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Promoting the IT Profession in Greece

1. itSMF Hellas was founded in 2006 and currently has 50+ members and 10+ organisations

2. Our mission is to create and maintain a knowledge sharing platform on ITSM

3. Promote the adoption of IT Service Management frameworks such as ITIL® and standards such
as 1S0O20000 including initiatives (Glossary translation) and mechanisms

4. Organize annual conferences and joint events with ISACA Athens Chapter and British Computer
Society — Hellenic Section which portray the value of ITSM to the wider IT community

5. Annual Conference on 2"9 of February, 2017 in Athens, Greece
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Global ITSM Trends
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What's [TSM 2.07

ITSM 2.0 focuses on improving the quality and efficiency
with which infrastructure and operations (I&0O) supports
end-users and delivers services. 1&0O leaders should use
this Hype Cycle to develop their ITSM strategies and
prioritize ITSM 2.0 technology investments.

Source: "Gartner Hyper Cycle for ITSM 2.0"



Global ITSM Market Growth

Dollars in Billions
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Source: “Gartner Market Share: All Enterprise Software, Worldwide, 2013" &
"Forecast: Enterprise Software Markets, Worldwide, 2011-2018, 1Q14 Update”



Global IT Security Trends
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GDPR

EU General Data Protection Regulation

A New Zero-Day Vulnerability Enters into application on Major security concerns with
Discovered Each Week 25 May 2018 patchability of devices



Current IT Investments In
Greece

Source: GlobalLink “The State of the CIO in Greece”




Current IT Investments in Greece

IT Infrastructure 66%
IT Security 27%
Basic transaction applications 36%
End user communication and

cooperation 32%
Innovation 27%

Base n: 213 (up to 2 answers)
Source: GlobalLink “The State of the CIO in Greece 2016"
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CIO IT Budget Drivers for 2016
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Base n: 213 (up to 2 answers)
Source: GlobalLink “The State of the CIO in Greece 2016"



T Investment Focus in the Next 3 Years

Innovation 49%
IT Infrastructure 43%
End user communication and

cooperation 35%
IT Security 29%
Basic transaction applications 31%

Base n: 213 (up to 2 answers)
Source: GlobalLink “The State of the CIO in Greece 2016"
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ne 3 Most Important Areas Considered for

N

ear Future |IT Investments

Security/Risk Management 50%
Application Development 57%
Analytics 52%
Mobility 56%
Cloud Computing 52%
Digital/Social Networking 21%
Internet of Things 12%

Base n: 213 (up to 2 answers)
Source: GloballLink “The State of the CIO in Greece 2016”
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Industry Trends Interfacing with ITSM
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Digital Transformation




Digital Disruption and Corporate Darwinism

Since 2000, 52% of companies in the Fortune 500 have either gone
bankrupt, been acquired or ceased to exist

Fortune 500 firms in 1955 vs. 2014; 88% are gone




Crossing the Chasm

The Chasm

—— The Early - The Mairllstream —
Market

A market is defined as:

« a set of actual or potential customers
e fOr a given set of products or services

« WhO have a common set of needs or
wants, and

« who reference each other when
making a buying decision




Crossing the Two Chasms
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66

In the Silicon Valley,
venture capital
investment in the first
three-quarters of 2014
was only surpassed by
the peak of the dotcom
era in 2000.

Three Quarters of
Incumbents Responded
Late to Digital Disruptions
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Nearly 74% of
companies responded to
digital disruptions only
after the second year of
their occurrence. ’,

Figure 2 Response of Incumbents to Digital Disruptions by Stage
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Successful Responses to Digital Disruptions
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48% of successful
companies relied on
hiring specialist digital
talent in the wake of a
disruption.
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32% of successful
companies launched
services that mimicked
those of a disruptive
competitor.
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Transitioning to the Digital Enterprise

Pillars of Digital %ﬁé@

Tra nsformatIOﬂ Articulate the Digital

Strategy
Strike the Challenge
right talent Organizational
mix Structures and
Processes
Strong senior Build a Culture that

management ownership supports innovation




Empowering Digital Transformation
through ITSM

IT-enabled business
strategy %iéo

Improve
manageability

Promote Increase
proactivity automation
ITSM
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Reduce cost Manage
& complexity services not

servers




Challenges to Digital Transtormation

Regulatory

Compliance

Social




Figure 10 Getting, analysing and using information is key to the current
and emerging technologies that CEOs see as most important

Q: How strategically important are the following categories of digital technologies
for your organisation?

81%

Mobile technologies
for customer
engagement

Data mining
and analysis

78%

Cyber security

@ Internet of Things

Socially enabled

E business processes
Gloud computing

0%
Battery and power
technologies

ol

Robotics

Wearable
computing 3D print



Lean Culture

Lean has specific values linked to, first, a common goal \%RNSFUR”

Lean has very specific and explicit ways of reasoning
Lean has specific and uniquely recognizable tools

Lean also has specific common practices

Lean has clear preferences for some types of solutions



Sociology on Digital Transtormation

Outlined five possible ways that members of
the American society could respond to
success goals:

Ritualism
Retreatism
Innovation
Rebellion

« Conformity




CEB Research — The New IT Operating Model for Digital

Faster Clock Speed
Heightened Volatility

Blurred Technology
Responsibility

of employees wait
to be told by leaders
what to do during

a change.

Adaptive Business Engagement

Products Over Projects

1 Applications Development I
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Infrastructure Engineering
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Operations and Support
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.3 Agile, DevOps,
Continuous
Delivery

H Applications Building Blocks

H Cloud-Based Scalable Infrastructure

n Products Over Projects: B Agile, DevOps, Continuous
Fricrities and budgets are set Delivery: Integrated delivery,
for business capabilities and engineering, and support boost
products, not projects. responsiveness and output.
Adaptive Business Customer-Centric Design:
Engagement: Business Customer-journey mapping is
engagement approach flexes used to guide design.

based on business context, B
Applications Building
Blocks: AF|z:, platforms. data,
and reusable services reduce

E Cloud-Based Scalable
Infrastructure: |T automaticn
and cloud platforms cut time to
scale.

Strategy Over Governance;
Management Over Operations:
Central groups refocus on
facilitating strategy. innovation,
change, and enterprise data.
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Over Operations

E Data Strategy Over
Ownership: Coherent strategy
and guidelines arcund data
allow for rapid exploitation by
distributed teams.

E Adaptive Skills and
Mind-Sets: Staff become
technically versatile,
collaborative, and open
to innovation.



CEB Research - 6 KPI Categories Every IT Leader Should Track
é IT Spending

IT Spending as a Percentage of Revenue

1. IT Spending

2. Operational Excellence

3. Cybersecurity

4. Customer Satisfaction

5. Application Development

6. Project Performance
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‘ European

g e-Competence
Framework

Furopean e-Competence Framework 3.0

- Dimension 1 reflects five e-competence areas, e
derived from ICT business processes: Plan, Build,
Run, Enable and Manage.

A.2. Service Level Management
A.3. Business Plan Development

- Dimension 2 defines a set of e-competences for

A5, Architecture Design

each area, with reference definitions for 40 different —

A.8. Sustainable Development

competences in total

- Dimension 3 sets out proficiency levels (e-1to e-5) of e
each e-competence, which correspond with levels 3
to 8 in the European Qualification Framework (EQF). ooy e

« Dimension 4 provides examples of knowledge and

. D.5. Sales Proposal Development
|< | | th t D.6. Channel Management
S | S a D.7. Sales Management
D.8. Contract Management
D.9. Personnel Development
D.10. Information and Knowledge Management
D.11. Needs Identification
D.12. Digital Marketing
E. MANAGE E.1. Forecast Development
E.2. Project and Portfolio Management
E.3. Risk Management
E.4. Relationship Management
E.5. Process Improvement
E.6. ICT Quality Management
E.7. Business Change Management
E.8. Information Security Management
E.9. IS Governance




Service Value




Business/IT Alignment
Reliability

Policy
Financial Management

Global ITSM & Governance Frameworks
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Strategy to
Portfolio

Requirement to Deploy Request to Fulfill Detect to Correct



Service Management Storyboard

Strategize and Discover Service Optimization journey Execute
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retention
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Meet business requirements Business alignment
Capability Map
Benefits ' : o ) .

Business Alignment and Continuity Operations and Execution Team Empowerment

Increase satisfaction in the provided services Prioritize your initiatives ¢ 360 degree view on your service(s) Service Management Roles rationalized
Increase business productivity Baseline your current situation e Support your provisioned service(s) Accountabilities and conflicts defined
Improve operational efficiency Roadmap to mitigate risks e Secure your provisioned service(s) Responsibilities streamlined

Improve Team professional skills Market your IT services Improve team skills in service management
Reduce OPEX Understand Services critical components

Better meet business needs and business dependencies
Align your recovery objectives to
business requirements

Set customer expectations




A Continuous Cycle to Human Attention

o0 @ %5;% ?_I_? @

Risk and Health New Technology  Architectural Technical and Process
Assessments Deployments & Design Operational Optimization
Reviews Roadmaps

AL v

Education and Knowledge
Training Transfer Sessions




Thank youI

- Questions?
- Comments
- Thoughts?
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