
Role with IT

Getting the right people in the 

right places



• Designs ITSM solutions for major TEKsystems clients

• Six years of experience providing ITIL® and process design training and 
guidance to Fortune 500 companies and government agencies

• itSMF USA member for more than 12 years, serving as a local interest 
group president, national conference track chair, program chair, 
conference chair and events chair

• Internal consultant and trainer for service management processes at State 
Farm for nine years 

• Adjunct instructor of history at Heartland Community College in 
Bloomington, Illinois

Michael Cardinal –
ITSM Solution Architect for 

TEKsystems Global Services®



Meet TEKsystems

Our Services 

Include:

IT Staffing 

Solutions

IT Talent 

Management 

Expertise 

IT Services

• $3.6 billion in annual revenue 

• Privately held company within Allegis Group, 

a $10.5 billion enterprise

• 6,000+ clients, including 82% of the Fortune 500

• Over 100 locations throughout North America, 

Europe and Asia 

• 4,000 full time employees

• Over 80,000 IT consultants deployed annually 

• Ranked by Staffing Industry Analyst as #1 since 

2000

• Global delivery network provides five solution 

centers with access to IT professionals worldwide Q
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Our Services

IT Staffing Solutions
Provisions of great IT 

professionals

IT Services
Provisions of great 

outcomes

Talent Management 

Expertise
Optimizing how 

outcomes are achieved 

through people

Achieve

Client Goals

Unique 

Value

TEKsystems specializes in getting IT done: deploying the right people, 

the right way to achieve business targets.



TEKsystems Global Services®

Practice Areas

Application Development and Management

Agile
Transformation

Application
Development

Application 
Management

QA and 
Testing

Oracle 
Enterprise 

Applications Analytics

APPLICATION SERVICES

INFRASTRUCTURE SERVICES

IT Service 
Management

Information 
Security

Network and Data 
Center Services

Support
Services

Deployment

TRAINING AND EDUCATION SERVICES

IT and Business 
Training

Custom Developed 
Training

Managed 
Solutions



Agenda

• Roles and Titles

• Talents and Skills

• Authority and Ownership

• SFIA



Everything I Know I 

Learned in Kindergarten—
Robert Fulghum

Share everything. Play fair. Don't hit people. Put things back where you found
them. Clean up your own mess. Don't take things that aren't yours. Say you're sorry
when you hurt somebody. Wash your hands before you eat. Flush. Warm cookies and
cold milk are good for you. Live a balanced life - learn some and think some and draw
and paint and sing and dance and play and work every day some. Take a nap every
afternoon. When you go out into the world, watch out for traffic, hold hands, and stick
together…And then remember the Dick-and-Jane books and the first word you learned
- the biggest word of all - LOOK

When it comes to roles: go back to the basics and keep it simple



ROLES AND TITLES



Roles and Titles

A role (aka job function) is a set of responsibilities, activities and 
authorities granted to a person or team. A role is defined in a process 
or function. One person or team may have multiple roles – for example, 
the roles of configuration manager and change manager may be 
carried out by a single person.
-ITIL© V2011 SS 

A job title is essentially the name of a position within an organization 
filled by an employee. Job function (aka role) is the routine set of tasks 
or activities undertaken by a person in that position.

Title

Role
Role

Role
Role

Role
Role



Roles and Titles

Roles are:

• Defined by the 

responsibilities performed

• Associated to a process

• Filled by individuals with 

appropriate talents and 

skills

• Performed by different 

resources at different 

times

Roles are not:

• The same as job titles

• Independent of the 

process they perform

• Performed by only one 

named individual

• Performed in an ad hoc 

or “on-the-fly” manner

Availability is NOT a skillset



TALENTS AND SKILLS



First, Break All the Rules

-Marcus Buckingham

• TALENTS VS SKILLS

– Talents are inherent

– Skills are learned

• Talent types

– Striving: Explains the 
WHY of a person

– Thinking: Explains the 
HOW of a person

– Relating: Explains the 
WHO of a person “Talents are rare and special”

-Marcus Buckingham



Revolutionary Insight

• “People do not change that much”

• “Do not waste time trying to put in what was 
left out”

• “Try to draw out what was left in…That is hard 
enough”

“People are not broken, do not try to ‘fix’ them”
-Marcus Buckingham



Multiple Intelligences

-Howard Gardner

• Verbal-Linguistic
• Logical -Mathematical
• Musical
• Visual-Spatial
• Bodily-Kinesthetic
• Interpersonal
• Intrapersonal
• Naturalist
• Existential

“An intelligence is the ability to solve 
problems, or to create products, that are 

valued within one or more cultural settings”
-Howard Gardner



PERSONALITY

•How you 
respond to pace 
and change

•How you 
respond to rules 
and procedures

•How you 
influence and 
trust others

•How you 
respond to 
problems and 
challenges

Dominance Influence

SteadinessConscientious



AUTHORITY AND OWNERSHIP



Authority

Decision Making

• Accountable-Must be 
involved

• Responsible-Should
be involved

• Consulted-Could be 
involved

• Informed-Might be 
involved

Accountability: Having ownership without having actual control over 
an output or outcome

Accountable

(Owner)

Responsible 
(Doer)

Consulted (Expert)

Informed (Stakeholder)



ARCI Tables

Service Desk Backend Functions (Tech, Apps, Ops) Suppliers Users

Identify A,R,C,I R,C,I R,C,I R,C,I

Log A,R,C,I I I C,I

Categorize A,R,C,I C,I

Prioritize A,R,C,I C,I

Initial Diagnosis A,R,C,I C,I C,I I

Escalation A,R,C,I R,C ,I I I

Further Diagnosis A,R,C,I R,C,I R,C,I I

Resolution A,R,C,I R,C,I R,C,I I

Recovery A,R,C,I R,C,I R,C,I I

Closure A,R,C,I C,I C,I C,I

Ownership A,R,C,I C,I C,I I

Monitoring A,R,C,I C,I C,I I

Tracking A,R,C,I C,I C,I I

Communication A,R,C,I I

You must have the process designed, in order to determine the 
roles, in order to assign authority, in order to assign a resource



SKILLS FRAMEWORK FOR 

THE INFORMATION AGE (SFIA)



SFIA

The Skills Framework for the Information Age (SFIA) is 
a model for describing and managing competencies 
for ICT professionals for the 21st century, and is 
intended to help match the skills of the workforce to the 
needs of the business. It maps out the range of skills as 
a two-dimensional table, by tagging each skill with a 
category and responsibility level. –Wikipedia

Website:  http://www.sfia-online.org/en

http://www.sfia-online.org/en


SFIA

• Gives recognizable descriptions of the professional skills 
needed by people working in IT

• Contains a set of consistent levels of attainment

• Clearly distinguishes professional skills from technical 
knowledge

• Integrates flexibly with an organization's existing ways of 
working 

• Is available free of charge from The SFIA Foundation – a non-
profit organization

• Is maintained and updated by a process of open consultation 
– by the IT industry, for the IT industry



Skill Description



Skills Management 

Cycle



Solution Development 

Skills



Service Management 

Skills



Questions?



Thank You

Tom Bondi

Practice Director

tbondi@TEKsystems.com

630-452-3079M

Michael Cardinal

Solution Architect

mcardina@TEKsystems.com

309-557-1553

309-830-8073
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http://www.linkedin.com/company/teksystems
http://www.linkedin.com/company/teksystems
https://www.facebook.com/teksystems
https://www.facebook.com/teksystems
http://twitter.com/TEKsystems
http://twitter.com/TEKsystems
https://plus.google.com/u/0/116999052537809724996/posts#116999052537809724996/posts
https://plus.google.com/u/0/116999052537809724996/posts#116999052537809724996/posts


Thank You!


