esults

Vision &
Engage

Collaborate &
Improve

Measure & Measure &

Focus

P bt o st D i

+ Stinet bt seches e et fe NN

Learnings, actions, backlog,
updates, communications

" Practice
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Capability Improvement Objective

<One sentence on the capabllity improvement
objective for your service/region>

Example:

* We already showcase our region offering great
a great service

« Can we take it to the next level?

Practice
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Vision <from stakeholder perspective>

<Qutput from Vision Crafting Workshop for
this stakeholder; 2-3 slides>

Practice
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Current Maturity — Ranked by
Importance

incident and problem Mgrnt | 2

PCmanagement | 28
User, Mobile, and Personal Devices management [N 22
Voice, Video, and Convergent Services management [ NG 21
Asset management _ 2.0
Peripherals Management _ 2.3
Champion the Business to Digital Workplace [N R 2y

Champion Digital Workplace to the Business m 2.2

1.0 15 2.0 2.5 3.0 3.5 4.0 4.5 5.0

Average Maturity Level

INNOVATION ™ Practice
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Importance vs. Maturity

Focus on low
maturity, high
importance

B v

INMCOVATION ™
VALUE
INSTITUTE

1.8

2.3

2.9

Importance

u
[uny

5.7

6.2

6.8

| User, Mobile, and Personal Devices

management .

Voice, Video, and Convergent
Services management

Asset management
Peripherals Management ‘

Incident and Problem Mgmt

PC management

| Champion the Business to Digital
. Workplace
Champion Digital Workplace to the
i Business
1.7 1.9 2.0 2.2 2.3 2.5 2.6 2.8 2.9 3.1
Maturity

© Innovation Value Institute 2016
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Current and Target Maturity

EMEA Level-1 | Level-2 | Level-3 | Level-4 | Level-5
Vendor supplied images and patch : Some OS, firmware and App images. | Images well developed and remote : Discovery software with exception : Discovery software with exception
management. : Decommissioning is legally : discovery and management, patch : reporting. Enterprise Images in use : reporting. Images deployed
PC management : compliant. Manual inventory control.; testing and scheduled deployments : with legal and data protection monitored and patched remotely.

¢ Training has been identified andis  : in place.  criteria fully met.
: being provided. 1 :

The set-up, ongoing maintenance, Basic management and support for a: Standardized management and Comprehensive management and The management and support for a
User, Mobile, and Personal and support of mobile and personal bring-your-own-device (BYOD) support for a BYOD programme are support for a BYOD programme are BYOD programme are continually

Devices management devices is ad hoc. : programme are emerging for a : in place for a growing set of devices. : in place for virtually all relevant : reviewed based on industry-proven
limited set of devices. devices across the organization. practices.

: All elements of policies and : Policies and procedures relating to

: Applicable standards, architecture

: Policies and procedures are

Standards identification and policy

development are ad hoc in relation : rules,& regulations are being i standardized, and use toolsets to  : procedures are enforced using : voice, video, and convergence are

Voice, Video, and Convergent to vc_)ice, video, and convergent identifigd to guide the development rr?onitor and manage the voice, c_onfigured tools to monitor.voice, Fontinually reviewed for
Services management services. : o_f policies & procedures for voice, video, and convergence enwronment; Yldeo, and c_onvergence en_\/|ronment§ |mprovement._ Tools can pre-empt
¢ video, and convergent services i and to enforce some elements of ! issues, and invoke appropriate : management issues relating to the

: those policies and procedures. : actions automatically : voice, video, and convergence

environment.

Approaches and tools for asset

: within a defined risk mgmt.

Comprehensive levels of automation

Defined approaches and tools for

Standardized approaches and tools

Asset management is ad hoc and

highly manual. i asset management are emerging.  : for asset management are in place, : across approaches and tools for i management are continually
e mERE Tt i However, manual asset management: enabling increasing levels of i asset management enable real-time : reviewed and optimized.
: approaches dominate. i automation to accurately record life : recording of asset life cycle, :

: depreciation, and vulnerability
status.

Comprehensive incident and

: cycle state data.

Incident and problem management

Defined practices for incident &

Standardized incident and problem

Incident and problem management

is non-existent or ad hoc. problem management are emerging management practices are applied problem management practices are is continually reviewed and
: for a limited number of IT services. : for most IT services. Diagnostic : applied to all IT services. Diagnostic : optimised.
Incident and Problem Mgmt Basic diagnostic metrics that metrics focus on control limits to metrics focus on minimizing repeat :
: measure why a process is not : prevent and detect issues. : incidents and the advanced

i detection of potential incidents

performing to expectations assist ]
before they occur.

root cause analysis.

Th P, b, D, P b,

and support of peripheral devices is : configuration management, and ; configuration management, and ; configuration management, and : devices is continually reviewed

Peripherals Management ad hoc. i support for a limited set of i support for most of the peripheral : support for all peripheral devices i based on industry-proven practices.
¢ peripheral devices. ¢ devices used in the organization. : used in the organization. :

'

Nobody outside of IT views Desktop : The role that Desktop Services can Business managers understand the Desktop Services is viewed as a value: The management of all peripheral
Champion Digital Workplace to | Services as an enabler : play in enabling the business begins : contribution Desktop Services makes: driver : devices is continually reviewed
the Business : to be understood outside of IT : to the business and the challenges it : : based on industry-proven practices.

Desktop Services staff understand

Incident and problem management

Understanding of how Desktop

Challenges facing the business are

Desktop Services has little

IChampion the Business to Digital| understanding of the contribution it : Services can help address challenges : understood. Desktop Services i the importance of enabling the : is continually reviewed and
Workplace can make to the business facing key areas of the business identifies opportunities to support business and actively seeks to deliver§ optimized
:_emerges :_the business : IT business value :
Current Maturity Target Maturity

\
\
\

INNCVATION ™ . ) Practice \
I\f VALUE Innovation Value Institute 2016 Improverment

INSTITUTE




Participation

Participation

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Region 1

Region 2 10 7

Region 3 5 11

Region 4

O
N

M Participated ™ No response

Overall participation* 63%

(*1 participant did not give their region)

Practice
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