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[bookmark: _Toc247363696]Introduction
Improving service management using a framework can be intimidating. Even if the end result is worth it, it’s hard to approach a vast, sweeping list of changes and adjustments and know exactly where and how to begin. But this “boil the ocean” approach is not necessary.
It all really starts with one question: What key challenges and opportunities is your IT department facing right now? The answer to this question represents your starting point for any sort of MOF implementation, large or small. No matter whom you are or what your role is, your first step should be to assess where you are as an organization so you know your situation as you get started.
This job aid gives a detailed, step-by-step approach to seven scenarios commonly faced by service management organizations:
Scenario 1: We Need a Better Way to Reduce Costs in Service Management
Scenario 2: We Need a Better Way to Review and Fix Services and Processes
Scenario 3: We Need a Better Way to Operate and Monitor Services
Scenario 4: We Need a Better Way to Support Our Customers
Scenario 5: We Need a Better Way to Move Changes into Production
Scenario 6: We Need a Better Way to Manage Our Service Management Projects
Scenario 7: We Need a Better Way to Increase Service Management Staff Skills and Capabilities
This job aid is a companion to Getting Started with MOF 4.0: An Implementation Guide. Reading through this job aid will help you begin to approach issues from a question-based, lifecycle-oriented perspective. It will get you thinking practically about how you can meet your organization’s needs and how you can use MOF to do that. Once you have a thorough understanding of your situation, you can move on to addressing issues most pertinent to your role. This is covered in Part Two of the Getting Started guide, which discusses a role-based approach to implementing MOF.
[bookmark: _Toc247363697][bookmark: _Toc243737753]Feedback
Please direct questions and comments about this guide to satfdbk@microsoft.com.


[bookmark: _Toc247363698]Scenario 1: We Need a Better Way to Reduce Costs in Service Management
Do any of these situations apply to your organization?
Service management costs are increasing, and we are getting pressure from the business to reduce service management budgets.
We are having difficulty managing return on service management investments and justifying total cost of ownership (TCO).
We are operating outside of expected parameters with large variances from the financial plan.
Customers are dissatisfied with the cost of service management services.
[bookmark: _Toc247363699]What to Do
Here is a recommended set of activities that you need to consider:
Start by analyzing the service management cost components over the prior budgetary and upcoming budgetary periods. Identify past and future cost areas that warrant attention, and focus your efforts there.
Identify opportunities to reduce maintenance, operation, and project costs.
Identify ways to reduce costs—what, when, and by whom.
[bookmark: _Toc247363700]How to Do It
To begin to reduce costs in an organization, first identify the cost categories and types requiring the greatest expenditures. Often there are opportunities for reducing costs in each cost category (for example, hardware, software) as well as each type of cost (for example, fixed variable), so it is important to evaluate each of these. Do the following:
Identify the cost components to focus on. Use a matrix like that shown in Table 1—both for the immediate past period (for example, the last complete budgetary period) and the immediate future (for example, the next complete budgetary period). Highlight the components of cost that need no attention (green), some attention (yellow), and priority attention (red). See the MOF Glossary at http://technet.microsoft.com/en-us/library/cc543200.aspx for definitions of the terms used in this job aid.


Table 1. Cost Component Matrix 
	Past: 

	What have costs been?
	Capital: Outright purchase of fixed assists (for example,  new  server)
	Expense: Day-to-day costs of running a service: staff, electricity, maintenance, consumables
	Direct: Costs that can be directly allocated to a single customer or customer group
	Indirect: Costs that must be apportioned across all or a number of customer groups
	Fixed: Costs fixed for reasonable periods of time (salaries, depreciation, standing charges)
	Variable: Costs that vary with usage or time (overtime, electricity, etc.)
	Operational: Non-discretionary day-to-day running costs, (for example, electricity, hardware maintenance)
	Project: Discretionary costs for funding chosen initiatives

	Hardware
	Mainframes, storage, networks, PCs, portables, local servers
	
	
	
	
	
	
	
	

	Software
	Operating systems, applications, databases, monitoring and management tools
	
	
	
	
	
	
	
	

	Staffing
	Payroll, benefits, relocation costs, expenses, consultancy
	
	
	
	
	
	
	
	

	Facilities
	Offices, storage, secure areas, utilities
	
	
	
	
	
	
	
	

	Outside services
	Security services, Disaster Recovery services, outsourcing
	
	
	
	
	
	
	
	

	Transfer
	Internal charges from other cost centers within the organization
	
	
	
	
	
	
	
	




	Future:							

	What will costs be?
	Capital: Outright purchase of fixed assists  (for example, new  server)
	Expense: Day-to-day costs of running a service: staff, electricity, maintenance, consumables
	Direct: Costs that can be directly allocated to a single customer or customer  group
	Indirect: Costs that must be apportioned across all or a number of customer groups
	Fixed: Costs fixed for reasonable periods of time (salaries, depreciation, standing charges)
	Variable: Costs that vary with usage or time (overtime, electricity, etc.)
	Operational: Non-discretionary day-to-day running costs  (for example, electricity, hardware maintenance)
	Project: Discretionary costs for funding chosen initiatives

	Hardware
	Mainframes, storage, networks, PCs, portables, local servers
	
	
	
	
	
	
	
	

	Software
	Operating systems, applications, databases, monitoring and management tools
	
	
	
	
	
	
	
	

	Staffing
	Payroll, benefits, relocation costs, expenses, consultancy
	
	
	
	
	
	
	
	

	Facilities
	Offices, storage, secure areas, utilities
	
	
	
	
	
	
	
	

	Outside services
	Security services, Disaster Recovery services, outsourcing
	
	
	
	
	
	
	
	

	Transfer
	Internal charges from other cost centers within the organization
	
	
	
	
	
	
	
	





[image: ]Determine maintenance, operation, and project costs that are good candidates for cost reduction. Use the MOF Financial Management SMF, specifically the “Determine maintenance and operations costs” and “Determine project costs” activities shown in Figure 1 to further identify costs that need management.
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Figure 1. Cost assessment areas from MOF Financial Management SMF
Note   The “tear-out” figures below are actual excerpts from MOF documentation and will illustrate recommended activities going forward.



Set a cost reduction goal and identify cost reduction opportunities and actions. The following table demonstrates how each role can participate in this process.
Table 2. Cost Reduction Activities
	Service Management Director/CIO

	· Challenge your service management managers with a cost reduction goal and sponsor a cost-reduction working session with your management to identify opportunities for reducing costs and assign actions—who, what, and when.

	Service Management Manager

	· Facilitate a working session to identify opportunities for reducing costs. 
· For each cost reduction opportunity identified in steps 1 and 2 above, identify at least one specific action to take to reduce or eliminate costs in that area—who, what, and when. Do this for actual/past and future/planned expenditures. Be sure to tag each opportunity with the cost category and type associated with it.
· Scan the cost categories and types that show the most promise against the following list to identify opportunities. Ask, where can we:
Identify and eliminate unnecessary expenditures?
Substitute cheaper alternatives for necessary expenditures where equivalents are available—for example, by using Solution Accelerators?
Identify and eliminate or reduce major sources of unplanned work/rework?
Invest in increased staff, processes, and management review capability to decrease costs?
· Prioritize cost reduction opportunities as follows: Degree of difficulty to fix (5=easy, 1=hard); Positive impact of fixing (1=low, 5=high); Priority = Degree of difficulty × Positive impact
· Be sure not to leave the session without assigning who, what, and when to each cost reduction action.

	Individual Contributor

	· Provide input to or participate in the cost-reduction working session your manager facilitates. Remember, you are closest to the work and may be the one who can most clearly see where opportunities to reduce costs exist. It’s in everyone’s best interests to have resources and funds retained within the organization and available for the most valuable investments.


Applicable Assets
MOF Financial Management SMF: http://technet.microsoft.com/en-us/library/cc543324.aspx 
Solution Accelerators home page: http://technet.microsoft.com/en-us/solutionaccelerators/default.aspx


[bookmark: _Toc243220451][bookmark: _Toc247363701][bookmark: _Toc242756946][bookmark: _Toc243112669][bookmark: _Toc243123275][bookmark: _Toc243737754]Scenario 2: We Need a Better Way to Review and Fix Services and Processes
Do any of these situations apply to your organization?
We want to improve our service quality and process results, but have no idea where or how to start.
We are taking steps to improve service quality and process results, but might not be investing in the initiatives with the highest potential business value; certain priorities are misaddressed or unaddressed.
Key IT services and processes are missing or are failing to meet expectations, and this manifests itself in customer and user dissatisfaction with our services and our interactions.
The components of services are not known or owned and managed end to end, resulting in inconsistent results and confusion by the business as to accountability for service results.
We are experiencing service downtime and performance issues that can be directly traced to IT process issues (lack of adequate change control, problem, availability and capacity management).
Processes are missing or inadequate, so heroic efforts are required to accomplish the basic work in IT. As a result, the best people on the IT staff get frustrated with “maintenance” work and don’t have time for the innovative work that the business requires.
Lack of clarity as to who owns what and what to do at what time is causing a major loss of productivity, and mistakes lower the reputation of IT in the opinions of customers and users.
[bookmark: _Toc247363702]What to Do
Here is a recommended set of activities to consider:
Establish the required transparency level by frequently conducting reviews— put the right people together, at the right time, with the right information to make management decisions.
Take a holistic view, and consider implementing these reviews for every lifecycle phase. For more information, see MOF’s six management reviews.
Provide a structure for reviewing and analyzing results and taking action to improve performance, and a formal review practice to drive accountability and collaboration and enable data-driven decisions.
Isolate the most broken services and processes—those that are causing the most customer and user dissatisfaction, those that are causing the most business disruption, downtime, and performance issues—so that you can focus your efforts on areas that will give the greatest return. 
[bookmark: _Toc247363703]How to Do It
To address service and process challenges, it is important to assess your present situation, both for services and for processes. Do this by conducting MOF management reviews, performing service catalog and service management function analyses using the MOF Overview documents, MOF SMFs, the MOF Team SMF, and Microsoft’s service mapping technology. 


Do the following:
1. Assess your current service performance. Do this by using the Operational Health, Service Alignment, and Policy and Control Management Reviews.
Table 3. Assess Current Service Performance
	Service Management Director/CIO

	· Establish the Operational Health MR using guidance in the Operate Phase Overview document (“Management Review” section).
· Establish the Service Alignment MR using guidance in the Plan Phase Overview document (“Management Review” section).
· Establish the Policy and Control MR using guidance in the Manage Layer document (“Management Review” section).
· Decide whether to invest in the development of improvements proposed as a result of these reviews. Use the business objectives and scorecard in the Business/IT Alignment SMF to help you focus on the right areas to grow.

	Service Management Manager

	· Prepare and communicate the agenda for each review to key stakeholders.
· Analyze the inputs and drive the discussion in each review.
· Facilitate and document decisions made and outputs (proposed changes in services, processes, new initiatives, budget changes).

	Individual Contributor

	· Using the available ITSM tools and manual methods,  produce the required review information and provide it to service delivery managers.
· Contribute to risk and value discussions during management reviews.


Applicable Assets
MOF Plan Phase Overview: http://technet.microsoft.com/en-us/library/cc543274.aspx
MOF Service Alignment Management Review (in Plan Phase Overview document): http://technet.microsoft.com/en-us/library/cc543274.aspx
MOF Manage Layer: http://technet.microsoft.com/en-us/library/cc539509.aspx 
MOF Policy and Control Management Review (in Manage Layer document): http://technet.microsoft.com/en-us/library/cc539509.aspx
MOF Operate Phase Overview: http://technet.microsoft.com/en-us/library/cc543232.aspx 
MOF Operational Health Management Review (in the Operate Phase Overview document: http://technet.microsoft.com/en-us/library/cc543232.aspx



Implement checkpoints between handoffs. Do this by using the Portfolio, Project Plan Approved, and Release Readiness Management Reviews.
Table 4. Checkpoint Reviews
	Service Management Director/CIO

	· Establish the Portfolio Management Review and enforce it as a control to move from the Plan Phase to Project Envisioning.
· Establish the Project Plan Approved Management Review and enforce it as a control for moving from project planning to building steps. 
· Establish the Release Readiness Management Review and enforce it as a control to move from Project mode into Production environment.  

	Service Management Manager

	· Prepare and communicate the agenda to the key stakeholders.
· Begin the discussion and analyze the current state of your project for each review.
· Document decisions made and outputs (approved scope, risks mitigation plan, funding allocated, documentation, and go/no-go decisions).

	Individual Contributor

	· Attend management reviews where appropriate. 
· Provide the required review information.  
· Carry out assigned action items.


Applicable Assets
MOF Deliver Phase Overview: http://technet.microsoft.com/en-us/library/cc543223.aspx 
MOF Project Plan Approved Management Review (in the Deliver Phase Overview document): http://technet.microsoft.com/en-us/library/cc543223.aspx
MOF Release Readiness Management Review (in the Deliver Phase Overview document): http://technet.microsoft.com/en-us/library/cc543223.aspx
MOF Plan Phase Overview: http://technet.microsoft.com/en-us/library/cc543274.aspx 
MOF Portfolio MR (in the Plan Phase Overview document): http://technet.microsoft.com/en-us/library/cc543274.aspx

Identify a list of services and processes that are most in need of attention. This will help you identify what areas need the most help, and you will avoid using resources on problems that need attention, but aren’t critical.
Table 5. Service Catalog Analysis Activities
	Service Management Director/CIO

	· Participate in or review the Service Catalog Analysis performed by the service delivery manager.
· Allocate resources and disburse funds to service improvement projects to address top priorities that have clear and immediate impact; work with the service delivery manager to put together a justification to take to the business for projects that require further consideration and investment.
· Working with the service delivery manager, use the relevant MOF SMF for the processes under discussion and the MOF Team SMF to assist in assigning ownership for the process.




	Service Management Manager

	Perform a Service Catalog Analysis to identify where to focus your efforts by creating and populating the following columns in a table: 
· Service name
· Business function (what it does/business capability it provides)
· Customer, Users (Unknown = ??, Does Not Exist = DNE)
· Criticality (High, Medium, Low, Unknown = C1, C2, C3, ??)
· Configuration Item details (that is, a list of the applications, platform, network, number of users/nodes that make up the service, including dependencies among them)
· Who supports—internal provider(s); external suppliers/provider(s)
· Strengths (positives, what is working well)
· Problems/Opportunities (what needs improving)
· Comments
· Degree of Difficulty to fix (5=easy, 1=hard)
· Positive Business Impact of fixing (1=low, 5=high)
· Priority (Difficulty * Impact)

	Individual Contributor

	· Participate in or provide feedback to the Service Catalog Analysis performed by the service management manager.
· Identify specific actions you can take that do not require authorization or resources from others to improve the top priority service issues; take those actions.
· Identify things (for example, policies, tools, standards, resources, assignment of ownership) that would enable better service performance for the high-priority process issues; ask the service management manager for those things, explaining how they would help.


Applicable Assets
MOF Overview: http://technet.microsoft.com/en-us/library/cc543224.aspx 
MOF Team SMF: http://technet.microsoft.com/en-us/library/cc543311.aspx



Perform a Service Management Self-Assessment. Do this by using specific elements of core MOF guidance relevant to your role (shown in Figure 2) to further shape service improvement projects and actions to improve service and process performance.
[image: C:\Users\ruth.preston\Desktop\GSWMv4-full.png]
Figure 2. Attributes of MOF


Table 6. Service Management Self-Assessment Activities
	Service Management Director/CIO

	· Review the goals for each phase and layer in the MOF Overview guide. How are you currently measuring them and are you measuring them the right way? Are they being met? What is your current actual performance? What is your target? What is the gap? If you don’t have a baseline or a target, note an action to get a baseline and target in place and to go after the performance gaps with the highest payoff.
· Review the Manage Layer Integration indicated in each Phase and Layer overview with your IT managers. Are there gaps in GRC Focus? Change and Configuration Focus? Team Focus? What is the consequence?
· Review the results of the Service Management Self-Assessment performed by the service delivery manager and integrate your analysis performed above into their analysis.
· Task your managers with coming up with an integrated, prioritized plan for service and process improvement based on these analyses.
· Authorize resources and disburse funds to address the service and process performance gaps with the highest potential payoffs.

	Service Management Manager

	· Perform a Service Management Function Self-Assessment. Using the SMF guides, for each relevant SMF, create a table with the SMF name down the first column, and rows as follows:
· SMF
· Roles
· Goals
· Outcomes/Measures
· Terminology (key terms)
· Process flows
· Inputs
· Management reviews (Analyses, Decisions, Outputs)
· Manage Layer Integration (GRC Focus, Change and Configuration Focus, Team Focus)
· At the intersection of each row and column, for example, for the Problem Management SMF row, under the Roles column, indicate if the item is missing (-), needs improvement (sad smiley face), or satisfactory (happy smiley face); leave room to indicate specifically what is missing or needs improvement, referencing the specifics in the MOF guidance—for example, for Problem Management, for Outcomes / Measures, there may be a specific outcome MOF indicates that you are not achieving—note that down.
Meet with IT staff to review and revise your findings and to develop the following:
· Priorities for each issue:
· Degree of Difficulty to fix (5=easy, 1=hard)
· Positive Business Impact of fixing (1=low, 5=high)
· Priority (Difficulty * Impact)
· Possible solutions (make sure there is a good mix of “quick hits” and longer term solutions, 
as well as action items for individuals that will improve the situation that don’t require a project-level allocation of resources to do).
· Priority of possible solutions.




	Individual Contributor

	· Participate in or provide feedback to the Service Management Self-Assessment performed by the manager; specifically review and focus feedback on the following:
· Process flows (activities, key questions, considerations)
· GRC Focus (Objectives, Risks, Controls)
· Team Focus (Role Type, Responsibility, Goal)
· Identify specific actions you can take that do not require authorization or resources from others to improve the top priority process issues; take those actions.
· Identify things (for example, policies, tools, standards, resources, assignment of ownership) that would enable better process performance for the high priority process issues; ask the IT manager for those things, explaining how they would help.


Applicable Assets
MOF Overview: http://technet.microsoft.com/en-us/library/cc543224.aspx
MOF Plan Phase Overview: http://technet.microsoft.com/en-us/library/cc543274.aspx 
MOF Deliver Phase Overview: http://technet.microsoft.com/en-us/library/cc543223.aspx
MOF Operate Phase Overview: http://technet.microsoft.com/en-us/library/cc543232.aspx
MOF Manage Layer: http://technet.microsoft.com/en-us/library/cc539509.aspx
MOF Team SMF: http://technet.microsoft.com/en-us/library/cc543311.aspx


[bookmark: _Toc243737755][bookmark: _Toc247363704]Scenario 3: We Need a Better Way to Operate and Monitor Services
Do any of these situations apply to your organization?
Our support and operations teams spend a lot of time resolving incidents. 
Lack of monitoring capability is causing us to react to, rather than prevent, issues.
Our service management teams have communication issues that result in jobs not being done (due to lack of OLAs).
Important tasks are not carried out because our teams don’t have clearly defined and assigned ongoing tasks and because we are too busy resolving incidents.
When projects deploy into production, we typically do not include operational considerations such as troubleshooting guides and backup and restore policies.
We have poor (or no) service management operational documentation, which results in difficult handover and standardization scenarios.
We do not design services, infrastructure, and applications with operational reliability in mind.
[bookmark: _Toc247363705]What to Do
Establish operations, monitoring, and management practices that will help you run your service management services in a predictable, stable manner with clear accountabilities and responsibilities. 
Embed the primary operations and monitoring practices into OLAs to increase the commitment level between different service management teams and to ensure adherence. Use OLAs to structure and direct communications.
Form skilled service management operations teams (with clear accountabilities and responsibilities) to operate and manage your service management department as a service.
Consider operational planning efforts early in project stages to avoid surprises and unplanned situations. 
Create the operation and maintenance polices required to enforce behaviors. 
Utilize the Reliability SMF to address availability issues throughout the lifecycle.
Putting the following practices in place will help you operate, monitor, and manage services in line with agreed-upon SLA targets. This will greatly improve workload management, increase operations team productivity, and ultimately increase service availability and reliability. 
[bookmark: _Toc247363706]How to Do It
To address some of the challenges mentioned above, you might consider several areas for potential improvement depending on your current organizational challenges, size, and maturity. Use the tables below as a recommended MOF implementation roadmap that can be carried out regardless of what your role is (Service Management Director, Service Management Manager, or individual contributor). 


Do the following:
1. Use the Operations SMF to establish the day-to-day operational practice at your organization. This will help you define requirements, build work instructions, and plan, execute, maintain, and manage operational work. 
Table 7. Operations SMF Activities
	Service Management Director/CIO

	· Set strategic goals of Operations practice using “Goals of Operations” section of the Operations SMF. 
· Establish the practice of performing Management Reviews, using the Operational Health MR in the Operate Phase Overview. 

	Service Management Manager

	Using the Operations SMF, do the following:
· Contribute to setting goals and objectives with the Service Management Director.
· Using the Operations accountability, assign applicable role types and responsibilities using Table 1 in the Operations SMF. 
· Set the appropriate measures to evaluate the overall effectiveness of Operations practices.
· Customize and approve the Operations SMF process flow by working with individual contributors.
· Using Table 2 in the Operate Phase Overview, implement the Operational Health MR by understanding and approving the necessary components (Inputs, Analysis, Decisions, Outputs). 
Consider implementing the following service assets:
· Implement Roles and Knowledge Management (RKM) to drive accountability, define clear roles and responsibilities, assign tasks effectively, and gain more value from service management documentation.

	Individual Contributor

	Using the Operations SMF, do the following:
· Go through the Activity tables for the six steps (Tables 4–9).
· Using the “Operations and Services Description Template” MOF Job Aid, answer the questions in the Activity tables, and record the available/missing inputs and produced outputs per activity.
· Understand the “Best Practices” section for each activity.
· Obtain a final approval on the process flow. 
Consider implementing the following service assets:
· Help Service Management Managers to implement RKM by customizing the technology-related “Work Instructions” and sheets. 


Applicable Assets
Operations SMF: http://technet.microsoft.com/en-us/library/cc531140.aspx 
Operate Phase Overview: http://technet.microsoft.com/en-us/library/cc543232.aspx
MOF Job Aid: Operations and Services Description Template (in the Operate Phase Job Aids download): 
Roles and Knowledge Management (RKM)—a Microsoft Services offering designed to deliver sustainable improvements in service management operations and the detailed day-to-day guidance needed to maintain a high quality of service. It is available at http://download.microsoft.com/download/C/3/C/C3C131A1-D17D-4BE3-9AED-B7B3AF266E70/RKM_Datasheet_v1.0.pdf.
Use Service Monitoring and Control (SMC) SMF to monitor the health of service management services, taking remedial actions to minimize incidents and events and providing trend data for optimizing service performance. SMC helps you address how to define service monitoring requirements, implement a service, and conduct continuous monitoring. To implement SMC at your organization, walk through the steps below based on your role.
Table 8. Service Monitoring and Control SMF Activities
	Service Management Director/CIO

	· Using the SMC SMF, set the strategic goals for monitoring by considering critical services and hard SLA targets.
· Establish the practice of performing Management Reviews, using the Operational Health MR in the Operate Phase Overview.
Consider implementing the following service assets:
· Using the Service Level Dashboard, get the current SLA compliance report to help make decisions.

	Service Management Manager

	Using the Service Monitoring and Control (SMC) SMF, do the following:
· Contribute to goals/objectives setting with the Service Management Director.
· Using the Operations accountability, assign applicable role types and responsibilities using Table 1 of the SMC SMF, and ensure alignment with the previous Operations SMF responsibilities. 
· Establish the appropriate measures to evaluate the overall effectiveness of monitoring and control practices, using the Outcomes and Measures columns in Table 2.
· Customize and approve the SMC SMF process flow by working with your individual contributors.
· Using the Operate Phase Overview document—Table 2, create the Operational Health MR model by understanding and approving the necessary components (Inputs, Analysis, Decisions, Outputs). 
Consider implementing the following service assets: 
· Consider implementing the Service Level Dashboard Solution Accelerator to capture availability and performance data.
· Consider “Proactive Monitoring with Microsoft Operations Manager 2005” PMOM implementation to reduce operational costs with enterprise-tested, server monitoring processes and tools developed by Microsoft IT.

	Individual Contributor

	Using the Service Monitoring and Control (SMC) SMF, do the following:
· Go through the Activity tables for the four steps (Tables 4–7) in the SMC SMF.
· Get support from technology experts.
· Considering your systems/applications and services criticality (set by the CIO), continue using the previously edited “Operations and Services Description Template” MOF Job Aid to answer the questions in the Activity tables, and record the available/missing inputs and produced outputs per activity. 
· Understand the “Best Practices” section for each activity.
· Obtain final approval on the process flow from the Service Management Manager. 





	Individual Contributor

	Consider implementing the following service assets:
· Help Service Management Managers to implement Service Level Dashboard by installing the Solution Accelerator and doing the appropriate configuration. 
· Implement the Microsoft Office SharePoint® Server 2007 Management Pack for System Center Operations Manager 2007, which monitors the health state of the components in your SharePoint environment that affect performance and availability.
· Implement PMOM to help you work more efficiently with System Center Operations Manager and identify the issues that can affect the availability of your services.


Applicable Assets
MOF Job Aid: Operations and Services Description Template (in the Operate Phase Job Aids download): 
Service Level Dashboard. A Solution Accelerator that addresses the need for organizations to ensure that their business-critical service management resources (applications and systems) are available and performing at acceptable levels. The dashboard evaluates an application or group over a selected time period, determines whether it meets the defined service level commitment, and displays summarized data. It is available at http://technet.microsoft.com/en-us/library/cc540485.aspx.
Microsoft Office SharePoint Server 2007 Management Pack for System Center Operations Manager 2007: http://www.microsoft.com/downloads/details.aspx?FamilyID=626252c5-ad59-4842-9c6f-6ed24b6b1426&displaylang=en
Microsoft SharePoint Services 3.0 Management Pack for System Center Operations Manager 2007: http://www.microsoft.com/downloads/details.aspx?FamilyID=6803aa1d-0578-4d7d-bc2f-9600f0440d92&displaylang=en
Proactive Monitoring with Operations Manager (PMOM). A Microsoft Services offering that combines the implementation of incident and problem management processes with technical tools and reports to tune Microsoft System Center Operations Manager for your environment. In collaboration with your monitoring and Microsoft solution teams, Proactive Monitoring with Operations Manager from Microsoft helps you create incident matrices, major problem reviews, and structure for a sustained engineering team. It is available at http://download.microsoft.com/download/f/c/6/fc673215-4e92-43af-8410-0d8d177f4529/PMM.pdf.
System Center Operations Manager, which can be used for performance tuning. Further information about System Center Operations Manager is available at http://www.microsoft.com/systemcenter/operationsmanager/en/us/default.aspx.



Use the Business/IT Alignment SMF to update existing OLAs by adding the primary operational and monitoring practices elements you established in the previous sections. This will raise the commitment level between your various service management teams. Also, it will improve the communication stream, reduce conflict, and helps you work as a team toward a shared vision supporting the business/service management goals. 
Table 9. Business/IT Alignment SMF Activities
	Service Management Director/CIO

	· Sign OLAs and monitor adherence.

	Service Management Manager

	Using the Business/IT Alignment SMF, do the following:
· Using Process 5: “Service Level Management” section of the Business/IT Alignment SMF and the OLA template (or existing OLA), draft (or update) the primary operational and monitoring practices. 
· Negotiate and gain final approvals from cross-team service-management managers. 
· Participate in the OLA periodic reviews.

	Individual Contributor

	Using the Business/IT Alignment SMF, do the following:
· Go through the Activity table for Process 5 “Define OLAs” (Table 9).
· Answer the questions and record the available/missing inputs and produced outputs for that activity.
· Understand the “Best Practices” section. 
· Provide the necessary inputs to service management managers during the OLA drafting exercise.


Applicable Assets
MOF Job Aid: Operating Level Agreement template/sample documents (in the Plan Phase Job Aids download): 



Apply Team SMF principles. Use the principles in the Team SMF to help you establish your appropriate service management operations team and accountabilities, and to help assign responsibilities to support changing business needs. 
Table 10. Team SMF Activities
	Service Management Director/CIO

	Using the Team SMF, do the following: 
· Set the strategic Operations team accountability using the “Goals” section of the document.
· Approve the necessary team structure adjustments and role assignments.

	Service Management Manager

	Using the Team SMF, do the following: 
· Using the Operations accountability (Table 5) in the Team SMF, assign applicable role types and responsibilities. 
· Provide support to your individual contributors to help answer the questions in the Activity tables.
· Form the appropriate Operations teams.
Consider implementing the following service assets:
· Implement Roles and Knowledge Management (RKM) to drive accountability, define clear roles and responsibilities, assign tasks effectively, and gain more value from service management documentation.

	Individual Contributor

	Using the Team SMF, do the following: 
· Go through the following Activity tables: 
Process 1 (Activities: Determine Work to be Done/List Responsibilities)
Process 2 (Table 12)
Process 3 (Table 13)
· Get support from the Service Management Manager to help you with the establishment of a healthy Operations team.
Consider implementing the following service assets:
· Help Service Management Managers to implement RKM by customizing the technology-related “Work Instructions” and sheets.


Applicable Assets
Roles and Knowledge Management (RKM), available at http://download.microsoft.com/download/C/3/C/C3C131A1-D17D-4BE3-9AED-B7B3AF266E70/RKM_Datasheet_v1.0.pdf, is a Microsoft Services offering designed to deliver sustainable improvements in service management operations and the detailed day-to-day guidance needed to maintain a high quality of service.



Apply the “Design for Operations” principle using the Project Planning and Deploy SMFs. The purpose of this is to ensure that your service management Operations phase starts in early stages of project development. This helps you to plan your operational and support requirements early enough to result in smooth handover to your production environment. 
Table 11. Project Planning and Deploy SMF Activities
	Service Management Manager

	Using the Project Planning SMF, do the following:
· Evaluate the goals and outcomes of the Operations Plan and how successfully they are communicated to the Operations and Support teams (using Table 2).
· Sign off the milestone review report for the Project Plans Approved Milestone.
· Customize and approve the Project Planning and Deploy SMFs process flows by working with individual contributors in operations.

	Individual Contributor

	· Participate in or provide feedback to the Service Management Function Analysis performed by the Service Management Manager.
· Take advantage of the “Operations Requirements” section in the Functional Specification MOF Job Aid document.
· Using the Project Planning SMF, Table 6—Activity “Write Individual Project Plans,” the person assigned the Release Management role writes the Operational Plan document. 
· Using the Deploy SMF, Process 3: “Stabilize Deployment,” Table 6, answer the questions, and record the available/missing inputs and produced outputs for each activity (Stabilize the Solution Deployment and Monitor the Solution During the Quiet Period).
· Understand the “Best Practices” section for each activity. 
· Obtain final approval (from Service Management Manager) on the process flow.


Applicable Assets
MOF Job Aid: Functional Specification (in the Deliver Phase Job Aids download): www.microsoft.com/mof


Create the required operational and maintenance policies to be enforced. For example, if you want vendors who access your data center to obey certain rules for security and regulation purposes, then you need to have that as part of an approved and enforced policy. 
Table 12. Operational and Maintenance Policy Activities
	Service Management Director/CIO

	Using the Policy SMF, do the following:
· Determine areas requiring Operational policies by answering questions in Process 1: “Determine Areas Requiring Policy” (Activity Table 4).
· Enforce new Operational policies by completing Table 8 (Process 5). 

	Service Management Manager

	Using the Policy SMF, do the following:
· Contribute to goals/objectives setting with the Service Management Director.
· Using the Management Accountability, assign applicable role types and responsibilities using Table 1. 
· Create the Operations policy (and the Privacy Policy sample document in the MOF Job Aids) using Process 2: “Create Policies” by completing Table 5 and answering all the questions.
· Validate the Operations policy using Process 3: “Validate Policy” (Table 6) and answer the questions in the activity table.
· Publish the Operations Policy using Process 4: “Publish Policy” by answering the questions in Table 7.

	Individual Contributor

	Using the Policy SMF, do the following:
· Validate the Operations policy using Process 3: “Validate Policy” (Table 6) and answer the questions in the activity table.


Applicable Assets
MOF Job Aid: Privacy Policy Document (in the Plan Phase Job Aids download): 

Apply Process 3 (Monitoring and Improving Plans) of the Reliability SMF. The purpose of this is to strategically support efforts to monitor services availability and reliability, and to report and analyze trends. 
Table 13. Reliability SMF Activities (Monitoring and Improving Plans)
	Service Management Director/CIO

	· Decide on Availability/Reliability targets (for example, e-mail availability).
· View Management Dashboards and make required decisions.
Consider implementing the following service assets:
· Sponsor the SLM implementation to achieve optimal availability and reduce operational costs.




	Service Management Manager

	Using the Reliability SMF (Process 3), do the following:
· Contribute to setting goals and objectives with the Service Management Director.
· Build the monitoring practice to report and analyze trends by answering questions in Table 6.
Consider implementing the following service assets:
· Consider SLM implementation to establish and improve communication and service agreements with your service management and business organizations, encourage alignment, manage by metrics, and automatically provide a scorecard of key services measurements.

	Individual Contributor

	Using the Reliability SMF (Process 3), do the following:
· Monitor dashboards.
Consider implementing the following service assets:
· Participate in SLM working sessions to create service maps and draft required OLAs/SLAs.
· Help in installing the SLM scorecard tool.


Applicable Assets
Service Level Management (SLM) is a Microsoft Services offering that is designed to help your service management groups evaluate the availability of their enterprise-wide service management infrastructure services and to manage them by a set of agreed-upon metrics. With Service Level Management for System Center Operations Manager, Microsoft provides hands-on assistance, guiding service management groups on how to apply Microsoft IT, ITIL, and Microsoft Operations Framework best practices, processes, tools, and knowledge to improve service availability. It is available at http://download.microsoft.com/download/A/8/4/A84E975F-0AF5-41B7-9A05-6E9D35BCCE9B/Ops/Excellence_Service-Level-Management_Datasheet_02.pdf.


[bookmark: _Toc243737756][bookmark: _Toc247363707]Scenario 4: We Need a Better Way to Support Our Customers
Do any of these situations apply to your organization?
Our first-line support solves few incidents and forwards the rest to our Operations and Development teams, who must then solve basic issues. Incidents and requests are incorrectly categorized and classified, which causes wrong reports and decisions. We don’t have a process to follow—all incidents and requests come through the Service Desk, which causes confusion and delays. 
Our Service Desk isn’t as useful as it could be. People usually bypass the Service Desk and communicate directly to our Applications or Operations teams. We are unclear about our roles and responsibilities, which causes many escalation issues. No smooth means of communication exists between support and other IT departments; calls get delayed due to absence of OLAs. Our resolution and response targets are rarely met, causing constant SLA breaches. We are poor at documenting the resolution in our tool, which causes our support teams to research the same incident more frequently and spend more time on calls. 
Our customers don’t know what services we offer. We don’t set the right expectations. 
[bookmark: _Toc247363708]What to Do
Consider implementing the following practices; the result will be an effective and efficient service center delivering services that satisfy customers. 
Establish a sound Customer Service (and Incident Management) practice to ensure that every incident and request goes through a defined and controlled process (call cycle), from receipt and recording of call details to closure and customer validation. Embed support practices into the service management tool.
Establish a Problem Management practice to deal with complex problems and to prevent high-impact issues from recurring. This will maximize the value of your service center.
Embed the primary elements of your support practices (areas where you need help from other teams—perhaps second and third lines) into OLAs. Draft customer service SLA targets, negotiate, and agree on service level expectations to support the communication channel between you and your customers and to measure the effectiveness of your services.
Identify and classify all your services so as to establish the Service Catalog practice that will advertise and communicate your expectation levels.
[bookmark: _Toc247363709]How to Do It
To address some of the challenges mentioned above, you might consider several areas for potential improvement depending on your current organizational challenges, size, and maturity. Use the four tables below as a recommended MOF implementation roadmap that can be carried out regardless of what your role is (Service Management Director, Service Management Manager, or individual contributor) in a phased approach that allows your service management organization to absorb this cultural change. This section briefly navigates through the roadmap activities to describe the purpose and benefit of each.


Do the following:
1. Use the Customer Service SMF to establish a practice that provides positive experience to your customers and users by meeting their needs and addressing their complaints and issues. If your vision is to have the Service Desk as a one-stop-shop for service management users, the following tables list what you need to do. 
Table 14. Customer Service Activities
	Service Management Director/CIO

	· Set strategic goals for Customer Service practices using “Goals of Customer Service” section of the Customer Service SMF. 
· Review the periodical Service Desk reports and make improvement decisions accordingly.
· Establish the management reviews practice (Operational Health) using “Management Review” section of the Operate Phase Overview document.

	Service Management Manager

	Using the Customer Service SMF, do the following:
· Contribute to goals/objectives setting with the Service Management Director.
· Using the Support accountability, assign applicable role types and responsibilities (Table 2). 
· Set the appropriate measures to evaluate the overall effectiveness of Customer Service practices using the “Outcomes and Measures” section in Table 3.
· Customize and approve the Customer Service SMF process flow by working with service management professionals. 
· Make sure you end up with a support process that handles requests and incidents. 
· Embed the practice flow into your Service Desk tool to fully enable your customized process in your environment.
· Highlight knowledge base benefits and documentation importance.
· Using the Operate Phase Overview document, Table 2, create the Operational Health MR model by understanding and approving the necessary components (Inputs, Analysis, Decisions, Outputs). 

	Individual Contributor

	Using the Customer Service SMF, do the following:
· Go through the Activity tables for the five steps (Tables 5–9).
· Answer the questions in the Activity tables (5–9), and record the available/missing inputs and produced outputs per activity.
· Customize (if you do not already have a tool) the Incident Management Ticket Template job aid.
· Focus on the primary pillars (Recording, Classifying, Resolution, Closure, and Customer Surveying). 
· Understand the “Best Practices” section for each activity.
· Obtain final approval of the process flow. 


Applicable Assets
MOF Job Aid: Incident Management Ticket Template (located in the Operate Phase Job Aid download): 



Apply Problem Management practices (using the Problem Management SMF) to help you identify the underlying problems in order to prevent incidents before they occur. This will increase the availability and reliability of your service management services and hence your customers’ satisfaction. The Problem Management practice enables you to focus on those complex problems that have high impact on your production environment. This is not just a “nice-to-have” practice; it is necessary and complements your improvements to the Service Desk. 
Table 15. Problem Management Activities
	Service Management Director/CIO

	· Set strategic goals for Problem Management practices using “Goals of Problem Management” section of the Problem Management SMF. 
· Establish the management reviews practice (Operational Health) using “Management Review” section of the Operate Phase Overview document.
Consider implementing the following service assets:
· Sponsor the SLM implementation to achieve optimal availability and reduce operational costs.

	Service Management Manager

	Using the Problem Management SMF, do the following:
· Contribute to goals/objectives setting with the Service Management Director.
· Using the Support accountability, assign applicable role types and responsibilities (Problem Analyst and Manager in Table 1). 
· Set the appropriate measures to evaluate the overall effectiveness of Problem Management practices using the “Outcomes and Measures” section in Table 2.
· Customize and approve the Problem Management SMF process flow by working with service management professionals. 
· Emphasize the Research Problem and Outcome processes.
· Embed the practice flow into your Service Desk tool to fully enable customized processes in your environment.
· Using the Operate Phase Overview document—Table 2, create the Operational Health MR model by understanding and approving the necessary components (Inputs, Analysis, Decisions, Outputs). 
Consider implementing the following service assets:
· Implement SLM to actualize Problem Management practices in action.

	Individual Contributor

	Using the Problem Management SMF, do the following:
· Go through the Activity tables for the four steps (Tables 4–7).
· Answer the questions in the Activity tables (4–7), and record the available/missing inputs and produced outputs per activity.
· Customize the process flow based on your needs.
· Understand the “Best Practices” section for each activity.
· Obtain final approval of the process flow.
· Decide which Root Cause Analysis technique to use for finding root causes and solving problems permanently. 
Consider implementing the following service assets:
· Participate in SLM working sessions to understand how to analyze reported outages and find solutions for designated problems.
· Help in installing the SLM scorecard tool.


Applicable Assets
Service Level Management (SLM) is a Microsoft Services offering that is designed to help your service management groups evaluate the availability of their enterprise-wide service management infrastructure services and to manage them by a set of agreed-upon metrics. With Service Level Management for System Center Operations Manager, Microsoft provides hands-on assistance, guiding service management groups on how to apply Microsoft IT, ITIL, and Microsoft Operations Framework best practices, processes, tools, and knowledge to improve service availability. It is available at http://download.microsoft.com/download/A/8/4/A84E975F-0AF5-41B7-9A05-6E9D35BCCE9B/Ops/Excellence_Service-Level-Management_Datasheet_02.pdf.

Create OLAs/SLAs using the Business/IT Alignment SMF to build the necessary SLAs and OLAs (or update the existing ones) in your service management organization. Do this by embedding the primary Support and Customer Service practices elements you established in the previous activities into OLAs. Be sure to add or update all related support SLA targets into your SLAs. This will raise the commitment level between your various service management teams. Also, it will improve the communication stream, reduce conflict, and encourage teams to work toward a shared vision supporting the business/service management goals. This will allow you to manage by metrics, with service management periodically reviewing with the business how it is performing and meeting expectations.
Table 16. SLA/OLA Activities Using the Business/IT Alignment SMF
	Service Management Director/CIO

	· Sign OLAs and monitor their adherence.
· Negotiate, sign, and monitor SLAs for adherence.
· Review the SLA targets with business and develop improvement plans.

	Service Management Manager

	Using the Business/IT Alignment SMF, do the following:
· Using Process 5: “Service Level Management” section of the Business/IT Alignment SMF and the OLA template (or existing OLA), draft (or update) the primary Support and Customer Service practices. 
· Using Process 5: “Service Level Management” section of the Business/IT Alignment SMF and the SLA template (or existing SLA), draft (or update) the to-be agreed KPIs and SLA targets for measuring Service Desk efficiency. 
· Negotiate and gain final approvals from cross-team service management managers. 
· Participate in the OLA periodic reviews.
· Participate in the SLA periodic review.

	Individual Contributor

	Using the Business/IT Alignment SMF, do the following:
· Go through the Activity table for Process 5: “Define OLAs” (Table 9). 
· Answer the questions and record the available/missing inputs and produced outputs for that activity.
· Understand the “Best Practices” section. 
· Provide the necessary inputs to service management managers during OLA/SLA drafting exercises.





Applicable Assets
MOF Job Aid: Operating Level Agreement template/sample documents (located in the Plan Phase job aid download): 
MOF Job Aid: Service Level Agreement template (located in the Plan Phase job aid download): 

Build a Service Catalog using Business/IT Alignment SMF guidance to communicate what services your service management organization delivers to customers and users. The catalog will link to and support other processes, as well as highlight service management capabilities and service level expectations to the rest of the organization. This makes the vision of a “one-stop-shop” achievable. 
Table 17. Service Catalog Activities Using the Business/IT Alignment SMF
	Service Management Director/CIO

	· Set Service Catalog Vision and Purpose using Business/IT Alignment SMF (Table 9: Activity: “Create Service Catalog”). 
· Decide audience types and views.
· Decide what information to publish (in terms of SLA targets and service expectations).

	Service Management Manager

	Using the Business/IT Alignment SMF, do the following:
· Using Process 5: “Service Level Management” section of the Business/IT Alignment SMF and the SIP Service Catalog template: 
Identify services across service management and classify them.
Build a Service Catalog of ongoing management practices and decide which roles will be involved (this is not a “1-man show” practice).
Encapsulate the output into a user-consumable format (for example, Web page or portal).
· Ensure that the Service Catalog provides a traceable route to the Service Desk for every service you talk about in the Service Catalog.

	Individual Contributor

	Using the Business/IT Alignment SMF, do the following:
· Identify department-level services.
· Describe each identified service using the “SIP Service Catalog Sample.”
· Complete the Activity table for Process 5 “Define Service Catalog” (Table 9). 
· Answer the questions and record the available/missing inputs and produced outputs for that activity.
· Understand the “Best Practices” section. 
· Provide the necessary inputs to service management managers.


Applicable Assets
MOF Job Aid: SIP Service Catalog Sample (located in the Plan Phase job aid download): 
[bookmark: _Toc243737757]

[bookmark: _Toc247363710]Scenario 5: We Need a Better Way to Move Changes into Production
Do any of these situations apply to your organization?
We don’t implement required changes when the business needs them. We don’t have a formal change management process for our teams to follow, or we have a change management process, but it’s overly complex and no one follows it.
Our patch management practice is tool-driven, and we still have many non-patched servers. We rarely test patches because we lack either a test environment or sufficient time, which results in either failures or unpredictable behavior.
Many conflicts occur between business and service management teams as failures and bugs occur when supporting new applications, infrastructure, and services.
We repeatedly process many changes that solve the same or similar problems across projects.
We often run into trouble when we make changes or deploy new releases because we don’t have a good mechanism for understanding the impact of introducing new or changed services into production.
We don’t follow a change management process when delivering projects into production, so every service management group handles deployment into production differently, with inconsistent results.
[bookmark: _Toc247363711]What to Do
Process and behavior improvements don’t result from a single improvement project. 
At every level of the organization, service management staff can put the following practices in place to see the benefit and notice the difference. Here is a set of activities to consider:
Establish a sound change management practice to achieve better alignment of service management services to business requirements, improve risk assessment, and increase service availability and reliability. 
Address the patch management process with patching tools you currently have in order to achieve a non-vulnerable environment. 
Align business and service management teams better by embedding change management practices into OLAs to increase the commitment level between different service management teams and to ensure adherence.
Integrate problem management and change management practices to ensure that you are able to resolve recurring problems permanently.
Integrate service monitoring and control with change management practices to ensure that you are able to assess the impact when introducing new or updated services into production.
Consider change management when delivering projects into production. This will broaden your view of the change and help you determine its impact on all service management services (not just projects) so that it can be approved and released in a controlled manner. 
Carrying out a technical change (for example, a business application change) is not necessarily a challenging task. Moving that change into production is the real challenge. 


[bookmark: _Toc247363712]How to Do It
To address some of the challenges mentioned above, consider several areas for potential improvement depending on your current organizational challenges, size, and maturity. Use the tables below as a recommended MOF implementation roadmap that can be carried out regardless of your role. This section briefly navigates through the roadmap activities to describe the purpose and benefit of each. Do the following:
1. Use the Change and Configuration SMF to establish Change and Configuration practices in your service management organization. This will help you understand and gain control over the changes made in the service management production environment. By completing the steps in the table below, you will develop a realistic process that fits your organization’s needs and is measureable. This helps you seamlessly assess, approve, document, build, release, and review each change effectively in a controlled manner.
Table 18. Change and Configuration Activities
	Service Management Director/CIO

	· Set strategic goals for Change Management practices using the “Goals of Change and Configuration” section of the Change and Configuration SMF. 
· Establish the management reviews practice (Policy/Control MR) using “Management Review” section of the Manage Layer document.

	Service Management Manager

	Using the Change and Configuration SMF, do the following:
· Contribute to goals/objectives setting with the Service Management Director.
· Using the Management accountability, assign applicable role types and responsibilities (Change Manager and Configuration Administrator) using Table 1. 
· Set the appropriate measures to evaluate the overall effectiveness of Change/Configuration practices using the “Outcomes and Measures” section in Table 2.
· Customize and approve the Change/Configuration SMF process flow by working with individual contributors.
· Emphasize Process 5: “Develop and Test the Change” to ensure better testing practice as the result of this process.
· Emphasize Process 6: “Release the Change” to ensure that sound Release Management practices are in place. 
· Using Table 4 of the Manage Layer Overview document, create the Policy and Control MR model by understanding and approving the necessary components (Inputs, Analysis, Decisions, Outputs). 
Consider implementing these service assets:
· Use DCM to implement and maintain complex system configurations for optimal performance and reduced downtime.
· Contact your TAM or Microsoft service representative about a service map engagement to determine the services and service management components that require monitoring through Change and Configuration.

	Individual Contributor

	Using the Change and Configuration SMF, do the following:
· Go through the Activity tables for the seven steps (Tables 4–10).
· Answer the questions in the Activity tables (4–10), and record the available/missing inputs and produced outputs per activity.
· Customize the FSC, RFC, and risk template documents.
· Understand the “Best Practices” section for each activity.
· Obtain final approval of the process flow. 

	Individual Contributor

	Consider implementing these service assets:
· Help Service Management Managers to implement DCM by configuring DCM and enabling the Change/Configuration/Release practices. 
· Deploy and Configure Offline Virtual Machine Servicing Tool 2. 1 to start a small testing environment.


Applicable Assets
MOF Job Aid: Change Management Forward Schedule Template (located in the Manage Layer job aid download): 
MOF Job Aid: Request for Change Template (located in the Manage Layer job aid download): 
MOF Job Aid: Risk Template Tool (located in the Manage Layer job aid download): www.microsoft.com/mof
Desired Configuration Management (DCM) is a services offering that provides hands-on assistance, showing service management groups how to apply Microsoft IT and MOF best practices, processes, tools, and knowledge to improve service availability. It enables service management groups to define and apply standard configurations for their systems, and then monitor compliance with those standards. It is available at http://download.microsoft.com/download/C/D/3/CD3D03AC-DB10-4ABF-83FE-266EE80ACA5C/DCMCoreSvcs.pdf. 
Offline Virtual Machine Servicing Tool 2.0.1 helps your service management organization convert physical servers to virtual machines so that you can build a realistic test environment that mimics your production environment. It is available at http://www.microsoft.com/downloads/details.aspx?FamilyId=8408ECF5-7AFE-47EC-A697-EB433027DF73&displaylang=en.

Address patch management improvement by providing your staff with Microsoft Software Update Management (SUM) best practices and specific recommendations. These will help improve your software update management process and enable your service management team to improve business operations and decrease incidents while quickly and efficiently deploying software updates. 
Table 19. Patch Management Activities
	Service Management Director/CIO

	· Attend and sponsor the Kick Off and Sign Off sessions of the SUM project. 
· Make any necessary decisions to ensure SUM process effectiveness in production.

	Service Management Manager

	· Manage the day-to-day activities of the SUM project. 
· Coordinate the meeting schedules, rooms, and logistics.
· Discuss and approve decisions made during the working sessions of the SUM project.
· Approve the SUM process for server and client environments.
· Establish the necessary measures and control to measure the effectiveness of the SUM process.




	Individual Contributor

	· Participate in all working sessions to provide necessary inputs.
· Help build the SUM process. 
· Work with Service Management Manager and Team to answer the Patch Management Key Questions as shown in Table 20 (below). Work together to provide answers to these questions, identify gaps you have in patch management practices, and determine actions you can take to close those gaps in two categories—things that can be done immediately with no prerequisite, and things that require an allocation of resources or disbursement of funds.


Applicable Assets
Software Update Management (SUM) is a Microsoft Services offering that helps manage your complex service management environment and reduce your support and operations costs with field-tested and repeatable software update management processes. It can help you focus not just on the process, but on the technology itself.

Table 20. Patch Management Key Questions	
	Area
	Key Questions

	Patch Notification
	Do the proper people receive notifications of security patches?
How do we determine patch relevance, authenticity, and urgency?
How do we test patches to be sure they’re safe?

	Configuration Management
	How do we ensure that only approved, standard configurations are deployed to the production environment?
Do we have a logical map of our infrastructure that identifies relationships between components?
Do we maintain up-to-date configuration data?
Do we periodically reconcile differences between configuration data and the actual environment?

	Change Management
	How do we review and authorize emergency changes?
How are changes classified in terms of priority, category, urgency, and impact?
How do we plan to deploy releases into production?
How do we test releases?
Do we have standard processes and tools for release deployment?
Do we update configuration data to reflect new releases?





Use the Business/IT Alignment SMF to update the necessary OLAs in your service management organization. Do this by embedding them with the primary Change/Configuration practice elements you established in previous Change and Configuration activities. This will raise the commitment level between your various service management teams. Additionally, it will improve the communication stream, reduce conflict, and encourage teams to work toward a shared vision supporting the business/service management goals. 
Table 21. OLA Activities
	Service Management Director/CIO

	· Sign OLAs and monitor adherence to them. 

	Service Management Manager

	Using the Business/IT Alignment SMF, do the following:
· Using the Process 5: “Service Level Management” section of the Business/IT Alignment SMF and the OLA template (or existing OLA), draft (or update) the primary Change/Configuration practices. 
· Negotiate and gain final approvals from cross-team service management managers. 
· Participate in periodic OLA reviews.
Consider implementing these service assets:
· Contact your TAM or Microsoft Services representative about a service map engagement to determine the teams with whom you will build OLAs.

	Individual Contributor

	Using the Business/IT Alignment SMF, do the following:
· Go through the Activity table for Process 5: “Define OLAs” (Table 9). 
· Answer the questions and record the available/missing inputs and produced outputs for that activity.
· Understand the “Best Practices” section. 
· Provide the necessary inputs to service management managers during OLA drafting exercise.


Applicable Assets
MOF Job Aid: Operating Level Agreement template/sample documents (located in the Plan Phase job aid download): 



Integrate Problem Management with Change Management practices. This will prevent high recurrence frequency problems from happening again by providing permanent solutions. The table below lists the tasks you need to consider.
Table 22. Integration of Problem Management and Change Management
	Service Management Director/CIO

	· On a regular basis, ask managers for a list of the top ten problems in each of their areas. They should address problems that recur chronically or are the root cause of multiple incidents; be sure you know what has been done so far on them (last period) and what will be done next.

	Service Management Manager

	Using the Problem Management SMF, do the following:
· Set the appropriate measures to evaluate the overall effectiveness of Problem Management practices using the “Outcomes and Measures” section in Table 2 (those that are related to using Change Management to provide permanent solutions).
· Customize and approve the Problem Management SMF process flow by working with individual contributors.

	Individual Contributor

	Using the Problem Management SMF, do the following:
· Go through the Activity tables of Process 4: “Research the Outcome” (Table 7).
· Answer the questions in the Activity table 7 and record the available/missing inputs and produced outputs per activity.
· Understand the “Best Practices” section for each activity.
· Instill the Change Management process in the flow. 
· Obtain final approval of the process flow.


Applicable Assets
MOF Change and Configuration SMF: http://technet.microsoft.com/en-us/library/cc543211.aspx
MOF Deliver Phase Overview: http://technet.microsoft.com/en-us/library/cc543223.aspx



Integrate Service Monitoring and Control (SMC) SMF with Change Management practices to prepare for the introduction of new or updated services into production. This helps you assess impact and align the service to the existing processes and functions, your service management organization, and SMC tools. 
Table 23. Integration of Service Monitoring and Control and Change Management
	Service Management Director/CIO

	· Track overall customer satisfaction.
· Ask your service management managers for reports that show in real time the health of vital business-critical services; it is important that these exist for real-time proactive management of services in order to maintain them in a desired state.
· Ask your service management managers for regular periodic reports that show planned versus actual targets for reliability and performance for vital business-critical services, along with brief analyses and a summary of action steps to address issues; this is important to ensure that performance versus actual is being examined and managed.

	Service Management Manager

	Using the Service Monitoring and Control (SMC) SMF, do the following:
· Customize and approve the Service Monitoring and Control SMF process flow (Process 2 only) by working with individual contributors. 
· Establish real-time reports for monitoring the health state of business-critical services.
· Create regular reports of planned versus actual health state (reliability and performance) of business-critical services, including brief analyses and summary of action steps to address issues.

	Individual Contributor

	Using the Service Monitoring and Control (SMC) SMF, do the following:
· Go through the Activity tables of Process 2: “Implement New Service” (Table 5).
· Answer the questions in Activity Table 5 and record the available/missing inputs and produced outputs per activity.
· Understand the “Best Practices” section for each activity.
· Instill the Change Management process in the flow. 
· Obtain final approval of the process flow. 


Applicable Assets
MOF Service Monitoring and Control SMF: http://technet.microsoft.com/en-us/library/cc543300.aspx
MOF Change and Configuration SMF: http://technet.microsoft.com/en-us/library/cc543211.aspx
System Center Operations Manager, which can help you both reduce monitoring noise and focus on the operational aspects of Service Monitoring and Control. It is available at http://www.microsoft.com/systemcenter/operationsmanager/en/us/default.aspx.



Invoke the Change Management process during the Project Plans Approved Milestone. The purpose of this is to ensure that every initiated project in your service management environment will ultimately have a traceable change record in the service management production environment. This will also ensure that when you initiate a project, you will be able to manage the changes effectively, know the current state of your configuration, and reduce the risk of negative impact.
Table 24. Invoking Change Management During Project Plans Approved Milestone
	Service Management Director/CIO

	· Focus on post-release changes in customer satisfaction.
· Review the outcomes associated with each Project Plans Approved Management Review from the MOF Deliver Phase Overview document. (In particular, make sure that decision criteria and associated data are documented; that risks, mitigations, and contingencies are planned for; and that the right people are being included in these conversations.)

	Service Management Manager

	Using the Project Planning SMF, do the following:
· Customize and approve the Project Planning SMF process flow (Process 5 only) by working with individual contributors.

	Individual Contributor

	Using the Project Planning SMF, do the following:
· Go through the Activity table of Process 5: “Review the Project Plans Approved Milestone” (Table 8).
· Answer the questions in Activity Table 8, and record the available/missing inputs and produced outputs per activity.
· Obtain final approval of the process flow.


Applicable Assets
MOF Deliver Phase Overview: http://technet.microsoft.com/en-us/library/cc543223.aspx
[bookmark: _Toc243737758]

[bookmark: _Toc247363713]Scenario 6: We Need a Better Way to Manage Our Service Management Projects
Do any of these situations apply to your organization?
We are unclear about what the business needs, and many requirements appear after we start our projects. We are vulnerable to “scope creep.” Our business requirements keep changing during the project course, which disturbs our plans and productivity. Customers often complain that solutions aren’t built to their specifications.
Our project managers care more about finishing on deadline than on quality, which causes us a great deal of troubleshooting after deployment. We don’t have adequate project management knowledge, and we don’t take advantage of useful templates and job aids. We are having challenges in meeting budget, scope, and schedule constraints to achieve the desired quality. 
The development team must support and operate the final product, which causes our IT staff to do repetitive work and exist in isolation. We have to deliver many as-needed projects as a result of production issues. Documentation is always given lower priority.
[bookmark: _Toc247363714]What to Do
Consider implementing the following practices; they will help to ensure an effective and efficient project delivery methodology that fulfills the desired expectations. 
Ensure that you are aligned with business/service management initiatives by reviewing the projects portfolio approved as a result of the Portfolio Management Review, which concludes the MOF Plan Phase. This will help you justify your initial efforts when starting projects.
Establish a set of activities to be followed in every project, small or large, as a standard practice to plan, design, build, and deploy your services into production effectively and efficiently. Integrate the Manage Layer SMFs, which include change management, risk identification, and appropriate team accountabilities and responsibilities.  
[bookmark: _Toc247363715]How to Do It
1. Use the Portfolio Management Review to ensure that you are starting with a pre-planned, defined, and approved project. This guaranties higher alignment between your service management organization and the various business units by making sure that you are working on the right initiatives. 
Table 25. Portfolio Management Review Activities
	Service Management Director/CIO

	· Determine whether service management is working on the right initiatives. 
· Decide whether to invest further in development of previously proposed projects.
· Approve a preliminary project vision and scope to move projects forward into the Deliver Phase.




	Service Management Manager

	· Understand the requirements of proposed changes.
· Clarify business value of proposed projects. 
· Provide input to the preliminary project vision and scope setting exercise.

	Individual Contributor

	· Contribute to risk and value discussion.


Applicable Assets
Portfolio Management Review (in the Plan Phase Overview document): http://technet.microsoft.com/en-us/library/cc543274.aspx

Establish a simplified standard project delivery methodology using the entire Deliver Phase. Doing this enables you to build services, systems, or applications into the production environment through the sequential set of activities described below. 
Table 26. Project Delivery Setup Activities
	Service Management Director/CIO

	Using the Deliver Phase Overview, do the following:
· Set strategic goals of why you want a standard approach for managing and delivering your service management projects—considering the list of identified pains—using the “Goals of Deliver Phase” section. 
· Establish the right objectives using Table 7.
· Get input from Service Management Managers about the risks/challenges in the delivery of service management projects.
· Establish the appropriate controls (management reviews).
· Enforce project submission and acceptance to follow the newly established methodology.

	Service Management Manager

	Using the Deliver Phase Overview, do the following:
· Identify risks involved in the general delivery of service management projects (Infrastructure, Application development, Services, and so on).
· Participate in establishing the right controls (management reviews) that include the Project Plan Approved Management Review and the Release Readiness Management Review.
· Establish a project team template and roles definitions based on the Solutions Accountability in Table 6. 
· Deploy a project management tool to enable the established practice.

	Individual Contributor

	· Implement a project management tool to enable the established practice (for example, the Microsoft Project/Enterprise Project Management).




Standardize and apply the following activities sequentially for every project you initiate.
Table 27. Sequential Activities for Each Project
	Service Management Director/CIO

	Using the Envision SMF, do the following:
· Pass project-related information from Portfolio Management Review to Service Management Managers. 
· May provide input in setting the overall project goals.
· Approve the vision/scope document.
Using the Project Planning SMF, do the following:
· Enforce the Project Plan Approved Management Review to discuss the required inputs, the current situation (analysis), decisions, and outputs.
Note: There are no specific actions for the Service Management Director/CIO in the Build and Stabilize areas.
Using the Deploy SMF, do the following:
· May participate in the final review depending on the project criticality.

	Service Management Manager

	Using the Envision SMF, do the following:
·  Program Manager role establishes the Core Project Team/Structure using Activity Table 4.
· Ensure that the Product Manager role produces the vision/scope document using the MOF Job Aid: Vision/Scope Document Template and Activity Table 5—Process 2.
· Using MOF Job Aid: Risk Template, assess and document project risks using Activity Table 5.
Using the Project Planning SMF, do the following:
· Using Activity Table 2 and based on the project type and nature (Infrastructure/Development), set the appropriate outcomes/measures.
· Use the MOF Job Aid Functional Specification Template to create a specification for the project.
· The Product Manager role identifies customer needs, analyzes project feasibility, and produces the conceptual design. 
· The Program Manager role describes the logical design and consolidates all inputs from the teams to finalize the “Functional Design” document (using the available MOF Job Aid: Functional Specification Template).
· The Program Manager role composes a final master project plan that includes all individual project plans.
· The Program Manager role creates the master schedule using Activity Table 7.
· Apply the Project Plan Approved Management Review to ensure that all functional specifications, master project plan, and master schedule are in place and are approved to move to the next step.
Using the Build SMF, do the following:
· Using Activity Table 2 and based on the project type and nature (Infrastructure/Development), set the appropriate outcomes/measures.
· Ensure that the solution is built according to the guidelines in Activity Tables 4 and 5.
· Ensure that the solution is tested according to activities in Table 5.
· Ensure that the solution gets prepared for deployment and a deployment plan is produced.
· The Program Manager role ensures specification maps have been built.

	Service Management Manager

	Using the Stabilize SMF, do the following:
· Understand the goals of the Stabilize step in the Deliver Phase.
· Using Activity Table 2 and based on the project type and nature (Infrastructure/Development), set the appropriate outcomes/measures.
· Use the Release Readiness Management Review as your opportunity to evaluate the solution and identify any remaining issues that must be addressed before deployment using the guidance in Activity Table 6.
Using the Deploy SMF, do the following:
· Understand the goals of the Deploy step in the Deliver Phase.
· Using Activity Table 2 and based on the project type and nature (Infrastructure/Development), set the appropriate outcomes/measures.
· The Program Manager role manages the deployment and stabilization of the solution.
· The Product Manager role processes customer feedback and signs off the deployment.
Review and close out the project with updated documentation using Activity Table 7.

	Individual Contributor

	Using the Envision SMF, do the following:
· Participate in risk identification exercise using the MOF Job Aid: Risk Template.
Using the Project Planning SMF, do the following:
· The Architect role evaluates products and technologies using Activity Table 4.
· Using Activity Table 5, various roles participate in answering the questions and understanding and documenting requirements (Business, User, Operational, System).
· Project team members create the individual required project plans using Activity Table 6 and MOF Job Aid: Training Plan.
· Project team members associate their corresponding schedules with their plans.
Using the Build SMF, do the following:
· The Developer role prepares the development lab using Activity Table 4.
· Create issue tracking procedures by answering questions in Activity Table 4.
· Test role prepares a testing environment using guidance in Activity Table 4.
· Development team builds and tests the desired solution including deliverables and documentation using guidance in Activity Table 5 and Test Plan and Specification templates.
· The Release Management role prepares for deployment using guidance in Activity Table 6.
Using the Stabilize SMF, do the following:
· Write the Test Specification document using the MOF Job Aid: Test Specification and guidance in Activity Table 4.
· The Test role tests strategies, acceptance criteria, and solution using guidance in Activity Table 4.
· The Test role identifies bugs and the Developer role fixes them using guidance in Activity Table 4 and the MOF Job Aid: Test Cases Workbook.
· The User Experience role participates in bug triage and user testing.
· Based on project complexity and nature, conduct a pilot using guidance in Activity Table 5.




	Individual Contributor

	Using the Deploy SMF, do the following:
· The Release Management role deploys core components and sites using Activity Tables 4 and 5 and the MOF Job Aid: Site Deployment Project Plan.
· The Development role resolves problems with the solution using guidance in Activity Table 6.
· The Tester role tests performance and performs problem tracking and triaging using guidance in Activity Table 6.
· The User Experience role maintains and delivers training.


Applicable Assets
MOF Job Aid: Vision Scope (in the Deliver Phase job aid download): 
MOF Job Aid: Risk Template Tool (in the Manage Layer job aid download): 
MOF Job Aid: Functional Specification template (in the Deliver Phase job aid download): 
MOF Job Aid: Training Plan sample (in the Deliver Phase job aid download): 
MOF Job Aid Test Plan template (in the Deliver Phase job aid download): 
MOF Job Aid: Test Specification template (in the Deliver Phase job aid download): 
MOF Job Aid: Test Cases Workbook (in the Deliver Phase job aid download): 
MOF Job Aid: Site Deployment Project Plan (in the Deliver Phase job aid download): 
[bookmark: _Toc243737759]

[bookmark: _Toc247363716]Scenario 7: We Need a Better Way to Increase Service Management Staff Skills and Capabilities 
Do any of these situations apply to your organization?
We are frustrated in our efforts to provide consistent quality in service management services because of our lack of skilled resources.
We are being asked to maintain or improve quality of service with a lower budget and a depleted staff.
We have a vision for the organization, but we cannot achieve it (or even sustain current operations) because we haven’t been able to change and improve at the pace the business needs, and because we have trouble managing growth and keeping up with rapid business and technological change.
Our lack of attention to training and mentoring service management staff has affected our reputation with customers and our ability to attract and retain the valued staff we need.
[bookmark: _Toc247363717]What to Do
Given virtually the same set of resources, why is it that one service management group will excel at managing quality of service, reliability, performance, and customer satisfaction, and another group will falter? The difference lies in their capability: their ability to transform existing resources into value for the customer. Gaining that capability is a matter of skills, knowledge, and mindset gained through learning and growth.
Here is a recommended set of activities to consider for promoting learning and growth in your organization:
Focus most of your efforts on making the right hires initially. Take a close look at recruitment and screening practices and the skills of the individuals involved in the screening process.
Make the process of orienting new hires into your organization more organized and systematic.
Use activity tables to develop activity standards and development plans for individuals and teams.
Challenge service management teams and individuals to take personal responsibility for their own learning and growth. 
Make sure you do a better job with who you have in place.


[bookmark: _Toc247363718]How to Do It
1. Improve recruitment, screening practices, and the skills of those who screen new hires. Do this by incorporating the parts of the job, standard, and skills required to perform the job into the candidate screening process. Ensure that hiring managers and other contributors to the screening process are properly trained to do so.
Table 28. Recruitment Activities
	Service Management Director/CIO

	· Make sure you have an explicit and systematic new hire screening process and criteria; make sure managers are trained to perform this work and that their performance evaluation includes their performance in selecting the right hires.
· Make sure job descriptions and performance standards are reviewed to include people and process activities using the MOF SMFs and Team SMF accountabilities and role types guidance so that new candidates are screened for more than technical skills and that hired staff are managed for more than just technical activities.

	Service Management Manager

	· DON’T hire someone because you have a role to fill and he or she appears on the surface to fit the bill—you may be acquiring a “project” that puts an inordinate drain on your time and the time of your staff.
· DO screen carefully against a written list of criteria for the candidate, and rank candidates and discuss their qualifications against that criteria list. To screen beyond technical skills to people and process skills, use the activity tables in the MOF SMFs and the MOF Team SMF guidance on accountabilities and roles types (or better, job parts and standards that are built incorporating these activities, role types, and accountabilities) that are relevant to the candidate’s potential position.
· Review the candidate’s resume/CV for gaps in employment or instances of “hopping” from position to position.
· DO hire people with a service management mindset (“I am here to help you with your problem”), who innately want to find a better way as it is difficult or impossible to change through training or any other means people who lack this mindset. It is helpful if they have MOF Foundation training or equivalent and experience applying MOF concepts, but this is no guarantee of a service-oriented mindset.

	Individual Contributor

	· When you are involved in the screening process, be sure to screen for more than a technical skill fit; use the activity tables in the MOF SMFs and the MOF Team SMF guidance on accountabilities and roles types (or better, job parts and standards that are built incorporating these activities, role types, and accountabilities) that are relevant to the candidate’s potential position.
· Be sure to screen the candidate for a service management mindset (“I am here to help you with your problem”), who innately want to find a better way as it is difficult or impossible to change through training or any other means people who lack this mindset; reject any candidates who lacks this quality since if they are hired, they will quickly become a drain on you and your team as you seek to execute processes and solve problems together.


Applicable Assets
MOF Overview: http://technet.microsoft.com/en-us/library/cc543224.aspx
MOF Team SMF: http://technet.microsoft.com/en-us/library/cc543311.aspx

Properly orient new hires into your organization by maintaining and using a playbook that incorporates MOF content. A sample outline of what to incorporate in your playbook is shown in the “Sample Playbook Content” list on the following page. Areas where you can incorporate MOF guidance have been highlighted in italic—mostly these are the MOF SMF activity tables and MOF Team SMF accountabilities and role types.
Table 29. Playbook Activities
	Service Management Director/CIO

	· Insist that each of your managers maintain a sufficiently up-to-date and comprehensive playbook for their areas. You may want to make annual updates and review these playbooks as a management team. This is a “forcing function” for ensuring that playbooks stay up to date and that your management team stays aligned on their understanding of what each team does.

	Service Management Manager

	· Maintain a sufficiently up-to-date and comprehensive playbook for your area.
· Use your playbook to orient new hires to your area.
· Assign a mentor from your staff to help new hires get acclimated during the early stages of their employment.

	Individual Contributor

	· Make sure you are thoroughly familiar with your team’s playbook.
· Help new hires (either as their explicitly assigned “buddy” or in the normal course of doing work) become acclimated to the organization, referencing the playbook for your organization.
· Where the playbook is out-of-date or insufficient, raise the issue with your manager and provide content and context where possible.


Applicable Assets
MOF Overview: http://technet.microsoft.com/en-us/library/cc543224.aspx
MOF Team SMF: http://technet.microsoft.com/en-us/library/cc543311.aspx


Sample Playbook Content
	General Team Information (who we are and what we do):
Scope
Vision/Mission 
Charter
Service Catalog/SLAs
Organization chart
Roles and responsibilities
Goals 
Project pipeline
Link to team/IC commitments
General Team Information (Getting Started):
Team distribution list (DLs), access lists/permissions (with context)
Team security groups/accounts
Team sites
Team Wiki
SharePoint sites
Team policies (vacations, and so on)
Training Web sites
Mandatory training
Stakeholders (Those we work for):
Partners/Suppliers
Customers/Business owners
Contact information
Charters
Organizational charts
Roles and responsibilities
Who to collaborate with
Things "we" don't do and who does
Platform Information (The technology platform we deal with):
Topologies
Standard configuration
Applications used by team
Infrastructure used by team
Admin tools/access
Links to architectural designs of supported services/systems
Office equipment
Role-specific Information:
Job parts and performance standards
Career stage profile
Role-specific technical training
Role-specific job shadowing
Role-specific information (other)
	Policies, processes and procedures (location and owners of processes, procedures, tools, and templates):
Business/IT Alignment SMF
Reliability SMF
Policy SMF
Financial Management SMF
Envision SMF
Project Planning SMF
Build SMF
Stabilize SMF
Deploy SMF
Governance, Risk, and Compliance SMF
Change and Configuration SMF
Team SMF
Operations SMF
Service Monitoring and Control SMF
Customer Service SMF
Problem Management SMF
On-call
Documentation update
Information management
Administration policy
Other tools and templates
Troubleshooting guides (TSGs)
Knowledge base
Governance Mechanisms (How we keep work on track):
Metrics/dashboards
SLAs/OLAs/UCs
Recurring meetings
Communication processes
Conflict management
Triage processes
Escalation processes
Best practices
Portfolio MR
Project Plan Approved MR
Release Readiness MR
Policy and Control MR
Service Alignment MR
Operational Health MR



Develop and apply activity standards using MOF activity tables for each SMF that you have identified as a focus area. Do this to identify skill gaps and development plans for teams and individual contributors. Activity tables provide a wealth of information about what activities must be performed in service management. When combined with standards of performance (that is, what the activity looks like when it is done right) and skill gaps, development objectives can be set to address these gaps and enhance performance.
Figure 3. Application of activity standards
Figure 3 shows how to do this. The first two columns (Activities, Considerations) are copied directly from the MOF SMF activity tables. You then add columns for Standards (what the activity looks like when it is done right), Gap/Impact (citing performance gaps and evidence of business impact), and Development Objective (a task or initiative to be completed over the next period to address the gap in skills, knowledge, or mindset).
Table 30. Activity Standards Activities
	Service Management Director/CIO

	· Make sure development objectives are driven by real activities that are currently challenging the organization and which must be performed in the organization. Make sure that there are standards set for each of these activities; this will in turn drive gap analysis activities that form the basis for such development objectives.

	Service Management Manager

	· Work with individuals and teams to create development objectives driven by activities using MOF activity tables.

	Individual Contributor

	· Work with your manager to create your development objectives and those of your team; work to ensure that activities from the MOF SMF activity tables that are challenging you and your organization are included in the discussion and that the standards and gaps that drive the development objectives are the right ones.


Challenge service management teams and individual professionals to personal responsibility for their own learning and growth. Do this by having them systematically identify actions they can do within their circle of influence (in other words, actions that do not require anything of others) to increase their capability, as well as to ask what they need to do even better, using the MOF Phases, Manage Layer, and SMF goals as a basis.
Table 31. Personal Growth Activities
	Service Management Director/CIO

	Weekly, for each MOF Phase or the Manage Layer where you are having issues achieving the outcomes you seek:
· Review the Phase or Manage Layer goals. (For example, for the Operate Phase, one of the goals is “Ensuring that service management services are restored quickly and effectively.”)
· Review activity over the last week and be sure to recognize individuals and teams that have positively affected the most challenging goals to ensure desired behavior is seen as rewarded.
· Review the requests from your service management managers for resources that contribute positively to relevant goals, and consider allocating resources to these requests.
· Take action and communicate and celebrate results!

	Service Management Manager

	Weekly, for each SMF where you are having issues achieving the outcomes you seek:
· Review the SMF goals. (For example, for Change and Configuration Management, one of the goals is “Reduce unintended side effects.”)
· Review activity over the last week and be sure to recognize individuals and teams that have positively affected the most challenging goals to ensure desired behavior is seen as rewarded.
· Review the requests you’ve had from individuals and teams for resources that contribute positively to relevant goals, and consider allocating resources to these requests.
· Take action and communicate and celebrate results!

	Individual Contributor

	Weekly, for each SMF where you are having issues achieving the outcomes you seek:
· Review the SMF goals. (For example, for Change and Configuration Management, one of the goals is “Reduce unintended side effects.”)
· Review activity over the last week and be sure to recognize individuals and teams that have positively affected the most challenging goals to ensure desired behavior is seen as rewarded.
· Review the requests you’ve had from individuals and teams for resources that contribute positively to relevant goals, and consider allocating resources to these requests.
· Think of several simple things you could do this week that don’t require someone else to provide resources in order for you to do them; write down these action items.
· Think of several things you should ask your manager for that would help you and your team better achieve your more challenging goals; write down these action requests.
· Take action and communicate and celebrate results!


Applicable Assets
MOF Overview: http://technet.microsoft.com/en-us/library/cc543224.aspx
MOF Team SMF: http://technet.microsoft.com/en-us/library/cc543311.aspx
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