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it Service Management

General Electric 
Consumer & Industrial

itSM - about GE Consumer & Industrial

About us…
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About GE Consumer & Industrial
Lighting, Appliances, Supply and Industrial = $14bln

65,000+ employees

1,650 IT employees

1,800 applications, 112 business critical

1,850 servers, 90 storage systems

31,000 desktop PCs

300 locations with IT infrastructure

First Steps & Challenges

itSM
kick off
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6 months to “buy” e2e executive support

6 months to implement in infrastructure

First Steps & Challenges

GE Consumer & Industrial 
ISC Evaluation Combined Overall Scores 
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Louisville Ft. Wayne Budapest Average Total

Phased Approach
GAP Analysis completed with EMC, Q4 ‘04

ITIL Pilot rollout commenced 2/14.

1 month to certify 20 people in foundations

3 months to train 500 people

First Steps & Challenges
Training Approach

• 500 people get internal foundations training

• L1 & 2 process leads - practitioner certificate 
(HP)

• 10 itSM management certificates by Q3’04 (HP)

“booklets” on itSM VALUES and ACTIONS
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itSM – how to make it actionable?

itSM
the Team

storage pilot

6 sigma

8/
GE Title or job num ber/

3/20/2005

Global Infrastructure
IT Services

Manager
MBB

Global Infrastructure
IT Services

Manager
MBB

Service Support
Manager(Client)

BB

Service Support
Manager(Client)

BB

Service DeskService Desk

Service Delivery Service Support

itSM Project Lead
& SLM Manager

itSM Project Lead
& SLM Manager Service Delivery

Manager
Service Delivery

Manager

Incident
Manager
Incident

Manager

Availability
Manager

Caley

Availability
Manager

Caley

Service Support
Manager(midrange)

BB

Service Support
Manager(midrange)

BB

Service Level Mgmt

Ramji Sundararajan

Service Level Mgmt

Ramji Sundararajan

Configuration
Manager

Welle

Configuration
Manager

Welle

Global Architect

BB

Global Architect

BB

CCR
Manager

MBB

CCR
Manager

MBB

Problem
Manager
Problem
Manager

Change
Manager

Issa

Change
Manager

Issa

Release
Manager

BB

Release
Manager

BB

Capacity 
Manager

Tim Keck

Capacity 
Manager

Tim Keck

Service
Continuity manager

Brian White

Service
Continuity manager

Brian White

Service
Level Mgmt

BB

Service
Level Mgmt

BB

Business Liaison
APM

BB

Business Liaison
APM

BB

Financial
Manager

BB

Financial
Manager

BB

L1 ITIL Process Structure

ITIL Technical
Writer

ITIL Technical
Writer
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itSM – how to make it actionable?

Project Wrap-Up

Capacity management

Service Level Management

Project ManagementProject 
Planning

Financial Management

Release Management

Configuration Management

Change Management

Incident Management

Problem Management

Availability Management

JulyJuneMayAprilMarchFebruary

all processes in parallel - pilot in storage

design technology independent

itSM – how to make it actionable?

example – availability mgmt roadmap

DEVELOP AND IM PLEM ENT AN AVAILABILITY M ANAGEM ENT PROGRAM 82d 2/14/2005 6/7/2005
Assign Storage Availability Managem ent roles and responsibilities 2d 2/14/2005 2/15/2005
Define Storage Availability Managem ent policies 3d 2/16/2005 2/18/2005
Define SOX com pliance activities for Storage Availability Managem ent 4d 2/21/2005 2/24/2005
COBIT criteria 1d 2/21/2005 2/21/2005
Secure access (physical and logical) 1d 2/22/2005 2/22/2005
Disaster recovery 1d 2/23/2005 2/23/2005
Change Managem ent 1d 2/24/2005 2/24/2005
Determ ine Storage Availability Managem ent requirem ents 10d 2/25/2005 3/10/2005
Determ ine storage availability design 5d 3/11/2005 3/17/2005
Determ ine storage recoverability design 5d 3/18/2005 3/24/2005
Identify Storage Availability Managem ent security issues 3d 3/25/2005 3/29/2005
Determ ine storage m aintenance procedures 7d 3/30/2005 4/7/2005
Define Storage Availability Managem ent reports that need to be generated 3d 4/8/2005 4/12/2005
Identify m onitoring and alerting requirem ents 5d 4/13/2005 4/19/2005
Identify tools that will be used to m onitor and alert (ensure there is a m onitoring process to “watch the watcher”) 10d 4/20/2005 5/3/2005
Define Storage Availability Managem ent Pilot 5d 5/4/2005 5/10/2005
Identify test scenarios and system s involved 5d 5/4/2005 5/10/2005
Rollout Storage Availability Managem ent 15d 5/11/2005 5/31/2005
Im plem ent Storage Availability Managem ent Pilot 5d 5/11/2005 5/17/2005
Review results and adjust data gathering and report generation as needed 5d 5/18/2005 5/24/2005
Full rollout to all storage system s 5d 5/25/2005 5/31/2005
Im plem ent Storage Availability Managem ent m onitoring and reporting 5d 6/1/2005 6/7/2005
MILESTONE:  Availability Managem ent program  im plem ented 0d 6/7/2005 6/7/2005
DELIVERABLE:  Availability Managem ent roles and responsibilities 0d 6/7/2005 6/7/2005
DELIVERABLE:  Availability Managem ent policies and processes 0d 6/7/2005 6/7/2005
DELIVERABLE:  Storage availability design 0d 6/7/2005 6/7/2005
DELIVERABLE:  Storage recoverability design 0d 6/7/2005 6/7/2005
DELIVERABLE:  Storage m aintenance procedures 0d 6/7/2005 6/7/2005
DELIVERABLE:  Availability Managem ent m onitoring and reporting 0d 6/7/2005 6/7/2005
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itSM – how to make it actionable?

existing processes – how compliant are they?

DEVELOP AND IMPLEMENT AN AVAILABILITY MANAGEMENT PROGRAM 82d 2005.02.14 2005.06.07
Assign Storage Availability Management roles and responsibilities 2d 2005.02.14 2005.02.15
Define Storage Availability Management policies 3d 2005.02.16 2005.02.18
Define SOX compliance activities for Storage Availability Management 4d 2005.02.21 2005.02.24
COBIT criteria 1d 2005.02.21 2005.02.21
Secure access (physical and logical) 1d 2005.02.22 2005.02.22
Disaster recovery 1d 2005.02.23 2005.02.23
Change Management 1d 2005.02.24 2005.02.24
Determine Storage Availability Management requirements 10d 2005.02.25 2005.03.10
Determine storage availability design 5d 2005.03.11 2005.03.17
Determine storage recoverability design 5d 2005.03.18 2005.03.24
Identify Storage Availability Management security issues 3d 2005.03.25 2005.03.29
Determine storage maintenance procedures 7d 2005.03.30 2005.04.07
Define Storage Availability Management reports that need to be generated 3d 2005.04.08 2005.04.12
Identify monitoring and alerting requirements 5d 2005.04.13 2005.04.19
Identify tools that will be used to monitor and alert (ensure there is a monitoring process to “watch the watche 10d 2005.04.20 2005.05.03
Define Storage Availability Management Pilot 5d 2005.05.04 2005.05.10
Identify test scenarios and systems involved 5d 2005.05.04 2005.05.10
Rollout Storage Availability Management 15d 2005.05.11 2005.05.31
Implement Storage Availability Management Pilot 5d 2005.05.11 2005.05.17
Review results and adjust data gathering and report generation as needed 5d 2005.05.18 2005.05.24
Full rollout to all storage systems 5d 2005.05.25 2005.05.31
Implement Storage Availability Management monitoring and reporting 5d 2005.06.01 2005.06.07
MILESTONE:  Availability Management program implemented 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management roles and responsibilities 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management policies and processes 0d 2005.06.07 2005.06.07
DELIVERABLE:  Storage availability design 0d 2005.06.07 2005.06.07
DELIVERABLE:  Storage recoverability design 0d 2005.06.07 2005.06.07
DELIVERABLE:  Storage maintenance procedures 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management monitoring and reporting 0d 2005.06.07 2005.06.07

itSM – how to make it actionable?

When is the process mature enough 

to be applied across entire infrastructure?

DEVELOP AND IMPLEMENT AN AVAILABILITY MANAGEMENT PROGRAM 82d 2005.02.14 2005.06.07
Assign * Availability Management roles and responsibilities 2d 2005.02.14 2005.02.15
Define * Availability Management policies 3d 2005.02.16 2005.02.18
Define SOX compliance activities for * Availability Management 4d 2005.02.21 2005.02.24
COBIT criteria 1d 2005.02.21 2005.02.21
Secure access (physical and logical) 1d 2005.02.22 2005.02.22
Disaster recovery 1d 2005.02.23 2005.02.23
Change Management 1d 2005.02.24 2005.02.24
Determine * Availability Management requirements 10d 2005.02.25 2005.03.10
Determine * availability design 5d 2005.03.11 2005.03.17
Determine * recoverability design 5d 2005.03.18 2005.03.24
Identify * Availability Management security issues 3d 2005.03.25 2005.03.29
Determine * maintenance procedures 7d 2005.03.30 2005.04.07
Define * Availability Management reports that need to be generated 3d 2005.04.08 2005.04.12
Identify monitoring and alerting requirements 5d 2005.04.13 2005.04.19
Identify tools that will be used to monitor and alert (ensure there is a monitoring process to “watch the watche10d 2005.04.20 2005.05.03
Define * Availability Management Pilot 5d 2005.05.04 2005.05.10
Identify test scenarios and systems involved 5d 2005.05.04 2005.05.10
Rollout * Availability Management 15d 2005.05.11 2005.05.31
Implement * Availability Management Pilot 5d 2005.05.11 2005.05.17
Review results and adjust data gathering and report generation as needed 5d 2005.05.18 2005.05.24
Full rollout to all * systems 5d 2005.05.25 2005.05.31
Implement * Availability Management monitoring and reporting 5d 2005.06.01 2005.06.07
MILESTONE:  Availability Management program implemented 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management roles and responsibilities 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management policies and processes 0d 2005.06.07 2005.06.07
DELIVERABLE:  * availability design 0d 2005.06.07 2005.06.07
DELIVERABLE:  * recoverability design 0d 2005.06.07 2005.06.07
DELIVERABLE:  * maintenance procedures 0d 2005.06.07 2005.06.07
DELIVERABLE:  Availability Management monitoring and reporting 0d 2005.06.07 2005.06.07
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corporate relationship

itSM
corporate

itSM – corporate relationship

corporate drives tools standardization

provides device management services

need to synchornize with corporate itSM process

S
er

vi
ce

 D
es

k

In
ci

de
nt

M
gm

t

P
ro

bl
em

M
gm

t

C
on

fig
ur

at
io

n
M

gm
t

R
el

ea
se

M
an

ag
em

en
t

C
ha

ng
e

M
an

ag
em

en
t

itS
C

M

C
ap

ac
ity

M
gm

t

A
va

ila
bi

lit
y

M
gm

t

S
LM

Fi
na

nc
ia

l



8/
GE  / 

questions & answers

itSM
q&a


