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[bookmark: _Toc327199977][bookmark: _Toc401060094]Introduction
[bookmark: _Toc3455332][bookmark: _Toc3455335][bookmark: _Toc3455343][bookmark: _Toc3455344][bookmark: _Toc3455355]This document comes as a result of a Service Improvement Initiative you have undertaken as part of the overall Continual Service Improvement in the organization. The Initiative should go through the following steps of the improvement cycle:
1. What is the vision?
2. Where are we now?
3. Where do we want to be?
4. How do we get there?
5. Did we get there?
6. How do we keep the momentum going?
This document should summarize the main findings and is usually written down in the fourth step: “How do we get there?”



[bookmark: _Toc327199978][bookmark: _Toc401060095]Purpose
Provide a brief description of the purpose of this document.

The purpose of this document is to write down a formal plan to implement improvements to our line of IT Service Support. Those improvements have been selected as a result of the latest Service Improvement Initiative Assessment, which instead is part of our continuous efforts for the Continual Service Improvement in the organization. 

[bookmark: _Toc327199979][bookmark: _Toc401060096]Overview
Provide a background to the plan, approach used, external references, considerations, etc.

Beginning 20xx, the organization started a program to align its services and processes with the recommendations of the Information Technology Infrastructure Library. Since 20xx, a Continual Service Improvement program is in place. The last round in the program started in December 20xx with an Assessment, whose findings are shown in the external document “The Service Provider. Continual Service Improvement Initiative. Assessment. December 20xx.” The recommendations arising from this Assessment are the basis for the present Service Improvement Plan.

[bookmark: _Toc327199980][bookmark: _Toc401060097]Scope
Describe on which parts/areas/locations in the organization this plan will be applied.

This document applies to our line of IT Service Support that is currently provided to several major clients. This plan will be effective from January 1, 2012 to June 30, 2012.

[bookmark: _Toc327199981][bookmark: _Toc401060098]Vision
Vision: A description of what the organization intends to become in the future. A vision is created by senior management and is used to help influence culture and strategic planning. The vision should align the business and IT strategies. Setting the vision must be the starting point. Establish a vision aligned with the business vision and objectives. Express what is intended to be in terms of growth, values, employees, contributions to society, etc.

Our vision is to be the undisputed provider of IT services for our clients, excelling in quality of service, agility and responsiveness to the changing demands of the business.
[bookmark: _Toc327199982][bookmark: _Toc401060099]Mission
Mission: A short but complete description of the overall purpose and intentions of an organization. It states what is to be achieved, but not how this should be done. It answers three questions: what do we do, how do we do and for whom do we do. Put together, the vision and the mission give directions for the improvement process.

[bookmark: Preparedby]Our mission is to satisfy the needs that small and medium business in the area have for quality Information Technology (IT) services, in a way that is consistent with our values of excellence, efficiency, effectiveness and attention to details.

[bookmark: _Toc327199983][bookmark: _Toc401060100]Objectives
List here the objectives for this plan. The list of objectives comes as a result of the improvement assessment.

As a result of the Service Improvement Initiative Assessment, the following objectives have been identified for the Service Improvement Plan:
I. Increase service availability by means of web access.
II. Decrease time to solve incidents.
III. Improve customer satisfaction with Help Desk.
IV. Increase accuracy of service provided.

[bookmark: _Toc327199984][bookmark: _Toc401060101]Responsibilities
Identify those with the overall responsibility for the whole initiative.

The ownership of the overall Service Improvement Initiative belongs to the Service Owner.

The Service Level Manager is accountable for the successful execution of the overall Service Improvement Initiative.

Responsibilities for each one of the actions to be implemented as part of the present plan is listed in the section 2 Service Improvement Plan Actions below.

[bookmark: _Ref327183251][bookmark: _Toc327199985][bookmark: _Toc401060102]Service Improvement Plan Actions

List here the actions that shall be made to fulfill the goals of the Service Improvement Plan. It is up to you how it is best to organize the plan: by objective, by service area, by priority (I, II, III…), by timeframe (short term, long term…) or any other criteria.

The Table 1 Service Improvement Plan Actions shows the actions scheduled to fulfill each of the objectives.
	Document: 
	Service Improvement Plan
	From: 
	1-Jan-xx

	Organization: 
	The Service Provider 
	To: 
	1-Jun-xx

	Responsible: 
	Service Level Manager
	 
	 

	 

	[bookmark: _Toc327199986][bookmark: _Toc401060103]Objective I: Increase Service Availability by Means of Web Access 

	#
	Action
	Responsible
	Start
	End

	I.a
	Acquire Web licenses of the Service Desk system
	Supply Manager
	15-Jan-xx
	30-Jan-xx

	I.b
	Configure Web access for customers
	Application Manager
	1-Feb-xx
	1-Mar-xx

	I.c
	Train users and Help Desk personnel
	Knowledge Manager
	1-Feb-xx
	28-Feb-xx

	1.d
	Monitor availability
	Availability Manager
	1-Jan-xx
	30-Jun-xx

	Result: Service availability increased through web access

	Measurement: Availability %

	

	[bookmark: _Toc327199987][bookmark: _Toc401060104]Objective II: Decrease Time to Solve Incidents 

	
	Action
	Responsible
	Start
	End

	II.a
	Define and implement auto-responses
	Event Manager
	10-Jan-xx
	9-Mar-xx

	II.b
	Resolve defined recurrent incidents
	Problem Manager
	10-Jan-xx
	9-Mar-xx

	II.c
	Monitor incidents
	Incident Manager
	1-Jan-xx
	30-Jun-xx

	Result: Less time to solve incidents

	Measurement: Percent of incidents solved within the agreed times

	

	[bookmark: _Toc327199988][bookmark: _Toc401060105]Objective III: Improve Customer Satisfaction with Help Desk

	
	Action
	Responsible
	Start
	End

	III.a
	Increase follow-up tasks for the Help Desk
	CSI Manager
	1-Feb-xx
	7-Mar-xx

	III.b
	Redesign surveys and how to apply them
	Customer Satisfaction Manager
	1-Jan-xx
	15-Jan-xx

	III.c
	Monitor customer satisfaction
	Customer Satisfaction Manager
	1-Jan-xx
	30-Jun-xx

	Result: Customer satisfaction increased

	Measurement: Customer satisfaction survey

	

	[bookmark: _Toc327199989][bookmark: _Toc401060106]Objective IV: Increase Accuracy of Service Provided

	
	Action
	Responsible
	Start
	End

	IV.a
	Acquire training for all the technical support personnel
	Knowledge Manager
	17-Jan-xx
	30-May-xx

	IV.b
	Monitor customer satisfaction
	Customer Satisfaction Manager
	1-Jan-xx
	30-Jun-xx

	Result: Customer receiving better service

	Measurement: Customer satisfaction survey


[bookmark: _Ref327195317][bookmark: _Toc327198220]Table 1 Service Improvement Plan Actions









[bookmark: _Toc327199990][bookmark: _Toc401060107]Monitoring and Reporting
An important part of ensuring the success of the Plan is to define how each objective of the Improvement Initiative shall be measured and reported. The selection of the proper Key Performance Indicators (KPI), metrics and measurements is done as part of the Initiative Assessment. Put here those selected along with the schedule to be applied.

[bookmark: _Toc327199991][bookmark: _Toc401060108]Availability
The Table 2 Availability Measuring and Reporting shows how availability shall be measured and reported to check Objective I.
	Objective
	Increase service availability by means of web access 

	Critical Success Factor (CSF)
	Increase service availability

	Key Performance Indicator (KPI)
	Increase 10% in service availability implementing service web access

	Metrics

	Availability in the first month (before improvement implementation)

	
	Availability in the last months (after improvement implementation)

	Measurements
	Availability % = (AgreedServiceTime - Downtime) / AgreedServiceTime x 100

	
	Frequency: Weekly

	Reports
	Availability Report

	
	Frequency: Monthly


[bookmark: _Ref327195139][bookmark: _Toc327198221]Table 2 Availability Measuring and Reporting
[bookmark: _Toc327199992][bookmark: _Toc401060109]Time to solve incidents
The Table 3 Incident Time Measuring and Reporting shows how the time to solve incidents shall be measured and reported to check Objective II.
	Objective
	Decrease time to solve incidents 

	Critical Success Factor (CSF)
	Decrease time to solve incidents 

	Key Performance Indicator (KPI)
	Increase percent of incidents solved within agreed times to 96%

	Metrics
	Percent of incidents solved within agreed times before improvement implementation

	
	Percent of incidents solved within agreed times after improvement implementation

	Measurements
	Time to solve each incident compared to the agreed time for each category of incidents

	
	Frequency: Updated daily

	Reports
	Incident Report

	
	Frequency: Monthly


[bookmark: _Ref327196906][bookmark: _Toc327198222]Table 3 Incident Time Measuring and Reporting




[bookmark: _Toc327199993][bookmark: _Toc401060110]Customer satisfaction

The Table 4 Customer Satisfaction Measuring and Reporting shows how the time to solve incidents shall be measured and reported to check Objectives III and IV.

	Objectives
	Improve customer satisfaction with Help Desk

	
	Increase accuracy of service provided

	Critical Success Factor (CSF)
	Increase customer satisfaction with service received

	Key Performance Indicators (KPI)
	Increase customer satisfaction with how Help Desk handle requests to 80 %

	
	Increase customer satisfaction with the quality of solutions to 75 %

	Metrics
	Customer satisfaction score before improvement implementation

	
	Customer satisfaction score after improvement implementation

	Measurements
	Customer satisfaction survey with focal groups

	
	Frequency: Monthly

	Reports
	Incident Report

	
	Frequency: Monthly


[bookmark: _Ref327198166][bookmark: _Toc327198223]Table 4 Customer Satisfaction Measuring and Reporting



[bookmark: _Toc327199994][bookmark: _Toc401060111]Annex
Insert here anything you may like to attach to support the document.

[bookmark: _Toc327199995][bookmark: _Toc401060112]List of Tables
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