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“Someone me long tir’e ago

There’s a calm before the storm
| know. And it’s been coming for some time
When it’s over so they say
It’ll bring a sunny day
| know, shining down like water
| wanna know, have you ever seen the rain?
| wanna know, have you ever seen the rain?
Coming down on a sunny day?”

- John Fogerty
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loud model promotes availability and is
posed of; five essential characteristics, t

" service models, and four deployment mode









Deployed
Applications

Operating
Systems

Networks Servers Storage

Software
as a Service

SaaS

Platform
as a Service

PaaS

Infrastructure
as a Service

laaS

control

é limited control
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ITIL v2 concentrated on Service Support
and Service Delivery

ITIL v3 has a life cycle approach

There is an emphasis shift from retro fitting
To get it right first time

Selecting a SaaS tool is a science
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Deregulation is the removal or simplification of IT ‘rules and regulations
that constrain the operation of market forces. Deregulation does not mean
elimination  of IT security or asset ownership  but eliminating or reducing
) IT control of how business is done, thereby moving toward a more
laissez-faire, free market for IT services.
It is different from liberalization, where more players enter in the market, but
continues the regulation and guarantee  of service levels and fit for purpose

IT prices.
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Why would you not

make your SaaS
offering ITIL compliant?




Certification Importance

Both should be certified
Supplier PinkVerified or similar
Same rules = same game
IT will benefit from compliance

“ o




3. How do you respond to comments
that “ITIL just gets in the way of th
agility of a SaaS platform™?

Agility must be channelled to
avoid circumventions
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« ITIL is being refreshed as we speak

- TWhich of the ITIL disCiplines are no |onger
relevant?

- Gaag is simply a means to an end

- By looking at each ITIL process ahd asking
who performs which role?

- By ensuing that the customer is involved by

the SaaS supplier

Gaas an cloud rools the world
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W can IT organizatio

ITSM can be Customer and User
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A new dicho -
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' Some companies are now (."
internally for the same custome s T
‘example, it was reported that sales fro
-line Next Directory retail catalogt
iternet arm r" 15.3‘@ ,
ke-for-like store sales fell by
, we have two sales-driven divi

g for the same customers
Nhere would you invest?
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Dumb terminals
R -

Remote Job entry

Batch +

Data Prep Agreed schedules SLAs Best Practices
Data Control Tech support Change Management ITIL / Cobit
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| am the genie of
the Cloud give me
100% availability,
fast performance
and all this 7/24
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It is obvious that traditio Je to
porting IT services have tc ch | §
an no longer work to targets tolere

or complacency ‘
_ adoptmg a 100% target for hlgh
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er 100% is not hit IT shoulc i
tigation to find out why and stop thi
t from occurring again or at least

inimizing the risk.
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Morphln

‘Morphing from - to: |
)m to Action to Strategy and Desig
k Office to IT Front Office =

mance repo?g to :Pas.eglc repc
ors to Avoidance Manager
never consulted to always cons

orr watching new services to becomi
olayers in new services
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Service Transition

Change Management

Service Asset & Configuration Management

Release & Deployment Management

Transition Planning & Support

Service Validation & Testing

Evaluation

Knowledge Management

Service Operation

Service Desk

Incident Management

Problem Management

Request Fulfilment

Access Management

Operational Activities in other Lifecycle Phases

Event Management

Technical Management

IT Operations Management

Applications Management
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* There is little doubt that
DttC
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W an exciting time for IT Service |
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ategy to enable organizations to master tk

wave of mobile support.
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The End
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