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Push vs. pull
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Service V model
Data-Information-

Management

Determine requirements
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7-Step Service
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Process

Key documents

Continual Service
Improvement

1 Continual Service Improvement policies & plans
E Corporate and IT vision, mission, goals and
objectives

Critical Success Factors (CSF)

Define reporting policies
and rules

Collate

Translate and apply

Develop a Service
Measurement framework

Define what you should Define what to measure

measure
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> . Set targets N Key Performance Indicators (KPI) & Metrics
v Check Define what you can Create a measurement Publish 2 Service Level Targets
gztahseurrz ata framework grid 2 Balanced Scoyecard
Interpret and use metrics E SWOT analysis

Process data

Create scorecards and E Service Improvement Plans (SIP)
reports Business Case

Reporting policies & rules

E Reports

Key principles Analyze data

o Present and use

Organizational change information

Clear ownership, roles, Implement corrective

and responsibilities action

» Service measurement

» Assessments and
benchmarking
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