
Case Study
Successful Implementation of a 

New Service Management Model



accountable for all Technology 

Service Desk functionality delivered 

internally and via managed service 

providers for the NZ user base, in 

addition to 24.7 service operations 

support teams for ANZ National

strategic responsibility for ensuring 

technology experience for end users 

when engaging technology support 

is in line with best practice / aligned 

to ANZ Technology

strong service delivery capabilities / 

strong desire to make sure the ñend user 

is not forgottenò when support is being 

provided for Technology

Lead the service management

work stream and represented the 

interests of the Bank

Previously Director Support 

Operations for Baan Customer 

Service & Support responsible for 

Asia Pacific Japan based in 

Sydney

Active member of itSMFnz 

Wellington; on the National 

Committee; review international 

ITIL related publications; Lean 

consultant 





A new Technology, 

A new way of managing our 

Telecommunications

Significantly reduce the 

annual telecommunications 

spendProvide a refresh of the 

aging telecommunications 

infrastructure moving to a 

full IP (MPLS based) 

network offering greater 

business flexibility

Implement operational and 

governance models for 

managing telecommunication 

services and relationships 

going forward.
Implement a single ITIL 

based telecommunications 

service management model.

OBJECTIVES
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Vendor A

Blue

Service Desk

Level 1 Desks

Telecom NIVR

Blue 

corner
Green cornerOct 2006

Voice and Data

ANZN Data 

Team

Level 2 desks 

and multi-

sourcing from IT, 

telco

Telecom NIVR

Procurement (eg mobile phones) is 

largely separate.

Voice

L2 Internal Desk 

- Voice Team

Datacom

Multiple/Complex Requests

¶ Blue-side: Users are advised by Service 

Desk of the steps they need to take to 

implement multi-function requests

¶ Green-side: Service Desks largely manage 

multi-function requests for the users.

¶ Significant activities (eg shifting a group of 

users) are managed by the Project 

Management team who use normal 

processes and direct dealing with suppliers 

as necessary.

Green

Service Desk

Branch/Corp 

projects & 

escalations

Data

TeltrakAvaya

small number of 

options

9 maps

146 end-points

Telecom

Electronic forms Electronic forms
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ANZNT Service Desk

Desktop
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External Service Desk
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Outsourced 

Telecommunications 

Service Provider A
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A single 0800 Technology 

number for the Bank

Business Users

WORK REQUESTS

IVR



Staff

Service 
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Oct

FY Year 2
-

FY Year 3
-

Project 

complete

Deployment complete

Approval to proceed to full 

deployment

Approval to proceed to pilot 

deployment

High Level Design Accepted

Test Plan

Contract signed

Service Management 

Requirements complete

Pilot 

prep

Implementation /transition

Measu

re & 

Mana

ge

Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug

Contracts

Requirements 

development

High Level 

Design

Detailed design

Pilot

Testing

Service Management Timeline

UAT

Voice Service Desk goes live ïsupporting 

legacy voice

UAT 

Acceptance

Proof of concept

FY Year 1-

Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug

Initial Review and 

Assessment

Strategy Development

WinTel Service Desk 

Insource
WinTel Service Desk goes live

Legacy Voice Service 

Desk Transition

ñNewò Voice & Data 

Service Desk

New Service Desk goes live ïsupporting legacy 

& new voice and data

Handover 

SM to BAU
Handover Service Management to BAU

PHASE 1PHASE 1

PHASE 2PHASE 2

PHASE 3PHASE 3



ÅñOne Technologyô service model introduced

ÅOne 0800 number for support

Å75%+ first contact resolution

ÅConsolidated reporting

ÅImproved user experience

ÅImproved staff engagement and service commitment



ÅContinued value-add service proposition

ÅMoved away from ñtag & bagò to a responsive service

ÅExtending the use of the single 0800 support number to 

another technology platform

ÅContinuing to improving user experience

ÅPiloting & embedding the new processes ahead of the curve



ANZN Process Blueprint ï Incident Management 
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IM0.01

Incident or Service 

Request

IMO.05

Receive Initial 

Support

Case 

Management

IMO.06

Record, 

Classification & 

Initial Support

Monitoring & 

Tracking

Cannot be

resolved

Known Errors
Case 

Management

Record SearchRecord

IMO.08

Incident Information 

for resolution

IMO.10

Incident Information 

for resolution

IMO.09 

Investigation & 

Diagnosis

Monitoring & 

Tracking

Search &

Record

IMO.11

Incident Information 

for Resolution

IMO.12

Resolution & 

Recovery

Communication

RecordView

IMO.14

Informed of 

Resolution & 

Recovery

Communication

IMO.15

Closure

Communication

IMO.16

Resolution & 

Recovery

Communication

IMO.18

Management 

Information & 

Reporting

End

IMO.13 Receive Communication, Updates, Workarounds & Resolution

Update Update

Service Level 

Management Process

Problem Management 

Process

Change Management 

Process
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Service Level

Case 

Management

IMO.17

Informed of Closure

Communication

IMO.02

Detection 

IMO.03

Detection & 

Recording

IMO.04

Proactive Monitor 

for Incidents

I3 I4 I5

IMO.07

Investigation & 

Diagnosis

Monitoring & 

Tracking

Case 

Management

Case 

Management

Case 

Management

Ref SM5.1 - IMO

I1

Work Request 

(MAC) Process

Case 

Management

Provide 

Information

Case 

Management

Major Incident 

Process

Major

Incident

PEOPLE PROCESSES

TOOLS



4pm 17 October 2008

YOU NEVER 

NOTICED
when we switched over

to a new Service Desk

120 incidents

and 300work 
requests per month

The service was built 
and tested

from 
scratch

We now poll the 
quality of VOIP calls 

every five 
minutes

across all

9000+ users

Online access 

to incidents imminent



Voice Service Desk 
cutover

User Acceptance 
Testing

Governance & 
Interlocks

SLA & Operational 
reporting

BAU ownership

Softphones

Contract Negotiation

Detailed Design

SLA Definitions

High level design

Service Management 
Requirements



SCALE = 9000+ Staff, 350 + sites

Complexity and interdependencies 

on multiple projects.

ATMs




