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The Modern PMO:

Move Over Enforcer, Hello The Empowered.

Chris Pope
Office Of The CSO
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Rapidly expanding community
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The Need for IT Business Management

Visibility Alignment Velocity

Confidential for internal use only



Delivering more Change & Innovation is a difficult balancing act

Enhance
Processes

“Keep the
Lights On”

Strategic

Transform Change

Programs

Small
Regulatory Changes

Run-the-Business - Change-the-Business
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Delivering more Change & Innovation is a difficult balancing act

“Keep the
Lights On”

Enhance
Regulatory Small Processes

Changes

Transform

Programs Strategic
Change

Run-the-Business - Change-the-Business
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Inhibitors to greater process velocity and efficiency

Project & Planning
Teams

(Business & IT Projects)

5 & @

Operational
Teams

(Business-As-Usual)

Development Teams

70 % S D v % @

Multiple systems of record —
“Islands of Change”

No single view of request
pipeline, resources, work or
finance

Development often has its own
Agile Development tool

Manual “hand-offs” to testing
and deployment.

Significant time & effort to
achieve an understanding of the
work being done
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Business Management

Velocity
Alignment A
Visibility A ( \
A [ )
( \

Cost Financial Application Demand Resource Project Agile Test
Transparency Planning Portfolio Management Management Portfolio Development Management
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IT Financial Application Project and Portfolio Portfolio Delivery
Management Portfolio Management Management Execution

—

© 2017 ServiceNow All Rights Reserved



End-to-End Change and Governance Framework

Strategic Objectlves / Initiatives

By Business Case

Detalled Project

] Lessons Learned

. ' ] PIannlng
Il Cost/Benefit Analysis 80 Agile Development [ Benefit Realization
“=. Key Milestone Plan Testing

,

@)

.

» Ef G

228 Resource Plan
@ Requirements

'w Solution Design

7 Release Mgmt.
€d Defect Analysis
,E,:I Deployment

‘3 Status Reporting

Enhancements / Small Changes

“Did we invest in
the right change?”

“Did we execute the
change right?”

“Have the expected
goals & targets
been achieved ?”

Single System of Engagement
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Functional Areas

Project & Project

Ideation Demand Program Resource Financials

QT &% S8 8

2 121 1 2 1

Employee Demand Project Resource Financial
Manager Manager Manager Analyst

© 2017 ServiceNow All Rights Reserved 10

SDLC
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Product
Owner

Test

08

A

Business
Users

Portfolios &
Release Reporting
-]
= 4
Release PMO
Manager
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Ideation
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Persona Action Screenshot

Q,' PR Company Feed -

My Feed Stream

Company Feed

3 System Administrator
b -1

g

Group Feeds

E m p I oye e E m p I oye e S u b m its Hacerd Faade \C/are T;:sidsnng using Live Feed to replace #Lync for collaboration. Thoughts?

Link + Hashtags (1)

a n | d e a SO t h at a People @ Ramon Amaral Excellent idea! So much easier to use and we already use it for everything
else.

Teams Like * Reply
P ro d u Ct S b U S i n e SS C a S e C a n Hashtags S ;:::i:,: i:‘. C:e v;e:r'eog;ff?:‘l;:‘i:?; We need Live Feed for easier tagging and following.
Like - Reply « Hashtags (1)

be b u i It a n d My Favorite Feeds g’

o e

: reviewed b
Live Feed y e
M g m t - What's the best way to password-protect a spreadsheet? Using #Excel for Mac 2011.

ink + Hashtags (1)

Like + Copy )
e Mara Rineheart Go to Tools -> Protection -> Protect Workbook
My Ideas oo
y ,3] System Administrator The attached solution set is a good example.
“ &) Solution set.xisx Download

Like * Reply
&

Feed Summary

Users
$285§699

Hashtags

a Lync | 'I Excel | 'I WiFi ‘
Bl sso | B ven | B ioined
'I MacBook II Email ‘I SAP

Attachments

# | Solution set.xlsx

Links

Check out the Wiki article!

Benefits

Front Door to IT
Multiple points
of entry
Formal capture
and process for
Ideation
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Demand Management

Demand

<
D

Persona Action Screenshot Benefits

< Demand Workbench

. _ | . , ,‘ _ ) * Prioritize work
. via fact-based

B1 & Aniytics
Consultant On-boarding

BPG Consolidation

Demand Manager e ————— e decisions

Gompensation Warkben

Campansation Tool

Demand Manager

PO
anjep

prepares business j

. . 3
roaducts case. qualifies SR G I —
Vs 7 2 Applicant Tracking JobVite integratior
Employse Off-boarding

1 Consultant O Hgtics, BOBJ, Tableau

and works with S

Deman : : _ ; : ’ _ -
A Exec team to ' 4 : ‘ . ‘ ; _
Workbench
approve demand = Demlnds[Wonbewchviewln Goto | Demand [|7 B « < T e b e

7 All>State = Qualified

Demand G Portfolio Stage & Risk @ Value G siza G Requested by (@
Applicant Tracking JobVite Integration Lo Rosourese Demand Qualfied . 2s .

e e Human Resources Demand Qualified 58 6.1 4

Balance Sheet (Pian Data) Finance Demand Qualified 89 6 6 20150204

BI & Analytios, BOBJ, Tableau T Demand Qualfied 08 15 8 2015-04-09
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Project Management

Project &
Program

(=]
ooo

Persona Action Screenshot Benefits

Planning Console ¥/ =2 4 4 S5 5] oo 1Workday Integration with SAP @ &
? Name Planned duration  Assigned to oetone Q: 20‘: 2 Baselines e WO r k Fa Ste r a n d
. ) 1 Workay Integration with SAP e ] [ No Baseline Cretesaselne| g S m a rte r
1 Project Manager T & =
. 1 > Initiation ® o 99 Days 4 Hours ° Collaborate With
PrOject Manage r u Se s t h e P | a n n I n g 2 ) Release ® 4Days Arlette Honeywell 1/07/2015 |
Console and A the team for
Products templates to build 31 N - status updates
P i t t h e SC h ed u | e a n d 32 Baseline Requirements and Gaps
r0] ec 33 Present Conceptual Prototype .
usesthe | | T % e—
WO r k be nc h 34 Sign-off Gap lst, Gap Options, Concef
WO r k b e n C h t O 35 Complete all Workshops and Approval o “
, : naitpoill @ @ @ @-0— $OO 000 O .
Planning Mmanage execution 4 v DesignPhase - v @+ seemrorna | B 2
Console 41 Complete Functional Designs
42 Sign-off on the Ul
Complete Technical Designs Sl . ... ™ = gm | B0 W s e T |8 oo o
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Program Management

Project &
Program

=
o000

Persona Action Screenshot Benefits

servicenow
Program Manager v e 05 e e 130 oo n | et * Aggregate
uses the Progra m Redline reduction s the metric for the angaing effort run across the erganization to knock the fun of the development. vis i b i I ity a C ross

Resource Allocations : Hours v Budget Vs Consumed Cost: FY2015 ¥ Budget Vs Actual Cost: FY2015 ¥

Workbench as a one | o N [ o the dimensions
Program Manager stop shop to view I e 25% Corsume _ $200.000 12% TH e
e Trr— ‘ of a complex

associated Projects J
P ro d u Ct S a n d De m a n d S by ame Planned Start  Planned End Manager Budget Requested Hours Jan Feb Mar Apr May Jun Jul I n It I a t IV e/
Redline Reduction 2 Feb, 2015 20 May, 2015 Terry Prachett $1500 100 [ & oo |

r— Zggrega_te o e wee s mar x — deliverable
- imensions such as R e e verim o - e Decision supbort
Workbench delivery timelines, S e PP

resource loads, v B ot wncinliiesisialiisenmi i to help ensure
i e - investments
issues deliver on time

Pariner Porta 3 Jan 2015 21Feb, 2015 $9800

> Pariner Portal 3 Jan 2015 21Feb, 2015 Anna Navarra $9800 a n d O n b u d g et

n
=

<
|

costs, risks and

+
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Resource Management

Resource

1

Persona Action Screenshot Benefits

< || ServiceNow New Repo.. X v | () eeo {E] Alocations | Reject | Alocate | Y (@) £}
PO —— s~ oo * Real-time
visibility into
Resource V

Manager views M B E B E S resource
Resource Plan I I I l I availability and

Products inside Resource allocations

Workbench & * Optimize

R esource Plans (Resource Workbench view) “ < 1 t090f9 » »»
e so u rce a | | O C a t e S u S e rs t O % = Number = Name = Task = Name = Priority = Group resource =startdate o = Enddate = Request type =FTE = Planned hours = Allocated hou
T Ze e Ee resources across
t h e P roj e Cts an d () ReiNoootsso  WREPOS  pyuinogonios NEWREPOMS oy Database Admin 2015-1001 2016-09-30 Hours 1
) int interface

o multiple work

Resou rce O pe ra t i o n a | WO r k (O] RPLNO001531 mt}i’:::g PRJ0011292 :\ln;f:cb’:::g 2-High Database Admin 2015-10-01 2016-02-28 Hours 1,570 re u e st S Wit h
Workbench g

“What if
Analysis”

\

Resource Manager

n
=
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Project Financials

Project
Financials

Persona Action Screenshot Benefits

SerV|Ce Service Management @ System Administrator ~ (= e RN O I 4

* Visibility into

— Proje
Y < =1J

2
A
<
&

$

$
5
g
g
&
g
2
z
e

Workday Integration with SAP

. . @& Dates| Financials | Notes | Resource Cost H t | d
Financial Analyst == project planne
Schedule Project Management Schedule Qe
WO rks Wlth the — Planned start date 2015-11-0113:19:39 & Actual start date 2015-11-01 18:30:00 a nd actual Costs
Planned end date 2016-03-15 08:00:00 Actual end date

Financial Analyst Project Manager and ® Plamedduration | 96 0ays Actualduratin | Days o0 |Hoursloo (0 oo ensurlng prOJeCt

—— PMO to define the Ny -~ are delivered on
oaucts :Ep dovyn Eudietthfor e, budget.
e project and the = e
proj e Visibility into top-

Project bottoms up labor :
- . Project Tasks (7) | Sub Projects | Resource Plan (1) | Stories Cost Plans (3) Baselines (1) Time Cards (2) | Requirements | Risks (1) | Issues (1) Project Budget Cost Breakdown (3) -
Financial and non-labor costs = cosrns [ o0 e down and bottom

“ < 1/ to30f3 , ,p B

P I a n s a S t h e p roj e Ct is ? TAS;»: pmmioi(:lmﬂ A = Resource type = Startfiscal period = End fiscal period = Quantity u p b u d g et S a n d
executed G Dell Laptops Hardware Capex EY15:01 EY15:03 2,799.99 COStS to P rog ra mS'
(D  [BMServer Hardware Capex FY15:01 FY15:02 151599

Labor Labor Capex FY15:01 FY15.02 1 usD 20,000 PO rtfo | ios an d
even Services

o
3
3
Q

= Unitcost

s
G M
5

e

g |f
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SDLC

Persona

Service Owner

Products

Agile Teams

Sprint
Planning

Action

Service Owner
collects user stories
to form Project
Backlog, forms
Scrum Team, and
Plans Sprints

¢ Sprint Planning

All Project Backlog

7 stories

16 points

SDLC

Screenshot

Team HR Portal Technical Team v

HR Svc Mgmt Sprint 1

O L
20 points capacity 19 points allocated ol 1 ”

Project ] Al projects H Sprint H HR Svc Mgmt Sprint 1 - SPNT001 §
= Ba:klogm E <« « 1 w7oll b oBE = Bic)dagn E 4 « 1 weots B B
story Points @) State G Project @ Assignedto ®  Priority @ story @ Points @) Sute 5 Project G Assignedto @)  Priority &
= =4
Create HR Case Create two HRTask HR Service
Application modules and HR Service Modules - My HR Tasks N . .
5 Complata M: ant # 1 - Critical
configure the nodules Draft Management 2-High and My Group HR Tasks pee Jamemen e
based on roles Portal =
Filter HR case categories
Automatic state change LR Service based an the user HR Sarvice
from New o Work in . e 2.Hh role{managerinon- 2 Compiste  Managsmen 2-High
Progress ortal manager) Portal
Work notes and . HR Senvica i"“" s HR Service
cemmants ars mandatary Draft Management 2-High ”‘99“”“5”“_‘“‘“:2“ 3 Complete  Management 2- High
on clesing the request Portal based on US or non- Portal
HR Case Watch list and HR Service Create HR Case HR Service
Opened for Draft Management 4-Low Category table 3 Complete Management ® 1 - Critical
Ponal Ponal
Lock list fiters cn user HR Service Create 'Submit bution
specific modules Draft Management 2-High and redirect user to the HR Senvice
Portal Vst view of user's 3 Compiets  Management 3- Maderate
requests Portal

N ETS

Full Agile or Hybrid
(Waterfall/Agile)
approach
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Test Management

Persona

248

Business Users

Action

Business End Users
execute Test Cases
inside Assessment
Survey

Screenshot

Test

Benefits

Test Management Dashboard

‘Test Coverage by Component Tags

Salac

In progress.

ppppp

Daniel 2

* Team-centric
approach to test
management

© 2017 ServiceNow All Rights Reserved

service




Release Management

Release

S

p—

\

Persona Action Screenshot Benefits

¢ | Project workbenen HRsADepoyment ¥ | (1) ) | Manage Stores | | List
HRSA an;:t:;m 54% Complete . . O, oy e 18 e [ ] I n te g ra te d
__ deployment and
Release Manager -

hand over to
Release Manager plans and EE—re

operations
executes jueo s e o oo Jen | R & P
Products Py ya— |
deployment of :

| @
Drat r R from New to Wark 3 minutes age
PrOject new service Wlth HR Case Read-Only fields for @ @ T e YRR TONG g ::“Wim erogress by Eyal
Workbench clear insight into ] = . r——

p Gompiete
O p e ra t I O n S Enter description for o8 = d
STRY0000051

c - avE ¥ s Complete

HR Case Watch list and Opened @ @
for

Business
Service Map

uuuuuuu

G - -
> € > € >
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Reporting

Proj Portfolios &
Reporting

("

\ N

Persona Action Screenshot Benefits
=N * Real-time visibility and
olsl_ms ﬂk 299 _nll 1 17 Y | trends across portfolios

3.7M o hours 4

A .
FY16 Al : FY16 : Probabiliy || Priority f p J t d
S : OT projects an
I rec o r Y Name Planned Budget Priority Manager ROI % :)mlem ve:(' liaa | e | coaar )| kgt coiay 'e:“' Nj:' i <) | ot | ) [ e “:" zn:h N d e m a n d
m o n ito rs p roj e Ct ® implement Knowledge Management $164.6K $164.6K 2-High DianaTemple | 182.26 60% [eixe K
v W ServiceNow implementation and Rollout $765.9% $IM 4-Low George Tukis -100 33.51% E ] ° U n d e rsta n d d e | ive ry

P ro d u Ct S i nve St m e N tS ® ServiceNow apps North Americarollout | $268.6K $268.6K 1-Critical DannyDales 18612 | 60% e . .
@ Provide Loyalty analytics $268.9K $268.9K 2-High Renae Eldrige 140 100% e —— t I m e | I n e S a n d

Wlt h N ® HR Core Modules Brazil Rollout $2283K $228.3K 2-High Cristopher Wiget 19276 | 10% T

D h b d d > B CRM Applications $268.1K $268.1K 4-Low Jade Erlebach -100 0% agg regate COStS’
a S o a r S a n @ Workforce Planning Tool $199.4K $199.4K 1-Critical Marisa Woldridge 110 100% e ] .
SER I SOEEE resource loads, risks

ClO Roadmap —— R T = and issues
Po rtfol io @ Project Portfolio suite (PPS) Agile $415.9K O . . f | .
 Implement Sales Quoting system $184.6 $184.6€ ols s s ° tl mize vour po rt ollo
Workbench implementaton o | saoes 51 8627% 1 3:11 % P Yy P

s . " . .

® Implement Mobile analytics for Financials $288.8K $288.8€ oEeN NevESE asmeNetsZR emes VI a W at I An a yS I s
H L |

Re p (0] rt n g 8 eCommerce through Mobile $155.2€ $155.2€ Sum f budgetcoss ofprojects Sum ofactal cost of projcts Sum of resouroes alocated osts

and Analytics

pe

PMO Director

$415.9 Number of projects % of overdus projects Average % compiete of projects
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Next Steps:

Consolidate:

* All demand & projects in one place

* Establish an inventory of business
applications, services & capabilities

* Create common resource pool of all
IT resource (people, assets)

* Unify Demand Management

* Idea / Request portal

* Consistent scoring mechanism

* Centralize Project Controls e.g. RAID
* Project Status Reporting

* Executive / PMO Dashboards

© 2017 ServiceNow All Rights Reserved

Improve Decision Making
& Quality of Execution:

Establish a portfolio structure for
managing the IT business

Governance Models / Best Practice
Templates

Application Portfolio Management to
rationalize the application portfolio

Robust resource management process to
better align resources with strategy

Improve financial planning to align budget
and spend with the defined strategies

High Level Project Planning

Roll out expense and time tracking

Optimize Delivery:

* Portfolio and Financial Planning

* Cost Transparency to provide
business unit showback of IT spend

* Drive leaner execution through the

support for multiple methodologies

* Program Management

* Benefits Realization

» Skills Tracking

* Lessons Learned

* Detailed Project Planning

* Process Automation

service



Next Steps:

MODERNIZE:

Full visibility of demand
pipeline and in-flight work

A

Faster, more accurate
reporting

* Reduced administration

v Less time in meetings / status
chasing

© 2017 ServiceNow All Rights Reserved

TRANSFORM:

0
(\
()
0
2

Betterinvestment decisions

Improved speed and
consistency of delivery

Increased resource utilization

Greater financial transparency

Reduced delays / budget
overruns

22

INNOVATE:

€ Do Do I 2D

Increased ROI & Speed to
Market

Greater visibility of value
delivered & goals achieved

Faster ability to adapt to
change

Enhanced levels of
productivity

Continuous improvement /
Repeatable success

Reduced costs through
managing Agile & Waterfall in
one solution

service




Key Takeaways

1.

Whilst all organizations have a change and governance process model, most still
lack an end-to-end solution framework to effectively drive and govern it.

Fragmented “islands of change” solution landscapes lead to process
inefficiencies, strategic misalignment, and a poorer return on investment.

Being able to shift more investment toward change-the-business mandates
greater transparency on how IT operates and allocates its spend.

Significant benefits in terms of cost savings, resource productivity and speed to
market are realized through managing the end-to-end change and governance
framework using a single platform.

Adopting an iterative rollout approach, and not Big Bang, will deliver results
faster.
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DOWNLOAD
Creating a PMO Blueprint with ServiceNow PPM
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