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Agenda

• Intelligent Swarming – an overview

• A journey in disaster recovery

• The MarsLander Simulation

• Evaluating value



Intelligent Swarming℠ is a service mark of the Consortium for Service Innovation™.

Intelligent Swarming improves resilience through collaboration and
by aligning work with the right people
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Increase business satisfaction.
• Improve confidence that the Service Desk can meet service levels.
• Create a single point of contact for incidents and requests, with technicians owning their 

tickets through to completion.

Increase efficiency and lower operating costs.
• Empower end users and technicians with a targeted knowledgebase.
• Faster ticket resolution times.

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.

Improve skills transfer.
• Swarming breaks down pesky silos and fosters cross-functional and cross-department 

learning and collaboration.

Embrace collaboration. 
• Improve the end-user experience. 
• Alleviate the knowledge and skill dissemination between tiers. 
• Decrease time and money spent on onboarding by 50%.

Intelligent Swarming℠ is a service mark of the Consortium for Service Innovation™.
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Service Performance Transparency

Strategic Value of the Service Desk

Objectives of this Simulation Session



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.





Service

Requests

MarsLander
simulation

version 3.1

SPACE-Y



version 3.1

Mission Goals, Flight Plan, SLA 

● Important steps, goals in 
the sprints 

● Flight Indicators
● Risks for unsolved issues 

and events

● Mission Goals
● Targets
● Risks

● Issues
● Events
● Solving time



Risk Assessment Plan

•prioritize risk of loss of service / asset 
•determine what needs to be done to restore
•determine skills required

ensure service performance transparency
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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 I protected this asset



Feedback / Learnings

“We need to know the business 

impact of issues and requests”
“We must define different types of 

work”

“Did not know that we are using so 

many ‘Guiding Principles’ in our 

daily work”

“We should visualize all work”

“Great way to learn how to develop 

remote working teams. Fun and 

energetic”

“Thinking in terms of decisions and 
risk to the wider group”



Setting of this simulation
● 7 participants
● Using a on-line communication & 

collaboration tools
● Sharing a digital learning 

environment
● 3 rounds
● Playing time 5 hours 

○ 2 modules of 2,5 hours or
○ 3 modules of 2 hours

Schermafbeelding 2020-04-17 om 
09.32.29



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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