Questions for IT Service Management Improvement Bank Case Study

1. Identify some of the pressures on the bank’s IT services.

2. Why is it important to have measures in IT services?

3. Do you think service outage is the best measure? Why might the bank have selected it?

4. What is the difference between a tool focus and a process focus?

5. What problems might be expected from having several different helpdesks?

6. Why do you think people would focus on the technology, not the people and processes?

7. What is the function of standards? Why did the bank select BS15000?

8. Would a formal standards selection process have helped?

9.What does a Process Architect do? Why was the manager called a Process Architect?

10. Why was it significant that the senior managers sat the ITIL foundation exam?

11. Why start the service improvement process with a service catalogue and service maps?

12. What is a process performance dashboard?

13. Why was it important to speak to every staff member?

14. Do you think the Process Architect is hiding anything from us?

15. Why was it so much easier to get ISO20000?

16. What does the water molecules metaphor mean? Are there better metaphors?

17. What are the disadvantages of standardisation?

18. What is meant by a ‘black box’?

19. What forces may be present to prevent the alignment of service processes with ITIL?

20. Explain the main concept of Actor Network Theory.

21. Summarise the message that is being pit over by the Process Architect.
22. Look at the statement in Figure 1. Comment on their truth, legitimacy (worthy of respect) and validity.

23. Based on Figure 2, write your own project plan for the implementation of ITIL.

24. Discuss the concept of ‘buy-in’

25. To what extent is restructuring coercion? How could it have disrupted the actor network?

26. What is a balanced scorecard? What is the role of the balanced scorecard?

27. Why was the simulation exercise so important?

28. Explain the role of the figures, artwork and displays on the walls.

29. Outline factors which could have disrupted the actor network.

