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Typical Challenges
Shift in
funding
balance
Role in the
community

Increasing
competition
Brand
value

Challenges
Potential
sector
rationalisation

Teaching/
Research
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Criticality of
student
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Where are CIOs Today
Rock

Hard Place

Environmental
considerations

Maturing
services
market

Seeking
savings

Move from
“Heavyweight”
Heavyweight”
Data Centres

Technology
developments

Virtualised /
Cloud Data
Centres

Budgets
reduced

Looking for
innovation

Changing
skill
requirements

Recruitment
challenge

Changing fee
structures

More than
“housekeeping”
housekeeping”

Increasing
service
demand

Increasing
security and
continuity
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Changing the way IT Services are delivered
Old Chinese proverb:

If you don’t know where you are and don’t know
where you are going, there is no point having a map

Shift in attitudes to IT service delivery in HE
How ready are
institutions?
Activity in HE around Cloud and Shared Services
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Four Typical Mind Sets
“I know its coming, and I don’t
know what my issues are”

“Its not happening”

“I know it is coming, and I
need help to clarify my issues
and decide what to do next”

“I want it and I know my
issues and need clarity
and confidence in what
to do next”
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Needs an Holistic Approach
The Four Quadrants – A Multi-faceted Approach
Culture
Resourcing Solutions
Vision
Purpose

Culture

People

Skills Development
Changing Behaviours

Values
Changing Attitudes
Communication
Analysis
Infrastructure
Measurement
Applications
Communications

Technolog
y

Process

Documentation
Design

Information
Communication
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Several Flavours of IT as a Service

Connect

Transact

Compute

Interact

Risk mitigation
“Every institution
is unique”

Make ‘true-value’ comparisons
Reduce cost and increase value

Identify clear
outcomes and
know how to
achieve them
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IT as a Service Readiness Model
IT Governance

Optimised
Service Definitions

Improved

Standards

Defined
Empirical
Ad Hoc
Cost Transparency

Chaos

Service and User
Classifications

Forward Planning

ITSM Process
Maturity
Service
Provisioning
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Key Capabilities

•

IT Governance: Includes IT Steering Group, Performance Measurement
Framework, Performance Indicators, IT strategy, Partner / Supplier engagement,
Procurement and IT service delivery management

•

Service Definitions: Includes definition of service set, service catalogue, service
definition processes, service levels and role of wider organisation in defining and
agreeing future services and service levels

•

Cost Transparency: Includes financial management processes, approach to
budgeting, service costing and value creation, approach to procurement decision
making and service charging

•

Forward planning: Includes approach to long term planning, development of
services, IT team development, business continuity, disaster recovery and the
relationship between staff development, strategic priorities and budget setting
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Key Capabilities (cont)

•

Service provisioning: Includes approach to provisioning of services, capacity
management, configuration management, asset management and explores how
outputs from these processes create value for the organisation

•

Standards: Includes project management methodologies, technology standards, a
structured data model, an information framework for unstructured data,
enterprise architecture, standard definitions for key items, key accreditations and
ITIL alignment

•

Service and user classifications: Includes definition of an IT user /consumer by
function, identification of IT and service assets needed, and definitions of the
service requirements and related technologies required

•

IT Service Management Process maturity: Includes overall approach to service
management, key service management processes such as Change Management,
Problem and Incident management, ITSM “standards” and software tools used
and associated levels of automation
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Key Questions
What are your challenges over the next three years?

How is your service delivery model likely to change?

What are your areas of strength?

What areas do you need to develop?

How do you know?
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What the model delivers

Understand
benefits of
different
models

Reduce time
taken to adapt
services

Release
internal
capacity and
capability

Understand
current
delivery
approach

Benefits

Understand
impact of
moving to new
model

Create future
delivery
approach

Create
baseline for
assessment
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