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What’s a Service?

“Someone calling themselves
a customer says they want
something called service.”
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Governance

¥ The word "#$%&'&($derives from the Greek
verb kuBepvaw [)*+$%&,'] which means -".
[-$$%nd was used for the first time in a
metaphorical sense by Plato.

¥ What information will you use and what
activities will you undertake to define how you
‘steer’ your business?
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Governance Data is the input.

Value is the output.

¥ Data or evidence relating to your business performance

¥ Data or evidence relating to understanding your customers

Analyze
areas for Take action
improvement

Collect the
information
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Governance Data?

¥ Information on "#3$%&"' ("#)*#+,-& "against key

metrics

¥ Information on key %!!."!l and #%!/- on Shared

Service and Client side

¥ Information on &.10*+"#'1,11) &1*-'

¥ Information on &*10'
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Why Do | have SLAs?
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You Get What You Measure...

off the mark com by Mark Parisi
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e RESEARCHERS D O GPICE 60T T cuAlxer -
THE STAADARD OF MEASURE 70 "HAPDY AS DoUG”

So you better measure what you want!
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We have Regulatory Requirements

¥ MIFID
¥ Solvency Il
¥ Telecommunications

¥ Government Purchasing
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Because we need to know how our
providers are performing
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What is the "$%2"-&telling

you?



Back to the problem....

How do we improve
Governance?
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Pathway to better SLA
Management

Online /

Workflow Automated
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ServiceFrame

Real Time
Reporting

Dashboards

Automated
SLA Reporting
Catalogue
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Reports

Manual Reporting

Risk and Issue
Reporting

Comparisons
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Future

I & N P
IM GOING TO
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Summary

e e ServiceFrame gathers

e Somame information on performance
S and risk in Shared Services.

Dec 2009] Average score over last year | Performance Trend - last 12 Monthly

Workflow engine to
report on metrics &

Online Dashboards
for all Metrics, Risks,
Issues and Actign
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