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“l agree, it’s a lot of bang for the buck.
And thumping, whining, clicking, clacking,
clanging, grinding, buzzing and rattling.”

Getting more Bang
Applying LEAN Principles to:

Processes
Structure

Support Demand
Skills
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Put the customer at the heart of yot
em and do only what delivers
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Improving processes .....
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Getting more Bang

Applying LEAN Principles to:

Processes

Structure

Support Demand
Skills

OLD STRUCTURE
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TECHNICAL SILOS

TECHNICAL SILOS
So what’s the problem?

.
When technology changes the structure has to change

IT thinks in terms of specific technology areas but Customers think
in terms of problems that need solving

Specialism down to single job level creates single points of failure
Communication between teams is made more difficult
No common process encourages isolation of teams
Problems can easily fall between teams or get passed around
Functions are duplicated
Proactive and reactive work is mixed together
k- . & (' A
... the structure does not make sense
from the customer’swviewpoint... .
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IT thinks in terms of specific technology areas but Customers. think
in terms of problems that need solving

Specialism down to single job levelcreates single points.of failure
Communication between teams is made more difficult

No commen process encourages isolation of teams

Problems can easily fall- between teams or get passed around
Functions are duplicated

Proactive and reactive.work is mixed together

O SV W T s ~
>3 A WD Sn ARG T Nk

abnd there is a'lot of waste

-~ i RS b
3" - - U




CUSTOMER
PROBLEMS

SOLUTION

“I have @ new
business
requirement”

Analyse new ideas,
understand
requirements
and design solutions

“I need a new
or changed IT

SYSTEMS LIFE CYCLE STAGE

Architecture, Analysis and Design

Research, Business case development,
Proof of concept, Feasibility, Architecture,
Design, Technology choice
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system”

Development and Impler i

Developing, Testing, Implementing.
Project management.

Carry out Projects to
Develop and
implement new.

d ch ystems

“I need the

J

systems [ use to

[o] ing and Maintaining

work when I

need them and |

need help when
there’s a

Operating, Preventative maintenance,
Supporting, Planning, Managing,
Disposing

problem”

of
live systems and
provide
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Develop and
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“I need the
systems | use to
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need them and |
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Getting more Bang

Applying LEAN Principles to:

Processes
Structure

Support Demand

Skills

Customer

please fix it!”
Support

What is the nature and volume of
customer demand?




Happensioftena
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‘Right first time’

Happens less frequently Happens less frequently and
and is very quick to sort takes a long time to sort out
out

Getting more Bang
Applying LEAN Principles to:
Processes

Structure
Support Demand

P D\ ‘\
’Vg\hat resources and skills
}1ave you got in the team?
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80% is1*and 2™ Line = “It’s Broken please fix it”?
cleared by IT —
esk “Can | have .."?

AF

Customer Support
15T and 2P Line Support across all technologies

“Increasing skills so that (service desk) staff can restore Customer
user service for most incidents reduces the need for

escalation of support. This leads to greater job Demand
satisfaction and faster restoration of services, reduced

downtime and a reduction of distraction from project

work. By 2010 50% of large enterprises will significantly

improve the efficiency and effectiveness of their staff (in

this way).”

Gartner
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Key Messages

Processes should be lean and designed from
the customers perspective

Structure should support the processes and
separate reactive and proactive activities eg:
top level process is the system life cycle
Eliminate Failure Demand — get it right first
time

More ‘T’ shaped skill sets and increased
knowledge and skill sharing




