IT'S NEVER
ENDING

LEADERSHIP AND CHANGE
MANAGEMENT FOR IT SERVICE
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ABOUT ME:

* IT Service Desk (1998)

* Varied roles - PC Support, IT Manager, Head of IT,
Service Improvement Manager.

* Currently Head of Service (Deputy ClO) at Oxfam
GB.

* Public, Charity and Commercial experience with max
12,000 internal users.

* MSc IT and Management, CITP, ITIL, PRINCE2 and
Agile Service Manager...
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* Helps communities and families lift themselves
out of poverty.

* Works with communities, save and rebuild lives
after disasters.

* Use our influence to challenge the things that
keep people poor.
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PART |

WITHIN THE OXFAM
CONTEXT.
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OUR REACH AND SCALE 2017-18

WE WORKED DIRECTLY WITH

22.3 MILLION

PEOPLE IN OUR PROGRAMS WORLDWIDE

93%

ARE WOMEN & GIRLS*

f

DIFORD BRUSSELS

GENEVA

WESTAFRICA

400,000 a2 1,700,000 28
50% & 48% #i
364 W
LATIN AMERICA
AND CARIBBEAN
KEY 1,800,000 28
£& PEOPLE WEWDRL WITH 61% h
b

ﬂ F'JLIHTRIESWEWEIHN m 1l
@ DXFAM INTERNATIONAL OFFICES 18)

IE0AMER:

Map ol o scal. This psuct hias been meated with thi: ighest degres of accusayy posstiia. Howewa, Dctam imematonal, norany ot fis afilstes, contectons o supplars can
b hiald sesponsibila for ary damages dua to srors of omissions in his preduct. Tha boundarios and rames shown and the designations wsed on this map da nt inply offidal
endorsamant o acaptance by Bdam

* Sepiambar 2116 Figues are munded, based on reprts by counivies. (e includes homs countries and* B okal Lavel Alincatios?

— MENA

MIDDLE EAST AND NORTH AFRICA
22 7,000,000
i 53%

W 372

fi 54%
W 279

a2 1 600,000

i 56%
W 285

— ASIA

22 2 900,000
#i 54%
W 1,409

HORN, EASTAND CENTRALAFRIA.

a2 5,600,000

PACIFIC

22 150,000
i 46%

. W 129




OKFAM GB STAFE...

HAVE A ONE FRONT DOOR TO SERVICE,
ACROSS THE UK AND OUR 27 PROGRAMME COUNTRIES
WITHA

GLOBAL SERVICE DESK FOR SHARED SERVIGE
APPLICATIONS

Page 6 OXFAM




THE OXFAM GB SERVIGE DELIVERY
LEADERSHIP TEAM IS HESPONSIB[E
FOR THIS GlﬂBAl SERVICE

Head of Service
Delivery

VE S

o s,

Bugponing

| Dev-OPS Manager

|

_
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Transition and

LT Improvement
tem Manager
ity
e Web Delivery
Manager
i I “ | Core Infrastructure
II } ™ Application Manager Manager
AN
I I I I
Service Manager Service Manager Asia Service Manager Service Manager
MENA g HECA WAF Service Manager — UK

O

SUPPORTING 110 AMAZING SERVICE STAFF!! OXFAM




SERVICE MANAGERS MANAGE THE DAY TO DAY
RELATIONSHIP WITHIN COUNTRIES; INCLUDING IT
OFFICERS AND “FOLLOW THE SUN” SERVIGE DESKS....

O

OXFAM

UK Service Desk
MENA Service
Desk West Africa
Southern Africa
HECA

ASIA Service Desk

lan Pinnock
Oxford, UK

West Africa 'i
Oubaidallah Kane =

Senegal J

DRC

Ghana

=a 8
Sierra Leone

Armena
Azerbaijan

MENA

Srdjan Lorencini
Oxford, UK
UK

Supported through the UK Head office in Oxford where Q
the UK Service Desk and most Tier 3 / Security Teams are Page 8 OXFAM
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WE FIGHT POVERTY NOW -
AND BEAT IT FOR 600D.
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SERVICE MANAGERS HAVE REGIONAL FLEKIBILITY, AS LONG AS
THEY FOLLOW GLOBAL IS STANDARDS. SUPPORTING
FUNDRAISING, PROGRAMMES AND HUMANITARIAN RESPONSE
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PART II

HOW OXFAM IT RESPONDS TO CRISIS
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IN AN EMERGENGCY THEREIS A
SITE ASSESSMENT

Telecom Emergency Kits are essential
for the assessment team

BGAN (voice and Data)

Satellite Phone (voice)

Isavi (data), Thuraya IP+ (data)

<ot
o

o
A\_‘/
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TEMPORARY OFFIGE SET UP

By
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ON-SITE IT SUPPORT &
COMMAND GENTER

Dealing with:

* PC hardware problems
* PC Configuration problems

* Virus incidents

Mobile Devices
* Loan IT accessories

* HR requests & IT inductions for
new staff

* Logistic and HR need a dedicated
printers, additional LAN ports

* Email issues
* Wifi and connectivity.
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TO ENSURE THE DELIVERY:

e
€ Tommy Trenchard/@xfam
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PART Il

Service Strategy
Leadership skills

Running the Service team
Improving service

Delivering transformational change
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DO YOU KNOW WHAT YOUR
CUSTOMERS' WANT?

* Supporting Humanitarian, Programmes, Trading (Shops) and

Campaigns to deliver their objectives.
* Supporting digital ways of working and engagement.

* Supporting Agile and new ways of working.

Which Requires...
* Robust IS Systems and Infrastructure.

* A Quality IT Service — with a customer first approach.

* Finishing & delivering business projects to enable the business.

Page 18
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HAVE A TARGET OPERATING MODEL, SERVICE STRATEGY
AND OPERATIONAL PLAN

Business Enablers /

. Architecture Project Delive ice Deli
Customer Experience ) ry Service Delivery

Tier O - Self Service

ServiceNow

Tier 1 — Shared Services

Wl

*  First and Second global support

e Service Training & accreditation

*  Robust & professional IT service

e EA Support (ITO & IS Service
Managers)

e Delivery of agreed service scope
and overall customer experience
(Service Catalogue & escalation

UK & International Service Delivery

‘ Tier 2 - Business Solutions

Service Scope: Application & Infrastructure Management

* Third line support

* Application Development (Business
Systems).

* Lifecycle Management inc budget

* Cloud & Hybrid based operation support
inc usage administration

* Application patching and upgrades
(Business Systems and Infrastructure)

* Core Infrastructure operational
management (Networks, Servers, Cloud
based operations, email, security__

* Changing scope of business applications
supported.

Web Management

PRVSTUAY
matrix)

Service Scope:

* Service Strategy

* Service Design

* Service catalogue ownership

* Service Transition

e Through life costing and planning
* Continuous Service improvement
* Management & resourcing

e Asset & License Management

* Change (small projects)

Page 19 OXFAM
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ENSURE TEAM COMMUNICATIONS

@ Oxfam IT Support Team Q
e Business IT Board — Quarterly - :
« ISMT —Weekly Q
e All - Finance and IS Meeting — Quarterly e
Nicholas Harris
M 0 Active now i i Y i
e All-=1IS Department Meetlng— Quarteﬂ), 0 About ~ Discussion  Members  Files  Evenis  Photos
B News Feed
- # Witepost €3 Recommendati..  [E] Create Doc [ More
A Notifcations ;

*  Weekly UK Ops Meeting — Chair SDM (UK) T
*  Weekly International Ops Meeting — Chair HofS Shoraits v e

MENA IS Department
AddProoni.. T Coleagues @) Add Location
Q& Aon Business Co... 20+

¢ Monthly UK Strategic Meeting — Chair HofS

Your Ads - Oxford

* Monthly International Strategic Meeting — Chair HofS i Ll
Al Oxfam Staff . 8 -Le shared a link
‘ 14 Janary
v See more.
*  Weekly Service Desk Meeting — Chair SDM (UK) e
e All - 121’s — Bi Weekly e BITLOCKER ERROR - “THE SYSTEM CANNOT FIND

THE FILE SPECIFIED®

@ Create aroun

*  Workplace — Different groups (IT Officers, Service Desk, Global Service Desk)
*  WHATSAPP — Major incidents, ISMT and IT groups e
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SE AN EFFEGTIVE ITSM
TOOLSET

Welcome to your IT Self Service

Nicholas Harri

Service Desk ! Service Specific Requests I My IT Self Service

T Request a service from your local [T team B Service requests with specific requirements Your personal IT Self Service experience

I > Something Broken > Email ] > My Active Calls

> Accounts & Access ! > HELIOS u > My Completed Calis

- > Borrow IT Equipment (UK only) > PeopleSoft HR (GOLD) Help = > My Approvals
> Software Requests > ICT4D Requests |~ My Profile

SE LF > Telephony & Network o >

> Generic Request 3

SERVICE

Collaboration Requests About ISD
Box | Workplace | eLeamning

A

Major Incident - all passwords for all
1T Support Oxfam web logins were reset, disabling . 28-02-19
INC0308895 N lication S AU
©  mcosossos e Services peoplesability tologinto anyOxfam  2PRICUIONSUPROTAU e e
website
(D INC0243914 Resolved Mg@ Internal Donation form issue RAD Team L0317
Services 12:43:40
Domain name Oxfam is missing when 011117
@ INCO262885 New Email registering new accounts by message RAD Team 14:48:10
broker o
() Incosorn Waiting DeLk:Op Flood in Oxfam House Infrastructure Team ;?;g;;ll:
Desktop 27-02-19
INCO308764 Active i Merlin Down (IBM Notes) sDTier2 s
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Just to say that [ really
appreciate the work that
the IS team has done
and is doing so that we
can continue the work
from wherever we are.

It is marvellous that in
spite of the closure and
damage, essential work
could still continue; an
excellent example of
resilience.

)

OXFAM

c‘é Nicholas Harris

& News Feed
A Notifications

® Workplace Chat

| have still been
abletodomyEU i
fundraisingwork %72
and that is thanks

to the hard work

and dedication of
our IS colleagues.

A big thanks to all
of you!

(‘7.\

.‘:‘),"t"
Oxfam GB ¥ / %

i Open group

About Discussion Members Files Events More

# Wiitepost 3 Recomment dati...  [] CreateDoc [ More

@A AddPhotonvi.. 2 TagColleagues @ AddLocation  +s

you along.

O0% 2

il Like () Comment

View 1 more comment

« .

Like - Reply - 2d

i —

Like - Reply - 2d
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REPORT SLA'S, RESULTS AND
ARNING..

1ARGE] FLJIEY) FL(iey) Fijiey) Fa{1Eg)
IT SERVICE SUPPORTING ONE 0XFAM . . ;
Al 4% B il % %
ENABLE DXFAM TO DELIVER BY PROVIDING THE BEST IT SERVICE POSSIELE
'WE WORK COLLABORATIVELY TO OVERCOME OSTACLES AND TRUST EACH OTHER T DELIVERY A CONSISTENT AND QUALITY SERVICE i [} i i
- . "
T s s L R - S
5 Ji! 0 il
[ s treskdonn from suney n anuary s U S on e e Soas | Shslmins | LdayShSimins | 2days8hs mins |3y Bhvs Bmins
|We received. than December
It i ion. Quicome the mir multiple work sreams. m‘ﬁ% WII
|All service delivery BAU activities were identified at the |SMT away day, and 12 month timetabled m.n -I-BE
Positive 174 their future roadmap. Requirement to increase IT0 involvement in ICT40.
- v S|
MI on Office 365 invested to resolve issues impact from AD Sinc, and reducing risk
€ uEE |
|R|sk of flooding to Server and equipment Rooms. 2 floads ocurred on ground floor in Jan. 1 fiood on 2nd floor (fed).
Risk to ity issues. Operational big plan, i BAL (AD, Barclaycard refresh, Windd, Shop superstore, & m[{ﬂ]‘ mllﬂl} m? [quI mﬁ[l'ﬂ]' 21]15|raq|
- 168 1] ih it 1 % L3%
BigPlan Updates. |CER project - PulseSecure DR complete, UPS complete, StorSi planning delayed due to 0365 Outlaok
[Wini0-53% planning for from April underway
[Meaki M pilot management causing additional werkload and disbaction to busy ransition and infrastucture teams hone | reql elfsaie {m" N l reql Wik (ﬂ?ql il | reql " (mﬂ
@_““‘*‘"f“'““_‘"“'f""”""" IR 4 s 8 | o
R 1o el ol 5 m i i i 1

Hierarchical Escalations to Management 0.7% <5%
Functional Escalations to 3rd line or Sup 0.4% <25%

Iy 90 s e pendn e Nowacrss G e 1 ohich e P o 21 P 3 ) 7 R 0% ihin
173 S et e cpeed n v Now o 06 eans g 170w el 0 Sk i 4
e Duk ook 108 phons el 165473464 Abendon ol e 33055 e 361 ol e o Shos it an o Cal oo 41.854 T Phone

Phone Calls received - 01865 473464 1089 504 s
Abandoned Call Rate 39.03% 10%

Phone calls received - Shops 1361 600+ itetadog T o D
Abandoned Call Rate - Shops 41.88% 10% e st Rl 12 o D]

o1 50 e oo sfnhegones e g i i et ot e oy el
a4 88-92 o e eedck o bsivess egrin opein e hihmess usness hvieg o s it

Changes Cancelled Last month 7 4.7

Closed as Failed 1 1.88 i Confmih v s s B e e and e e 08 0

Closed as Successful 85 B7.42 Ao e whers e o i i  ovincds e reques e 1 i ld (104, 205, 00, ad e o

Change Backlog (past due date) 18 A4.55 Ao Oefecomns for e e st e Etaions o Wonggenent ora T Lead

Incidents as a Result of Change 5 a7 oo b th e stat FtioalEalations e fine o Sl cpeats and communicat o g e
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LEADERSHIP & MANAGEMENT

SKI lls A Manager is someone who runs an
(1 ]|

organisation, someone who plans, organises,
and coordinates, whereas a Leader is a
person who guides, inspires, and motivates
and sets new directions or vision.

SDI
Have employees Have Followers
Create goals Create Vision
Maintain status quo Embrace change
Minimise risk Take risks
Short-term focus Long-term focus
Build systems and processes Build relationships

24
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SOME SERVICE lEAIlEIISIIII’I
MANAGEMENT TIPS.. @ . _,

* Everyone has a view on service. R ﬁ‘%
it (l
* You have to be robust.

* Try and take criticism well and do not get
defensive.

* Sometimes simply listen. It’s fine to say “I
don’t know but | will find out...

e Resist solution / detail mode....

* Say sorry for poor service and acknowledge 6
where things could have been better..,. OXFAM




TIPS CONT...

* Protect / support the team where you can.

* You must continue to learn and adapt daily in
terms of your style.

* As a Leader / Manager you’ll never quite get it

right and a decision is sometimes better than
no decision at all.
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SDM / TEAM MANAGEMENT...

Defining
Leadership Strategic Developing a

and Requirements -
Management ; S DEVELOPING:

Essential
Effective Rapport  Relationship Effective
Management And Conflict Management Communication

Professional SKills A Commun
anagment ills an
Development \ Service / Skillsg \ ‘ / Competencies
Staff Desk Integrating the ~ Ttools . Rolesand
Recruitment, /M Service Desk ~ "echnologies sg"e"glge — Responsibilities
Retention and anager tecive _— Analyst . Qualty
DEVQlopment \ Management / \ Activities
Promoting the Problem ‘ Service Desk
Effective Service Desk Soving e e OB
Management Quality )
of Tools and Assurance Mgnggrevrlﬁgm
Technologies Activities
https://www.servicedeskinstitute.com/training-
development/service-desk-manager/sdm-spidergram/ Q
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DO YOU KNOW YOUR STAFF AND YOUR OWN
PERSONALITY?

ENF] = “THE PROTAGONIST”
EXTRAVERTED, INTUITIVE, FEELING, JUDGING

* Strengths - Tolerant, Reliable, Charismatic,
Altruistic, “Natural” Leader

* Areas to watch - Overly ldealistic, Too Selfless,
Too Sensitive, Fluctuating Self-Esteem, Struggle to
Make Tough Decisions.

Take the test for free: https://www.truity.com

R4
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RUNNING THE SERVICE DESK
TEAM... SOME TIPS..

* Get feedback from customers’ quickly about their levels

of happiness and review Service Desk interactions.

* Monitor Incidents and Requests prioritisation to ensure
customers are getting a fair and consistent service.

* Sell the message that all calls should be logged by the
customer or directly through your staff, so you can
accurately prioritise, assess volume & resources.
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TIPS CONT...

* Recruit the right people with good service /
customer skills.

* Challenge poor performance or things you are
unhappy with as soon as possible.

* Difficult staff; make use of their skills (if not,
ideally manage them out or change their role).

* Develop and invest in your staff.

Page 30
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TIPS GONL..

* Recognise your staff for good work and say thank you.
* Delegate effectively an don’t undermine.

* Meet regularly and always share relevant information
with the team.
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ENSURE STAFF HAVE A
MISSION...

OUR MISSION IS TO ENABLE e
OXFAM TO DELIVER BY PROVIDING OXFAM
THE BEST IT SERVICE POSSIBLE

We work collaboratively
to overcome obstacles

and trust each other
to deliver

a consistent and gquality service

IT SERVICE
SUPRORTING

ONE OXFAM
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SERVICE IMPROVEMENT:
SERVICGE DESK ACCREDITATION

Gaining certification shows the business our Service
Desk and Service Delivery Teams are dedicated to best
practice and fosters a culture of business-focused service
improvement.

Service
Desk
Institute

Embrace: To raise the quality of service delivery by valuing best practice
Engage: To create an inspiring and engaging customer experience
Invest: To empower their teams to be inspired, take action and be better
Shine: To demonstrate and deliver exceptional business value

R4
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THE SERVIGE DESK
STANDARD BDIIN

Processes and Managing Employee Management Information

Satisfaction and Performance Results

100 aligrrment wih oo a0 ke profikes ol

1. E 502
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1.05 vt s0s
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e eEm Calbdre
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T ETrng
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hasd Sevie resusst
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caress path

mmm W

i

Reopened sericoe o

¢ Inckzent backog management
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i3]

w

2 0 i
k]

(EE]

y and availabi

IT changa ma~sge et
LR

208 Firaegi
216 Busmeszrelztarshp
TENAZEMENT

1 =rbeculing

e MMSNageEmMent O Comglant managerment

2 e i - 1
+ Hnanclal management 50 vt
Diwarsity and I7cls or 521 11 3an42e cartiuey
Flessil 9 TearegEr el -
effectuen

P
.23 Priottzaton

it 524 Categ

el p monicering measured S2a Nt LaTgeT
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S35 Indy Toral Cosr of Ser
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https://www.servicedeskinstitute.com/service-desk-
benchmarking/global-best-practice-standard/ Page 34 OXFAM




TRANSFORMATIONAL CHANGE -
SDI GERTIFIGATION

Managers'
attitude

Emotional response

Inform

Explain/

respect

Private %,
Resistancei

Celebrate/
) Reinforce
7l Show it works

4 Siiimuloie/

. "(:ooch/;
Comforf

Understand/
Sympathise

v

Time
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ANY
QUESTIONS?

NHARRIST1@QOXFAM.ORG.UK
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