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- NAI Capabilities
- BSM & ITSM Services Overview
o ITIL/ITSM Implementation Services
o ITIL/ITSM Training
# ITIL Process Definition and Optimization
#» On-Demand Open BSM and ITSM Solutions

# ITSM and IT Performance Measurement
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Founded in 2001, NAI is a leading provider of Consulting, Training and
On-Demand solutions in the area of IT management and control best
practices using globally accepted best practices standards and
frameworks such as ISO 20000, ITIL, eSCM, PMBOK, CMMI and COBIT.
- We focus in four key practice areas:
1) IT Strategic Planning and Governance
2) Enterprise IT Architecture
3) Business and IT Service Management (BSM and ITSM)
4) Strategic Sourcing
- Within our Service Management practice, we help our clients:
# Define and manage their Service Management Program and goals
# Train and certify the internal team to become self -sufficient
» Define and optimize processes and operations
*» Measure and benchmark business and IT improvements

» Close automation gaps in their Service Management portfolio with
affordable On-Demand solutions (monthly, based on actual use).

NAI BSM & ITSM Capabilities Overview N I Entire contents © 2008 |
A Page4

Nouri Associates Inc.



I ~
7 . : Y
/AAlL CapaBXaritl egs damd Long
- We have developed specialized capabilities in ITIL and Business and
IT Service Management (BSM & ITSM) on a global scale

# Senior consultants with 18+ years of experience in the IT industry, ITIL
certification and deep ITSM consulting and deployment experience

¢ Allinstructors are ITIL Manager certified with a consistent record of
successful training and consulting engagements

#+ EXIN ATP (Accredited Training Provider) for Foundation and Advanced
classroom and online ITIL courses

# itSMF ACP (Accredited Course Provider) for ISO 20000

» Member of itSMF USA Certification Board and EXIN USA Quality Initiative,
member of ANSI-ASQ National Accreditation Board for ISO 20000.

Key ITIL & ISO 20000 Offerings

Implementation Consulting

Classroom and Online Training and Briefings

Process Models and Templates

On-Demand ITSM and BSM solutions to fill gaps in process automation
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With certified trainers and consultants in 50 locations across 20 countries, NAI
offers its corporate clients access to a global network of delivery partners.
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NAI offers its training products in eight languages: English, Chinese
(Mandarin), French, German, Japanese, Portuguese, Spanish, and Dutch.

Through its multi-language capability and global delivery network, NAI
enables global organizations to rapidly deploy training programs to their
operations across the globe, in the local language.
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Capability Maturity Model Integrated (CMMI)

olication Dep

Test Deploy\ Manage)Enhance

Information Technology Infrastructure Library (ITIL), ISO/IEC 20000

Application Development ntApplication Maintenanc
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elmfrastructure Manager
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Work Instructions Process Execution Process Control Strategic
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" Use of IT Performange Improv’einﬁt'f:ramework -

- COBIT health checks are used to determine current state of

IT and identify weaknesses in processes and controls

- COBIT metrics are used to track outcomes and performance

of key IT Processes

ITIL is used to improve IT Operations processes and

controls as well as manage the life cycle of IT Services

ITIL is also used to determine ITSM technology

requirements and identify optimal organizational strategies,
roles and responsibilities

- CMMI is used to improve IT Development processes,

controls and outcomes

- PMBOK and Six Sigma are used to improve project

management and IT process performance.
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High-Level Business
Objectives

What is the vision?

Where are we now? Assessments

How do WElSS. Where do we want to be? CXETEETRRRR® Measurable Targets

momentum going?

Process
Improvements

How do we get to where
we want to be?

Measurements and
Metrics

Have our milestones been
achieved?
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>
Do we have a Where are How will we How do we How do we know
shared vision? we now? get there? get to vision? webve succeeded?

.
Program Current State Strategy Solution Deployment
Initiation Analysis Development Design and Control

Continuous Process Improvement Cycle

Week 1-4 Week 5-8 Week 9-12 Week 13-24 Week 25-40

Notes:
Appendix describes the methodology in further detail.
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Why Current Are we
Do we have ot capability How do we ready for Performed
a . Close by
scope & against c the
f
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\shared view?” bus case? standard? ritical gaps- ormal audit? RCB!

|

Awareness,

Project i Capability Gap Closure Certification Certification
ATl Scoping & : .
Initiation . Assessment Roadmap Preparation Audit
Business Cas
Week 1 Week 1-2 Week 2-8 Week 9-32 Week 32-36 Week 37-40
Notes:

For an organization with mature ITIL processes, the average time to certification is 9 months.
For organizations who have not implemented ITIL yet, it will be an average of 2 years to
certification.

NAI BSM & ITSM Capabilities Overview Entire contents © 2008
Pagel?

Nouri Associates Inc.



Train the Internal Team

e e e e e e |
T e S SN A

A —S——— N — ——— R EEE———————
NAI BSM & ITSM Capabilities Overview Entire contents © 2008
Pagel3

e iina where experience counts™



ZETE v2 \\\\§\ e

/ -
s/ > o — -
Service Support ( Release )
Enables effective IT Services | Management SERVICE SUPPORT

Building blocks of All IT Services |

~

Change A ( Problem A

Management —l_L Management
|\ I J I J
( Configuration ) ( Incident )

—| Management . Management

Service Level | ( Capacity -

Management . Management
o : N - | | peeeeeeeeeee Service Desk

Financial Mngmnt | | IT Service
. For IT Services | L Continu:ty Mgmt. |
|| Availability ||

SERVICE DELIVERY |__Management | A10 Process Areas

. Al Function
Service Delivery Management

Management of the IT services
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- Service Strategy
# Policies and objectives

~ Service Design, Transition,
Operation phases

» Progressive stages that
represent change &
transformation

* New and changed services

- Continual Service
Improvement (CSI)
» Learning and enhancements

Continual

Service
Transition

Service
Strategy

Service
Operation

Service
Design
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processes

Continual
Service Service Service | - I Service
Strategy Design |Transition | ¢]:

Owner

Governance processes

Service Measurement

Service Reporting

Service Improvement

Demand Management | S&

__ Strategy generation

Service Portfolio Management 3
T Financial Management |

Operational processes

Service Catalogue Management

Service Level Management

Capacity Management

Availability Management |

~ Supplier Management
Transition planning and support

Change Management

Service Asset and Configuration Management
Release and Deployment Management
Service Validation and Testing

. Evaluation }

Knowledge Management

Event Management

Incident Management

Request Fulfiiment

Problem Management

Operation Management
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Training Path
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Courseware [ Workshops ]
( N\
ITIL/ITSM Awareness
ITIL for Executives
e [ .50r 1 Day, Classroom ]
ITIL/ITSHM Extended e ™
AN Pragmatic ITSM Metrics
W e e e == 1 Day, Classroom
ITIL for Help Desk
ITSM Mobilization
eS| [ 5 Days Classroom ]
ITIL Foundation

Course* *ITIL v2 Foundation (2.5 Days)
——————————— |TIL v3 Foundation (3 Days)
3 Stk ITILV2 -v3Foundation Bridge (1 Day)

ITIL Practitioner *ITIL Practitioner Support & Restore (IPSR)
Courses* ITIL Practitioner Release & Control (IPRC)

ITIL Practitioner Agree & Define (IPAD)
_ ITIL Practitioner Plan & Improve (IPPI )

ITIL Service Managers *ITIL v2 Service Manager (12 Days)
*

ITIL v3 Service Manager Bridge (4 Days)

Course

1 Delivery Means: Classroom, Blended, E-learning (Self-paced,
Virtual Instructor-led), Virtual Classroom (VC)

NAI BSM & ITSM Capabilities Overview

NAI

Nouri Associates Inc.

D ————

Entire contents © 2008
Pagel7



e gt

’ = n ‘
ATIL v2 Certificatesan> « == o
Y 4
S Practit
Certificate
Foundation ‘
Certificate

O
—

L 4

NAI BSM & ITSM Capabilities Overview
Pagel8

Entire contents © 2608 e



) T N | ———
, ATIL v2 Practitioner Domains =~ =

Availability Management

MEUEURRINEY: - ity Management

Continuity Management

Service Level
Management

Eihancial Agree and Defin& Release and Con

Change Management

_ Release Management
Service Desk

Configuration

Sl S Upport and Restd Management

Management

Problem
Management
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The V3 scheme is based
on a system of
educational credits,
earned through
successful completion of
classes and
examinations, much like
a college education.

There are four levels
within the new scheme:
Foundation level, two
Intermediate level
streams, and the
advanced level.

To achieve the ITIL
Service Management
Expert level, candidates
must earn 22 credits,
two of which can be
gained at Foundation
level.
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