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Introduction

Scott Higham-Lee

Senior Manager Service Desk and _ S :

. . Service Desk functionality delivered
Operations, ANZ National : : :
Technol internally and via managed service
. echnology providers for the NZ user base, in

accountable for all Technology

addition to 24.7 service operations

support teams for ANZ National
Lead the service management
work stream and represented the

strategic responsibility for ensuring interests of the Bank

technology experience for end users
when engaging technology support
is in line with best practice / aligned

to ANZ Technology 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

strong service delivery capabilities /
strong desire to ma
is not forgotteno w
provided for Technology

Sunit Prakash

Service Management Lead,

Voco
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ANZ Technology Strategy

“A very
different Bank”

ANZ Aspiration

Simply the best
Technology experience

ANZ Technology Aspiration

Deliver the best Simplify
experience around shared

Widen for staff & platforms
the customers Reduce

lead on Strengthen running
people, culture Partnerships costs to
and capabilities and delivery invest for growth

Strategic Objectives
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Telecommunications Refresh Project “TRP”

Significantly reduce the
annual telecommunications

Provide a refresh of the spend

aging telecommunications
infrastructure moving to a
full IP (MPLS based)
network offering greater
business flexibility

Implement operational and
OBJECTIVES governance models for
managing telecommunication
services and relationships
going forward.

Implement a single ITIL
based telecommunications
service management model.
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Deliverables

New IP phones at all ANZ National sites, including SoftPhones

New messaging application (Voicemail)

New MPLS core data network

New Billing and Reporting framework

Transitioning ATMs to new network
New telecommunications service management processes
Transition to the new technology and service management environment

Revised numbering plan

0800 call delivery review
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The single biggest Telecommunications contract in NZ

“Gen-i seals $100m-plus ANZ
win”

ANZ National is Telecom’s
single largest customer.

Telecom’s Gen-i has won its largest

About sites contract in New Zealand to date, a four-year
deal to upgrade ANZ National Bank’s
telecommunications system and transition it

extensions (not counting to Internet telephony.
1,600 contact centre
extensions),

ATMs

Will touch staff.
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The Service Management Landscape

" Two Banks

i " Two support IVRs and two sets of approaches to service management
\ “ Multiple internal & external service and Service Desk providers

" Service levels not aligned across branded businesses
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== Oct 2006

Electronic forms Electronic forms
Zi
2
ANZN
\ Blue Green 2
» » <
o 9 maps 7| Service Desk Service Desk small number of -
146 end-points options
Vendor X Voice and Data Data Voice
A \
Level 1 Desks |-

Y

Level 2 desks
and multi-
sourcing from IT,
telco

Branch/Cor
ANZN Data chi-orp
- projects &
Team -
escalations
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Wanted ...

Business Users

A single 0800 Technology 0 7
number for the Bank WORK REQUESTS

END USERS |

| Outsourced
Telecommunications

ANZNT Service Desk External Service Desk

Functions

Functions

IT SU PPORT Access

DeSktop Mgmt
(FIRST LEVEL
SUPPORT)

Service Provider C Service Provider D

Service Provider A Service Provider B

Functions Functions Functions

IT SUPPORT

(2" & 3rd LEVEL
SUPPORT)
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1st Step : Service Management Gap Analysis
e
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2nd Step - Developed Service Management Strategy

S
T
R
A
T
E
G
Y

" Mapped & gapped ITIL processes, technology stacks vs service providers

" Defined logical consolidation path

" Qutlined our business & SLA requirements

“ Planned a new governance model
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3rd Step - Developed Project Plan

Service Management Timeline

FY Year
FY Year 1 FY Year 2 ( Year 3

=

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

Initial Review and
Assessment

| Strategy Development | |

PHASE 1 WmTeIInSser\llrl:::: Desk Winfel Sqrvice Pesk poes fve PHASE 1

Requirements A Seryvice Nanagemen
development Requirenjents gomplgte
Contracts # Confract gigned
test Plan I
High Level

- 4 H|gh Lgvel D¢sign Accepted
Design

Detailed design |

T
Proof of concept |
| UAT [{UAT
Acceptanc
Pilot A Approvfl to pfoceef to pjot
L pre, dgployment

| Legacy Voice Service | voide Serjice Oesk gpes lije
Desk Transitio legdcy voice

uppofing PHASE 2

i‘App oval fo prog¢eed tp full
deploymeft

PHASE 2

| Pilot

Testing
N 0 & Dait NeW Sen{ice Dgsk gdes live i su ing |
PHASE 3 See ‘\’/vige Desk e r'i" & npw volce and datg Dﬁﬁﬁ\ggt 3

| Handover & 1 bndoyer Sefvice fanagement fo BAU
SM to BAU

| | Implementation /transition #Deplpyment complete
F )

re& g Project
Mana | complete

)




.
™
AOne Technologyd6 service model

AOne 0800 number for support
Ar5%+ first contact resolution
AConsolidated reporting ‘b
\. . ’
t\

} Amproved user experience
Amproved staff engagement and service commitment

)
IT SUPPORT
(2™ & 3rd LEVEL
SUPPORT)
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Execution Phase 2 -
Voice Service Desk Transition (moved “legacy” voice support)

- Ot
s ins

F
E
B
B
B
’
I /Continued value-add service proposition
|

away from Atag & bagbo t off

Axtending the use of the single 0800 support number to
another technology platform

AContinuing to improving user experience

ﬂPlIotlng & embeddlng the new processes ahead of the curve

Asingle 0800 Technaiogy
nnnnnnn

END USERS

IT SUPPORT

'

T suppoRT [0

™ & 3rdl LEVEL -
SUPPORT)
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Execution Phase 3 -
New Service Management Construct for the New Solution
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incidents

and work
requests per month

The service was built
and tested

access
to incidents imminent

We now poll the

guality of VOIP calls
every

across all

users
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Major Milestones Met

é:rvice Management
Requirements

SLA DefinitioV
ﬁigh level design /

Contract Negotiation

{ Softphov
Detailed Design
wser Acceptance

Testing BAU ownership
W)ice Service Desk o f;goﬁﬁfglov
cutover

Governance &
Interlocks
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SCALE = 9000+ staff, 350 + sites

oiffering ™

Complexity and interdependencies
on multiple projects.

——

A -
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Service Management - What went well?

~Vendor Te T p ~Reportin
! H-HH N H-H
had the “A Team” ]
comprising
Project Manager,
ITIL SMEs & very

committed BAU
staff working




