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1
 Cathy A. Kirch, Allstate Insurance CompanyKevin Pugh, Allstate Insurance Company
 Session 54: Become an ITIL® Rock Star
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 Speaker Bio’s
 Cathy A. Kirch • ITIL Expert, Service
 Manager, all V2 Practitioner, Service Catalog and V3 CSI designations
 • Process Owner Enterprise Release Mgmt.
 • Practicing Service Management implementation and Operations since 2004
 • Treasurer, Chicagoland itSMF LIG
 • Past positions of System Engineer, Application designer and developer, DB network specialist, Program/Project manager
 Kevin Pugh• ITIL Expert, Service
 Manager, all V2 Practitioner and V3 Service Operations designations
 • Process Owner Enterprise Problem Mgmt.
 • Practicing Service Management implementation and Operations since 2004
 • Masters in Management and Organization Development
 • Past positions in Operations, Finance Procurement, Client
 Management
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 • The Allstate Corporation is the nation’s largest publicly held personal lines insurer.
 • A fortune 100 company with $132.7 billion in assets.
 • Allstate sells 13 major lines of insurance, including auto, property, life and commercial. Allstate also offers retirement and investment products and banking services.
 • Allstate is widely known through the “You’re In Good Hands With Allstate®” slogan.
 • The Allstate Corporation encompasses more than 70,000 professionals with technology operations located around the globe.
 • Allstate is reinventing protection and retirement to help individuals in approximately 17 million households protect what they have today and better prepare for tomorrow.
 Allstate Insurance at a Glance
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 Allstate Insurance at a Glance
 Allstate’s Technology Environment
 • High-Speed Networking• Integration Architecture• J2EE and .Net• Large Scale Networks• Message Brokering• Performance Management• Rich Media Management• Service Oriented Architecture• Unix, Windows and Mainframe platforms• Web Content Management• Web Services
 • Advanced Analytics• Business Process Management• Capacity Planning• Data Warehousing• Document Imaging• Enterprise Content Management• Enterprise Databases• Enterprise Information Integration• ETL (Extract, Transform, Load) Tools• Financial Applications• High-Availability and Disaster Recovery
 • Multiple operating systems • Multiple technology platforms • Multiple database systems
 • 4,000+ IT professionals• 5,000+ software applications• 100,000+ desktop computers supported
 Applications and Services
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 Content
 • IT Service Management program• The balanced scorecard• ITIL V3 Lifecycle & the balanced scorecard• Conclusion
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 Easier NavigationWhere do we go
 for what we need?
 IT Service Management at Allstate
 Lower CostWhere is the value?
 Increase Speed Can we deliver faster?
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 •Current State assessment •Processes Behind the Process created•Training council formed•Trained 3 ITIL Service Mgrs •Initial CobiT mapping•1st IT Project Mgmt Office created •V2 Roadmap created•Maturity Approach & Metrics Defined
 Year 1ITSM COE
 Year 3
 •SLM/IM deliver Standard Prioritization Schema •Change Reaches ML Defined & Documented•Chg & CFG integrate for Status Accounting•Trained 2 ITIL Service Mgrs•Process Metrics pursued
 Year 2
 •Create Process with Compliance Built-in•Standard Documentation•Allstate Financial Assessment & Enrollment Process Mgmt teams created• Maturity Levels established•Trained 2 ITIL Service Mgrs•Process Metric approach defined
 ITSM COEITSM COE Formed
 IT Service Management at Allstate
 Year 4 Year 5 Year 6ITSM PSE Availability & BSM align ITSM @ Allstate
 •Operational Approach•ITIL Practitioner of the Year•Allstate becomes a Practitioning Company• Applications Enrollment Change •Tool Evaluation•IM PM Integration using 6 Sigma•Introduced ITIL V3•Trained 3 ITIL Service Mgrs•Process Metrics pursued
 •ITIL Project of the Year •Allstate Technology & Operations Goal to implement ITSM•SM Tool replacement•New Metrics defined•ITIL Adoption assessmentBig year in E&T across the organization•Processes assessed metrics provided of the journey/program
 •Centralized efforts•IT AVP receives Case Study of the Year award•Enrollment projects•Gap closure projects• E&T across the organization•12 ITIL Service Mgrs bridged to ITIL Expert•Service Providers training in ITIL 101
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 • During 2010 Process Owners were brought back together as one team.• IT Service Management was defined as a job family, consisting of Service Managers, Process Owners and Process Analysts
 Year 7
 ITSM @ Allstate
 •Availability # 1•Kickoff Event, Release •IM, PM Internal Audit •External Review•Metrics that matter•V3 Intermediate Training•Application Mgmt launches
 IT Service Management at Allstate
 Active Processes: • Incident • Change• Problem • Configuration
 Check
 Governance
 Continuous Improvement
 Check
 Governance
 Continuous Improvement
 The
 BusIness
 The
 Technology
 Planning to Implement Service Management
 Applications Management
 The BusinessPerspective
 ICTInfrastructureManagement
 ServiceSupport
 ServiceDelivery
 SecurityManagement
 Startup Processes:
 • Request• Release• Event
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 IT Service Management at Allstate
 Our ITIL Vision• To support common process across Allstate by enterprise-wide adoption of the ITIL framework
 Benefits for the organization:• Common roles and responsibilities across the enterprise• Common process language and repeatable procedures - reduce the
 learning curve from one area to another• Increased visibility into change activities and reduce collisions• Recording of authorized changes to aid resolution that improve
 Incident activities• Faster mean time to repair • Support metrics that allows for continued improvement• Compliance with regulatory requirements (i.e. SOX)• Common repository for approved changes and reporting
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 Content
 • IT Service Management program
 • The Balanced Scorecard• ITIL V3 Lifecycle & the balanced scorecard• Conclusion
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 Financial
 Internal BusinessProcess
 Learning andGrowth
 Customer
 Vision &Strategy
 “To succeed financially, how should we appear to our shareholders?”
 Obj
 ectiv
 esM
 easu
 res
 Targ
 ets
 Initi
 ativ
 es
 “To satisfy our shareholders and customers, what business processes must we excel at?”
 Obj
 ectiv
 esM
 easu
 res
 Targ
 ets
 Initi
 ativ
 es
 “To achieve our vision, how will we sustain our ability to change and improve?”
 Obj
 ectiv
 esM
 easu
 res
 Targ
 ets
 Initi
 ativ
 es
 “To achieve our vision, how should we appear to our customers?”
 Obj
 ectiv
 esM
 easu
 res
 Targ
 ets
 Initi
 ativ
 es
 The Balanced Scorecard
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 The IT Balanced Scorecard
 • Financial = Value • Customer = User• Internal Business
 Processes = Operational
 • Learning & Growth = Future• Vision & Strategy =
 ITSM
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 ITIL-ized Scorecard of ITSM
 • Perspective is the same - Value; User; Operational Excellence; Future
 • The four objectives are ITIL CSFs– Achieve process excellence (Change Management)
 • The measures of the objectives are ITIL KPIs– Reduction in the number of unauthorized changes
 • Think about a mix of leading and lagging measures• Get a mix of compliance, performance, quality and
 value
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 IT Balanced Scorecard• Compliance - are they opening
 change records?
 • Performance - are they opening tickets with the right performance?
 • Quality – Customer Satisfaction how many changes are causing incidents?
 • Value ($) - increased availability you are enabling business processes
 • The IT Scorecard will change with process maturity
 Value
 Quality
 Performance
 Effe
 ctiv
 enes
 sTime
 Are we on or off course?
 Compliance
 Impro
 vemen
 ts (C
 SI)Can we predict our value?
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 Content
 • IT Service Management program• The balanced scorecard
 • ITIL V3 Lifecycle & the balanced scorecard
 • Conclusion
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 ITSM Metrics JourneyStepping up: Process, Lifecycle, Program
 • Starting with the process level (four quadrants) you have a scorecard
 • Move up to a Lifecycle (four quadrants) you have a scorecard
 • Finally moving to IT Service Management across the lifecycle (four quadrants) you have a scorecard
 Compliance
 Performance
 Quality
 Value
 Process
 LifecycleCompliance
 Performance
 Quality
 Value
 Compliance
 Performance
 Quality
 Value
 Program
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 ITIL V3 Lifecycle & ITSM Balanced Scorecard- Service Strategy
 ComplianceAccuracy & completeness of service design package
 Performance% improved services %improved reliability MTBF
 % decrease
 Quality Provisioning costs against benchmarks external sources
 Value % of planned investments to actual investments
 Requirements: Strategy Generation, and Demand Mgmt.
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 ITIL V3 Lifecycle & ITSM Balanced Scorecard - Service Design
 Compliance% of service design requirements produced on time and in budget
 Performance% of requirements produced on time & within budget
 QualityAccuracy of SLA(s), OLA(s) and contracts to support
 Value% accuracy of the cost estimate of the whole SD phase
 To design appropriate and innovative IT Services, including their architectures, processes, policies and documentation , to meet current and future agreed business requirements.Service Catalog, SLM, Availability, Capacity, ISM, ITSC Mgmt.
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 ITIL V3 Lifecycle & ITSM Balanced Scorecard - Service Transition
 Value# of changes that impacted availability, ability to respond to business changes, reduced incidents caused by education
 Performance% of Changes meeting lead time by category, % of changes delivered on time
 Compliance% of Changes not following the process, # of releases by area as a ratio of changes performed
 Quality # of Incidents caused by Change
 % of changes backed out
 Guidance for the development and improvement of capabilities for transitioning new and enhanced services into operationsChange, Release, Configuration, Knowledge Mgmt.
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 ITIL V3 Lifecycle & ITSM Balanced Scorecard - Service Operations
 Compliance% of incidents correctly assigned, categorized, processed first call
 Performance% of incidents handled within agreed response time (by SLA, impact & urgency)
 Quality Average time to close an incident or problem
 ValueAverage cost per incident
 % reduction of repeatable incidents
 Focus on the activities required to operate the services and maintain their functionality as defined in the SLA. Event, Incident, Problem, Request Fulfillment, Access Mgmt
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 ITIL V3 Lifecycle & ITSM Balanced Scorecard -Continual Service Improvement
 Performance# of improvements identified opportunities and completed over time
 Quality % improvement of risk assessment in change management which leads to less failed changes
 Compliance% of processes with defined measurement program
 Value% of implemented capabilities over time, % of reduced costs of service operations over time
 Responsible for managing improvements to IT Service Mgmt Process and IT Services across the whole Service Lifecycle.
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 Content
 • IT Service Management program• The balanced scorecard• ITIL V3 Lifecycle & the balanced scorecard
 • Conclusion
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 Conclusions
 • Approaching Value Metrics• Develop the Star within• Start at the process level-• On boarding- operations-
 compliance- value
 • Move toward the lifecycle- interface with the producers create a songbook
 • End with the ITSM level and you’ll be in the top 10 and headed to the country music awards
 Roadmap to Operational Excellence
 ManualProcesses
 BusinessOutcomes Orientation
 III. Business Integration
 Reactive Predictive
 Sporadic, Lower Value
 Sustained, Higher Value
 Process Maturity
 II. Business Alignment
 Formal IT Processes
 ServiceOrientation
 Proactive
 BasicOperations
 I. Industrialize Processes
 Current State Vision
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 Conclusion
 How to try this at home:1. Define 1 or 2 key metrics for your process2. As you progress group process metrics by
 lifecycle phase- example link incident to problem or change and release
 3. Put the lifecycle metrics into the four categories
 4. Roll up your lifecycle metrics to a program view separated in the four categories
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 Conclusion
 • Patience is a virtue that MUST be applied to IT Service Management!
 • Audience Analysis- who are the metrics for?• There is no one silver bullet- be ready to change• Value of a mix-match in your team
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 Thank you
 Contact details:
 • Become an ITIL Star• Session 54
 Cathy A. [email protected](847)402-4472
 Kevin [email protected](847)402-7272
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