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Scope

To consider and address:

e Qutputs from workshop with Lewisham and Southwark
stakeholders.

* Findings and recommendations in review by Methods.
* Including:

— Need for Vision, Strategy, Roadmaps, Work plans

— ICT service performance issues.

— Leadership, resource and process issues.
— Assurance of DR capability
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What

6 Themes for Improvement Plan:

Governance & Culture:

— Decision making, Risk management, Building a collaborative service
Strategy & Planning:

— Strategy, Roadmap, Target Operating Model
Service Excellence:

— Processes, Technology, Quality
Resources:

— Structure, Leadership, Staff, Budgets
Communications:

— Reactive, Proactive, Stakeholder engagement
Security:

— Compliance, Certification
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How

Additional management & technical resource
Leverage external & internal resources

Develop capability and empower existing managers to
manage teams

Collaborative approach to prioritisation and delivery of
project work.

Detailed service improvement plan monitored closely
by shared management team (every 2 weeks) and
shared management board (monthly)

Ring-fenced resource for Service Improvement
workstreams
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Governance & Culture

Q1-2019 Q2-2019

SICTS Joint Management Board — monthly ?

1
SIP
Governance

SICTS
Operational
governance

Review partnership model



Strategy & Planning

(ICT in a Nutshell)

VISION
STRATEGY

BUSINESS REQUIREMENTS
Roadmaps Plans Tasks

Roadmaps Plans  Tasks

SERVICE & TECHNICALREQUIREMENTS t

RESOURCES DELIVERY

BAU PROJECTS
Staff Budget o

Capability — Skills — Ab.l|lt\/— Capacity Maintain New services
Culture Attitude . :
Fix Major changes

Team
Improve

PROCESS

| Workload & Resource Control '

Monitor & Report




Strategy & Planning

Q1-2019 Q2-2019




Service Excellence - Technology

Q1-2019 Q2-2019




Service Excellence - Process

e Systematic adoption of IT service management
processes aligned with IT Infrastructure Library
(ITIL)

e |TIL =

— Recognised best practice framework for delivery of ICT
services.

— Contributed to and aligned with the ISO/IEC 20000
Service Management standard

— Underpins delivery of IT Service / Service quality
— Aligns Business and ICT e D
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Service Excellence - Process

Q1-2019 Q2-2019

Change Management

Asset Details

Availability Management

Monitoring &

Service Design i
Reporting
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Resources

Q1-2019 Q2-2019
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Team development

Review of ICT budget to align with service strategy




Communications

Q1-2019 Q2-2019

. Commsfor Emergency
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Security

Q1-2019 Q2-2019
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Cyber-Essentials Accreditation




Continual Service Improvement
(Iterative Improvement Cycle)

i Where do we want I i I '

How do we know when

How do we keep the




