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Agenda

* Intelligent Swarming — an overview

* A journey in disaster recovery
* The MarsLander Simulation

* Evaluating value




Intelligent Swarming improves resilience through collaboration and
by aligning work with the right people

Embrace collaboration.
* Improve the end-user experience.

* Decrease time and money spent on onboarding by 50%.

+ Alleviate the knowledge and skill dissemination between tiers. Tier 1 G

Increase business satisfaction.

Tier 2

* Improve confidence that the Service Desk can meet service levels. Tier 3

» Create a single point of contact for incidents and requests, with technicians owning their

tickets through to completion.

Align work with the right people.

» Eliminate service support ping-pong by identifying the right agent to solve the ticket.

» Create visibility to all agents to allow them the opportunity to opt-in and help others solve
tickets and foster opportunities for skill building.

Increase efficiency and lower operating costs.
* Empower end users and technicians with a targeted knowledgebase.

» Faster ticket resolution times.

Improve skills transfer.

+ Swarming breaks down pesky silos and fosters cross-functional and cross-department

learning and collaboration.

Old model
streaming

S v

Escalation-based
process

New model
swarming

Intelligent Swarming®™ is a service mark of the Consortium for Service Innovation™.
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Ehara taku toa, i te toa takitahi engari he toa takitini.

Mine is not the strength of one alone, it is the strength of many.

LEADING IN

A COMPANION THROUGH THE CHAOS

Leadership in recovery is a ‘warp speed’ journey. It can be a horrible opportunity for
growth and transformation - for communities and leaders. Here we asked but a few of
Canterbury’s leaders to share their journey through a photograph.
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“It can’t be just me in the photo ~ my team was incredible.
Have courage to share the load and the rewards. We are all in
this together.”

Kaye Taiaroa, government organisational resifience forum

“Be unconstrained in your thinking. Leave business as
usual behind. My team, my daughter and others have
added quotes to the board to inspire us to operate
differently every day.”

David Meates, Canterbury District Health Board




LEADING IN

DISASTER
REGOVERY

A COMPANION THROUGH THE CHAOS

Leadership in recovery is a ‘warp speed’ journey. It can be a horrible opportunity for
growth and transformation - for communities and leaders. Here we asked but a few of
Canterbury’s leaders to share their journey through a photograph.
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MarsLander®
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Objectives of this Simulation Session

Service Performance Transparency

Strategic Value of the Service Desk




Objectives of this Simulation Session

Explore and experience how Agile, Lean, ITIL4 and DevOps
ways of working can help improve the delivery of services.
Experience the consequences for your own organization and
team decisions.

Experience the use of tools to work remotely.

Experience effective collaboration and communication in
remote teams.




Welcome to this simulation

GamingWorks Paul
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MarsLander
simulation
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Mission Goals, Flight Plan, SLA
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Risk Assessment Plan

* prioritize risk of loss of service / asset
e determine what needs to be done to restore

e determine skills required

ensure service performance transparency




NEWGAME | SHOW COUNTDOWN ROUND 2
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MarsLander® Roles

Customer Support Product Owner Sales Director

Service Manager Service Desk

IT TEAM

. & Flight Operations
- =
System Engineer Application
Development

Change - Release mngt
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MarsLander®

MarsLander SVS Board: Round 2, start of Sprint 3 n
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Assessing Value

Critical factors in identifying value:

* what does this asset do?

* the business value of this asset

* the business impact of losing this asset
* how have | protected this asset




Feedback / Learnings

«Great way to learn how to develop
remote working teams. Fun and
-energetic”




Setting of this simulation

7 participants

Using a on-line communication &
collaboration tools

Sharing a digital learning
environment

3 rounds

Playing time 5 hours
O 2 modules of 2,5 hours or
O 3 modules of 2 hours




Upcoming CATALYNK Workshops:

MarsLander Simulation Gamingworks
. With Paul Wilkinson facilitating— 5 hours (2Hr + 3Hr) GMT (SMI Member enquiries: knowledge @ catalynk.co)

CATALYNK KCS v6 Practices Workshop Virtual Mon — Fri Nov 16-20°20, 1 -4 pm EDT

CATALYNK KCS v6 Overview Workshop Virtual Thurs — Fri Oct 22-23 20, 1 —4:30 pm EDT

CATALYNK Intelligent Swarming Insights Workshop Virtual - Fri Oct 16 NZST

Resources:
Hummingly Limited — ‘Doing Well’ Card Deck

Leading in Disaster Recovery: A Companion Through the Chaos

https://preparecenter.org/resource/leading-in-disaster-recovery/

Knowledge-Centered Service (KCS®) is a registered Trademark of the Consortium for Service Innovation™.



https://kcsv6practices-nov16-20-est.eventbrite.com/
https://kcsv6-overview-virtual-oct-22-23.eventbrite.com/
https://intelligent-swarming-nz-virtual-oct11.eventbrite.com/
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