FORRESTER

CHALLENGE THINKING. LEAD CHANGE.

RRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRRR



FORRESTER' CONSULTING

From Tactical to Strategic
How to begin transforming your ITSM
organisation

Duncan Watkins, Senior Consultant
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Why Is Strategy important?




Everything leads to your Business Technology Strategy
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Empowered customers have given rise to a new era

1900 1960 ﬁ' 1990 [ |§ 2010 &a Beyond

Age of manufacturing Age of distribution Age of information Age of the customer
Mass manufacturing Global connections Connected PCs and Empowered buyers
makes industrial and transportation supply chains mean demand a new level of
powerhouses systems make those that control customer obsession
successful distribution key information flow

dominate
- Ford - Wal-Mart . Amazon . Macy’s
- Boeing - Toyota - Google - Salesforce.com
- GE - P&G . Comcast - USAA
- RCA - UPS . Capital One . Amazon
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Companies have historically had most
of the power over technology ...




... but technology itself is now
empowering
employees & customers




People create their digital value ecosystem to satisfy
their needs
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What trends are
driving Business
Technology
strategy?




We are in an age of “Hyper adoption”

1B+ users 000800

1.39B
a00M

1B 1B
TOOM
3 X S00M
S00M+ users o ___________________ . " 1 _
400M
oggpn  298M  300M
I

Pinterest Spotify Twitter Skype Instagram Outlook Gmail WhatsApp Apple®  Adobe YouTube Facebook
Flash

18 19
12 1 14

Years since introduction

“Number of credit cards registered with Apple
117907

Sowrce: Forrester Resaarch, Inc, Unauthorized reproduction or distribution prohibited.
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By 2019 there will be 3.5 billion smartphones in the




We face a wave
of iInnovation
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2. Web (search, comparison

External WY shopping, etc.)

digital . )
touchpoints Social (social network,
=ams reviews, community, etc)
(»7 Digital content (video,
@0 editorial, etc.)

E_j Company website
Branded

digital D Mobile (apps, mobile Web)
touchpoints

|:| Tablet (apps, Web)
In-store device (kiosk,

associate device, etc.)

Traditional
touchpoints

Complexity is the new reality
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In this online world IT’s success is not
measured by how well it responds to
”the business” — but how well it
enables us to compete in this
environment
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What are the principles of a
Business Technology strategy?
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1) You always No matter what you intended to do, patterns are your de

have a strategy, facto strategy
even when you What fer from that?
don’t at can we infer from that?

* What happens in an organization is a complex inter-
relationship between people, what they do, how they
do it and why they do it

* Culture (the way we do things around here) is a
powerful determinant of strategy

 ldentifying patterns and how they change is an
important part of strategy

« If you don’t have a strategy, start by understanding
your patterns
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2) You can only do what is strategic to you
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3) What is A new service management tool is strategic for the CIO,
strategic to you operational for the CEO BUT the CEO and the Board DO

IS Operational to want good technology services

somebody else — If your strategy doesn’t support the CEO strategy it will
but they have to fail
be linked

Most organizations separate strategy into layers,
because:

* Including all layers in a single strategic document
make it impossible to read

*  We want the people with responsibility for a layer
managing the layer

« But layers quickly become separated and strategy is
fragmented
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4) Strategy is Governance, Execution is Management
Governance Management

* How will we get there?
oes ev Ing we do reflect those values?
re success? "« How will neet or exceed those metrics?

e we in? "~ +Howdo we get better at being in that
business?

* Where are we going?

* What are our values?
* How will we me

 What business

Can we do both roles at the same time?

Yes — for example the CEO (under the authority of the board) does both
But the systems they use are separated

There are checks and balances between them



5) Strategy Is an
ONGOING
comparison
between where
we are and
where we want
to be
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As soon as you take the first tangible action in your
strategy, you change the current state of the organization

« That change will have intended and unintended
consequences

- “Where you are” is different now. And it may change
“where you want to be”

This means that strategy will constantly be changing



6) Strategy is not
adocument, it is
a dynamic with a
dashboard
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* Change HR systemsh all“ﬂexiblé resourcing (and
performance metrics)

» Recognize both achievement and 'change
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Thank you
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