragile Services

¢
"N

Service Quality Manager
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The Value of One Language

No Stupid questions _ Measure Use

Evolve & Own Appropriate & Relatable

Co-Create real value by embedding your language across your enterprise
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coPp,

s YOU'REGONNACOPIT

DEVOPS

VS | \

Friday 30th June 2023 4-5pm (UK)

"'S M '@ AcENDA
o " WHAT VALUE MEANS TO ME &

ﬂNM\S‘
ALL YOU EVER WANTED TO KNOW

SPECIAL GUEST SPEAKER: DARREN MUNSEY ABOUT ALLYSHIP
WEDNESDAY MARCH 1ST 2PM UK - BUT NEVER DARED ASK

Register your interest at: https://tinyurl.com/WITITSMCOP

DRIVING HOME FOR

L]
wal

|IIIIIIIlIII!!!I“IIIIII[ II!!!I“"III" IIIIII| COP'MAS

A PROBLEM SHARED IS'A PROBLEM

David Barrow, Gareth Jones, Jean-Paul Bourdais
23-11-22 14:00 UK

?’e .e\,e'e\l'e,(
q 21

wi

Agenda Consistency Celebrations Global Visibility
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Education

Allyship



Let’s build this together

Use code ‘DBDB'’ for
10% off your purchase

- (S Tebo:
Co-creating value MI’E!
in organizations

with ITIL 4:

A guide for consultants,
executives and managers

David Barrow

@ David@solsevenstudio.com &3
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lan Aitchison

Enterprise Digital Podcast co-host

"The community puts
the 'Co' into
co-creating value.”



mailto:David@solsevenstudio.com

Agenda, Q&A, Polls, Feedback

Conference App:
Agenda, Q&A, Polls, Feedback

slido.com #1459 812
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