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What does the word άǇƭŀƴƴƛƴƎέ ǎǘŀƴŘ ŦƻǊ ǿƛǘƘƛƴ ǎŜǊǾƛŎŜ ƳŀƴŀƎŜƳŜƴǘ ƻǇŜǊŀǘƛƻƴǎΚ 

A. ¢ƘŜ άŎŜƴǘǊŀƭ ƻǊƎŀƴƛȊŀǘƛƻƴέ ǿƘƛŎƘ ƛǎ ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊΥ

Ą Planning off all operational activities 

Ą Coordination with the end-customer. 

B. Efficient and effective deployment of people and resources.

Ą .ȅ ƳŜŀƴǎ ƻŦ άŎŜƴǘǊŀƭƛȊŜŘέ ǇƭŀƴƴŜǊǎ ǿƘƻ ŀǎǎƛƎƴ ǇŜƻǇƭŜ ŀƴŘ ǊŜǎƻǳǊŎŜǎ

Ą Through self-regulation - the organization has the autonomy to achieve effective 
planning.
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What is being planned within an service management operation? 

A combination of:
-> Activities that derive from Incidents
-> Activities that develop out of the Change processes
-> Activities that emerge from new deliveries or projects

What basic requirements need to be fulfilled to achieve effective planning?

-> Availability of people and resources (basic schedule, vacation, non-availability  
change/maintenance windows)

-> Required resources (people and/LΩǎύ
-Ҕ ¦ƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ŎƻƴǘǊŀŎǘǳŀƭ ŀƎǊŜŜƳŜƴǘǎ ό{[!ΩǎΣ ǳƴŘŜǊǇƛƴƴƛƴƎ ŎƻƴǘǊŀŎǘǎύ
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Why should an service management organization care about planning, anyway?

-> To understand the deployment of people and resources

-> To prevent (continuous) escalations (fines)

-> To fulfill contractual agreements 

-> To achieve significant cost savings by enabling the proper deployment (>30%
respective achieving or by >30% improved efficiency)
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²Ƙŀǘ ƛǎ ƴŜŜŘŜŘ ƛƴ ŀ άǇƭŀƴƴƛƴƎ ǎǘǊŀǘŜƎȅέΚ 

-> Planning activities centrally versus planning autonomous

-> Planning down to an individual level versus planning on a groups level

²Ƙŀǘ ŀǊŜ ǘƘŜ ǘƘǊŜŜ ōŀǎƛŎ ǾŀǊƛŀōƭŜǎ ǘƘŀǘ ǎƘŀǇŜ ŀ ǿƛƴƴƛƴƎ άǇƭŀƴƴƛƴƎ ǎǘǊŀǘŜƎȅέΚ

I. The sort of end customer that the service management organization serves
II. The type of activities (priority, complexity and duration)
III. Central planning versus autonomous planning 
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Steps to achieve efficient planning in an service management operation 

Phase 1: Registration
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Phase 1: Registration
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Phase 1: Registration

Phase 2: Analysis
I. Analysis of how planning information is acquired
II. Implementation of adjusted complexity, standard response times, prioritization

Phase 3: Execution
I. Continuous improvement
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Are there advantages to effective planning? 

Advantages:
I. Cost savings >30%
II. High degree of transparency on assigned people and resources
III. Excellent source of information to support business planning
IV. ά.ǳǊŘŜƴ ƻŦ ǇǊƻƻŦέ ŦƻǊ efficient conduct of business 
V. {ƻǳǊŎŜ ŦƻǊ άƳŀƪŜ ƻǊ ōǳȅέ ŘŜŎƛǎƛƻƴǎ όƻǳǘǎƻǳǊŎƛƴƎκŎƻ-outsourcing, etc)
VI. Control on outsourced tasks
VII. Increased customer satisfaction
VIII. Increased employee satisfaction
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// Let this be your starting point for

something new. Something better.

Something more efficient.//
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