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Short ITSM
exercise -

Timetable

5 mins
introduction

20 mins —
breakout rooms

30 mins — review

5 mins wrap-up
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Random
assignment

Group rapporteur
shares the group
task and findings

5 mins per group




ABC (Attitude, Behavior, Culture) exercise

QResistance to implementation of ITSM processes

"I need him
"So this is the new way my process”
of working. Agreed?”
"I don't care. I pay his
salary and I need him |
for my project”

".it is just a question of knowing
where to hit it!"

"You have my full commitment.
Apart from time, money,
effort & just so long as I don't
have to be involved!"

"..here are the procedures we
produced for you...."
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Resistance to implementation of ITSM processes

r

"ITIL? Just ignore it and it will "It is a brilliant

soon go away..., it's just another ;T solution... .
management toy." T only wish I had a Business

(_ problem to go with ifl....."

Solution

"..I don't understand. I o < S
used the ITIL procedures.. ' A ~ VAN
according to me you are now i ; y ‘ —

a satisfied customer!”
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\/ Offers a general computing service = VMs

The virtual infrastructure is created using federation
of multiple infrastructure providers

Example

N I4OS Se rVi ce #9  customers are the EOSC customers
provider

(@/) Aims to be the best EOSC general service provider

= Is determined to implement
LI all FitSM processes

Starting with these 6 .....
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Putting FitSM into practice

6 FitSM processes — one per each Each group has supporting materials for
breakout room the assigned process

ISM — breakout room 1 check under materials on the training platform

ISRM — breakout room 2 Use the whiteboard for brainstorming activities

PM — breakout room 3 e Print screen before exit to capture the output

SLM - breakout room 4 e Rapporteur shares screen

CONFM - breakout room 5
CHM - breakout room 6
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