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Defining the Generations
WORLD WAR Il ages 74 + 1910-1934
SWING ages 63-73 1935-1945
BABY BOOMER ages 44-62 1946-1964
GENERATION X  ages 30-43 1965-1978
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Workplace Characteristics - Comparison
Seniors Boomers Gen X GenY
" Service Oriented / Adaptable and Multi-Taskers and
Job Strength: Stable Team Players Tech-Literate Tech-Sawvy
Outlook Practical Optimistic Skeptical Hopeful
Work Ethic: Dedicated Driven Balanced Determined
View of Unimpressed and
Authority: Respectful Love/Hate not intimidated: Polite
Leadership: by Hierarchy by Consensus by Competence by Pulling Together
nal Reluctant to
Relationships: Personal Sacrifice Gratification Com Inclusive
Turnoffs: Vulgarity Political Cliché/Hype Promiscuity
Ethnically
Diversity: Segregated Integration Began Fully Integrated No Majority Race:
Feacl) Nonewsisgood | Onceayearwith | Interrupts and asks | Wants feedback at
2 documentation how they are doing | the push of a button
Balance everyone £as
WorkiLife Wants balance Need flexibilty to
Need help shifting else and
Balance: gresines now balance activities
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Leadership Greats

Reportedly,

IBM’s Tom Watson was asked if he

was going to fire an employee who

made a mistake that cost IBM

$600,000.

He said, “No, | just spent $600,000.

training him. Why would | want

somebody to hire his experience?”
om Watson, IBM
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Swing
11.5%

32 million

Chidren

Baby Boomer
28%

Cenid 79 milion

14%
39 million

GenY
24%
67 million
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Historical Events
Senior Baby Boomer Gen X Gen Y
Generation
(WW I, Swing)
‘Also Known As Forgotten MTV Generation | _Echo Boomers
Generation Gen Next
Silent
Generation gg‘::rf‘a‘:g;
Events Depression Vietnam War Fall of Berlin o1
Cold War Civil Rights el Afghanistan
Korean War JFK/RFK shot ot el
Red Scare Counterculture o oL e
Space Race Watergate (Operation Columbine H.S.
Suburbs Disco DescH SR JE0uS
TVinvented Tape decks A YouTube
Electric VCRs cabl Free market
washers/dryers satelite Y
Jet engines PC fﬁ;}g‘;?w
cos
First generation
on Internet
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Generational Traits
Senior Generation Baby Boomer Gen X GenY
Value hard work Value hard work ‘Workl/life balance non- Expect to change jobs
Wiling towork or Prefer instant ormore | negolable (donotwant | frequently; easiy bored
delayed reward dramatic results/rewards. P Team/goal-oriented

Independent and self-

Often reserved Defined by their job Toiant, open commar, | Belleve respect must be
Loyal and expect itin Believe team approach is | eam-oriented e
return critcal to success Value faimess
Like disciplined Expect loyalty from 'a“u"t‘h'g,‘:g Lkl Technically proficient
procedures, lines of coworkers 5 o
authority Success is largely visible | Do ot ke tobe S e
Duty, honor, country (ophies, plagues, gt peastaned t36aa
Dy lifestyle elements) Reject the work ethic of MR
wonri Believe in and evaluate | P2y boomers el etle e
mg:en‘xw =D themselves and others Excel at finding cutting- Expect quick delivery,
based on work ethic. edge solutions resuls; Ambitious yet
Excellentintepersonal s Guard peramine appear aimless
Expect rapid ascent to
Conformity, blending, Uizttt ;‘,:f";‘g‘:ﬂ“ technology | ioher salaries
unity St Optimistic, charitable, act
Patient ool with integrity
; Relate better to baby
Dalsgd 25 PG boomers than Gen X
Admire values of Senior
Cynical and pessimistic | AdMIre valL
Look for a person to
Source: Bank of America invest loyaly, not a Search for job that

provides personal

company
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Gen Y: Managing Expectations

Won't express ambition like those of previous generations; not hungry or ambitious

for advancement if it comes at the expense of their personal li ves and goals
Expect more control, authority and discretion about how they spend thei rtime at
work

Poised, self-assured and confident
Expect praise, affirmation and promotions
Will challenge old ideas and push new ideas; thrive on innovation

Seek the wisdom of older, seasoned mentors as well as guidance from knowledgeable
managers and coworkers

Positionsttitles carry little weight  ; rather, the person who has hands-on knowledge
and can help them accomplish their goals wins their loyalty and admiration

Grew up with access to information and technology; are comfortable with multiple
points of view and many ways of doing things

Don't respond well to management by intimidation; taught from an early age to never let
anyone treat them in a way that makes them uncomfortable

Source: Bank of America
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Optical lllusion or fact?

Are the horizontal lines parallel or do they slope?
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Gen Y: Key Value Expectations

Flexibility : want to use technology to work from home or remotely, and flexibility in their
hours while ensuring that all deadlines/expectations are met

Contribution : want challenges, opportunities to add value, and responsibility of
handling clients and all underwriting duties
— Analysts: fast learners and multi-taskers with short attention spans who look for
variety and challenge coupled with support, guidance, coaching

Coaching/mentoring : want career mentoring/coaching, and a relationship with
someone who cares about their career and is willing to invest the time to coach them;
seek development discussions given their desire for variety in their careers and jobs

Work/life balance : want the ability to have a life outside of work without having to
forego advancement or recognition

Technology : want to make use of the technology they already know, as well as adopt
new technologies

Feedback/recognition : want coaching and feedback, but also responsibility and
accountability
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It's all in the Perception
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Questions to Consider

How do you find and attract Gen Yrs?

What are they looking for?

Why should they sign on with your team or your company?

Will they fit in with the baby boomers and Gen Xrs on your team?
How can you help the different generations pull together?

How do you retain your knowledge workers?




Leadership Retention Strategies

Robert Half Technology survey — July 2007
~ Telecommuting ~

CIO survey shows 44 percent of IT staff telecommute at a rate that
is the same or higher than five years ago.

Of firms that allow telecommuting, the top benefits were improved
retention and morale through enhanced work/life balance (34%), and
increased productivity due to reduced commute time (28%).

Drawbacks of telecommuting included quality of work suffering due
to less face-to-face contact with colleagues (44 percent).

Robert Half Technology CIO survey — March 2006
~ Retention Strategies ~

ClOs were asked,
“What steps, if any, is your firm taking to retain key IT talent? "

Providing training or professional development 63%
Offering flexible schedules 47%
Increasing base compensation 41%
Offering bonuses 31%
Offering equity incentives 9%
Other 4%
None / No steps taken 23%
3 & W& %4 .,.& T+ & &),

Leadership Retention Strategies

| Why Succession Plan ? |

Leverages institutional knowledge
Provides continuity of leadership and contingency planning
Motivates staff

What are the other benefits of management training?

Sixty-three percent of CIOs polled by Robert Half Technology
in March, 2006, said they're providing professional
development opportunities to retain their best people.

« Employers seek strong communication and business skills in
entry-level candidates, as well as those applying for mid-
level and management positions, who can contribute to the
organization’s success from the start.

Leadership Building Strategies

| Why are soft skills important? |

The workplace for IT professionals is increasingly team
oriented. If you can't work well with others, your options can be
limited.

Because companies require IT staff to take a more strategic
and collaborative approach than in the past, soft skills are
playing a larger role in an IT candidate's marketability and are
frequently a deciding factor when evaluating two individuals
with otherwise equal qualifications.

Leadership Building Strategies

What are some examples of soft-skills training prog rams?

Enhancing business communication
Time management

Active listening

Conflict resolution

Business acumen

Delegation

Public speaking

Managing direct reports
Optimizing interpersonal meetings
Budgeting

Resource management

Leadership Greats

I don’t know the key
to success, but the
key to failure is

trying to please
everybo
- Bill Cosby
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Business Drivers: Cost Containment, Efficiency and

What is Driving IT Today? Customer Satisfaction
Aligning and Integrating IT with the business
. . . Average fully-burdened Types of Questions
Improved Efficiency of service delivery cost per incident and Call Volume
Corporate Governance, IT Best Practices, SOX, COBIT Walk Up $29.30 “How to” 27-43%
. . Ph $27.60 P d Securit 20-35%
ITIL: what is it and how can it help me? one assword Securty
Email $21.67 Outage 12-25%
Sustained Revenue Growth for the business Fax $18.90 Break/Fix 10-20%
Improved Corporate Information Systems Chat/iM $17.90 Service Request 5-22%
Self Service $13.50 IMAC 5-18%
Improved Customer Loyalty
‘ Based on survey of over 100 IT executives Help Desk Institute, Gartner, Understanding Service and
Practices and Salary Survey Support Mix

Top Pressures Driving Need for

Increased IT Productivity Hottest Priorities

Customer demand for|

more personalized
products & services
Serving customer needs|

Growing competition

Globalization to serve new|
customers and markets|

Finding and retaining

quality talent

Source: Aberdeen Group




Organizations Maintaining Staff Headcounts

Outsourcing of IT Work Continuing

77N
(1% )
(o —
IT Management Process (12%) LEVEL 4
Maturity Model N -
‘:44%\" LEVEL 3
— /
P -
wj’40%/jw LEVEL 2
~ _
(3% ) LEVEL 1
A\
LEVELO

Manage IT as a Business
Service and Account Management

Service Delivery Process Engineering

Tool Leverage

The V2 Service Support Process Model

Queries, Enquiries Updates

/
Service Desk

Incident

Service Reports Problem

Audit Reports

Change Scheduld
CAB Minutes

Diagnostic Aids

Change Reviews.

Release Schedule
Audit Reports isti

Release Statistics

Incidents
I:I Problems Changes Releases
Known Errors

The Business, Customers & Users
Ve 7

Difficulties Communication

Work-arounds

— Pink Elephant

Releases

Configuration

‘CMDB Reports.
CMDB Statistcs|
Policy/Standardd
Audit Reports

Cls
Relationships

Service
Strategy

ITIL V3 Library

Service Design Service Service Operation Continual
Transition Service
Improvement

The 5 “CORE V3" BOOKS

The Official
Introduction To The
ITIL® Service Lifecycle

+ Complementary Guidance

The V3 Lifecycle




Lifecycle Processes

SERVICE STRATEGY

« Service Strategy

« Service Portfolio
Management

« Financial Management

+ Demand Management

SERVICE DESIGN

+ Service Level Management

+ Supplier Management

« Capacity Management

+ Availability Management

« IT Service Continuity
Management

< Tnformation $ecurity
Managemer

SERVICE TRANSITION

ansition Planning and

pport

« ghange Management

rvice Asset & Configuration
Management

+ Release & Deployment

SERVICE OPERATION
« Event Management

« Incident Management
« Request Fulfillment

+ Problem Management
+ Access Management

CONTINUAL SERVICE
IMPROVEMENT
= Seven Step Improvement

« Service Validation
« Evaluation
+ Knowledge Management

+ Service Catalog Management

31

The Support Challenge

Meet the current, often tactical needs of IT
Accelerate the evolution of IT

Step up to new strategic initiatives

Create a model for future business success

Turn tactical Help Desk Processes into value-add Service Desk Offerings

Keys to Lowering the TCO
— Overcome the traditional silos of service and systems management in IT

— Unlock the value potential in IT by working more cl osely with the
business to deliver integrated and accelerated business process
support

The Service Desk Workflow

Multiple Avenues to Requests Are
Request Service ﬂ\! Routed to

¥ P
e

Point of
Contact

&

[T

Service Desk Owns Communication with
Customer until Service Request is Fulfilled

Metrics are your Friend
Look Closely ...

Be aware of what you can’'t SEE !

Read between the lines ...
in PEOPLE & PROCESSES

Help Desk vs. Service Desk

Help Desk Service Desk
— Reactive Incident — Proactive Incident and Problem
Management Management

— Only Address IT
Technical Issues

— Focus is on Resolving
Issues (not finding the
root cause)

— Key Performance
Indicators are:
Call Times
First Call Resolution
Times Spent on Issues

— Single Point of Contact SPOC
HR Service Requests
Facilities Requests
IT Procurement

— Focus is on providing Service

Management

— Customer Service is Key Metric
in addition to standard SDesk
metrics

Is what you see ... reality?




Transforming from Help Desk to Service Desk Automation — a key transformation element

Centralize Your Services Automation is Key to transforming to a Service Desk
Implement more Proactive Processes (Remote Control, Provisioning) _ Reactive to Proactive
Automate Processes — Enables Service Level Monitoring

— Automate Repetitive Tasks

— Automate Ticket Creation (Auto-ticket Creation)

— Automatic Routing for Consolidated Services

— Automate Escalation

Focus on the Right Metrics; Service Desk KPls — Ensures Quick Customer Response / Acknowledgement
— Ability to do More with Less = Lower Cost

Make the Right Knowledge Available to the Right People
Formulate your Service Desk Service Catalog Offerings
Determine Target Resolution Times & SLAs

Service Desk - Self-Service Offering: Tips ITIL and Escalation Process - Prioritizing Issues
Consistent Look & Feel Urgency + Impact = Priority
Keep it Simple
‘p‘ P . Impact
Training Users when to Use Self Service
Leverage the Phone System High Medium Low
Knowledge Integration =
. (=
Make it Easy for Customers to Use T 1 2 3
o 3 E
Resulting in: & 2
— Lower Cost per call ($13.50 Self Service vs. $27.6 0 — phone) g’ % 2 3 4
— Reduced the Load on the Service Desk
Allows the Service Desk to Focus on Providing Real Value
Reduced Stress on Team z
— Increased Customer Satisfaction 3 3 4 5
— Increased Usage by Customers

Sneak Peak: Software Asset Management

What's New in Service Management? . .
“Software Asset Management (SAM) is all of the iafstructure

and processesecessary for the effective management, control
hat i ” and protection of the software assets within an anjsation,
What'is a SAM anyway throughout all stages of their lifecycle.”

It's 12:10pm ... Do You Know Where Your Assets Are?
ITIL Best Practice guide Software Asset Management

SAM is NOT
— Just about licenses or compliance

Service Management Lifecycle — Just a tool or piece of software
— Just a simple process or policy

“Every organization can realize
. between 5% and 35% cost saving
— Asilver bullet through the implementation of
— A quick fix focused software asset practices)




It's 12:00pm ... Do you know where your assets are?

How does your organization stack up in SAM?

Business Driver Question

How do you currently keep track of your software i censes?

If you were to be audited today, would you pass? Ho  w would you prove it?

How do you know if users are orbringin g in software?
Software Asset How do you find it?
Management How do you track software usage? Would your compan _y like to know ifit's buying
or renewing software packages that aren't being use  d
How much time do you spend managing your software | icenses? Would one
solution that allows you to input your proof of ent  itlements and reconcile against the

deployed software in your environment be helpful?

Software Asset Management Drivers

Market Interest in SAM is growing rapidly
— Vendor led: Compliance
Microsoft, Adobe, Oracle, Symantec pouring resources into educating the market
87% of siw vendors claim loss of revenue due to non-compliance*
— Vendors estimate 35% of software is illegally installed,
resulting in loss of $35 billion worldwide
Industry groups (BSA, FAST, SIIA) increasing publicity/rewards around piracy
Audits expected to affect 35% of all customers yearly

— Customer led: Improved controls/reduced costs
Real, tangible benefits for implementing SAM practices
— Reduction in costs, risk mitigation, more efficient IT
operations & planning
93% of our customers believe license compliance is a priority
— 44% overall believe it is a “High priority” (49% of UK customers)

* KPMG Software License Compliance Study

Industry Resources

Industry Resources & Service Management Conferences

— HDIWebsite www.thinkhdi.com
Practices Survey
Salary Survey
Support World Magazine
Focus Books
62 Local HDI Chapters in US/Canada
HDI Service & Support Conference 04/06-09/200 9 Las Vegas Mandalay Bay

— PINK Elephant www.pinkelephant.com
ITIL Training
Largest IT Service Management Conference ~ 02/22  -25/2009 Las Vegas
ITIL Reference resources

— itSMF Website www. itsmfusa.org
Annual itSMF Conference 09/08-10/2008 San Francisco (just he Id)

42 LIGs Local Interest Groups in US 09/20-23/2009 Dal las Gaylord Texan Conv Ctr.

FrontRange Service Management Services:

“ Trusted Advisors:

sharing intellectual capital and proven experience
... to enable business solutions for our clients”

HDI Capital Area Local Chapter
October 30, 2008

Brenda Iniguez
Brendai@frontrange.com
510-262-9925
www.frontrange.com




