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1. IT Service Management

Brigitte enters an alpine hotel in a middle-sized town in Switzerland.
She is on a short business trip and needs to stay over for the next two
nights. She has just got out of the taxi and approaches the hotel re-
ception to ask for a service from the hotel: Accommodation.

Brigitte is going to inspect the production of a pharmaceutical compa-
ny tomorrow and the accommodation enables her to start work very
early in the morning and it reduces the geographical constraints put
on her by living in Denmark.

Brigitte gets a room that satisfies her need to stay two nights in the
Alps without having to undertake the cost and risk of owning her own
apartment in Switzerland.

What is a To understand what Service Management is, we need to understanslevhat
service? mean byservices, and how Service Management can help Service Providers
deliver and manage these services.

The outcomes thatustomers want to achieve are the reason whyahblkeyor a
specificservice. The value of the service to the customer is directly depende
how wellthe service facilitates these outcomes.

If you buy an apartment, the ownership of the specific coglgiaks are tragt
ferred to you as part of the trade. But if you stay at a hotel, the ownership of
specific costs and risks remains with the Service Provider. The same is the «
you take a taxi instead of buying a car.

So by definition, a servicis a means of delivering value to customers by ifacil
tating the outcomes customers want to achieve without the ownership of spe
costs and risks.

What is Se  r- Service Management then is what enables a Service Provipienvidethese
vice Ma n- services. lis a set of specialized organizational capabilities for providing valu
agement? to customers in the form of services

These capabilities include the management practices, processes, functions,
knowledge and skills that a Service Provider ueadeliver services that create
value to the customers consumers

YITIL® is a Registered Trade Mark of the Office of Government Commerce in the United Kingdom
and other countries
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Resources To create value in the form of goods and services an organizationgereite
and capabil i- assetsn the form ofresourcesndcapabilities Resources are direct inpus
ties production while capabilities are used to transform resources into valuable s

vices.A key difference between resous@nd capabilities is that, typically,
uniquecapabilities onlyemergeover time.

Management FinancialCapital
Organization Infrastructure
Processes Applications
Knowledge Information
People People

Table 1:Examples o$ervice assets in the form of resources and capabilities
Based on OGC ITIL® material.

Brigitte takes a quick walk around the hotel. | t 6 s good &-0
spite its small size, the hotel possesses quite a lot of resources.
These include a well-equipped and cozy dining room, a wine cellar,
staff members, toilets, information brochures and a car park.

However, Br i gi tihngehattchase edourdeswopld be of i
no use if it were not for capabilities such as the attitude, skills, know-
ledge and experience of the staff, their way of organizing the hotel,
and a number of well-practiced processes which cannot be taken for
granted.

Without the capabilities, a service organization is merely a bundle of useless
resources. However, Service Management is more than just a set of capabil
is also a professiongkactice supported by an extensive body of knowledge,
experience and skills. A global community of individuals and organizati@as fi
ters its growth and maturity.

2. Service value

Preferences, The value of a service is determined by what the customer prefers (preferen
perceptions what the customer perceives (perceptions), and what the customer actually
and outcome (business outcome).

Brigitteds eye catches the infor

on the table in her room. It contains a number of services such as a
wake-up call, parking, laundry service, dining and childcare as well as
descriptive attributes of the services such as the number of television
channels, cleaning standards and breakfast times.

Brigitte finds most of the servi
need the childcare service on this occasion. But to Brigitte the servic-
es are only part of what she appreciates as a hotel guest. For her it is
as important that the hotel is situated close to her temporary
workplace, that the staff is kind and helpful, that her balcony has a
beautiful view over the Alps and that the hotel respects her preference
for vegetarian food.
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Customers value a service when they see a clear relationship between the <
and business value. From the custo
service isa symbiosiof two elements:

1 Service utility Service utility isthe functionality offered by a service
from the customer ds perspectiyv

1 Service warrantyService warranty is the assurance that a service wil
meet its agreed requirementis assurance may be in the form of an
agreement such as a Service Level Agreg¢roenontract

It is the first time Brigitte is confronted with the concept of utility and
warranty. But when she thinks about it, it makes perfectly sense.

She looks around. The bed, table and bathroom are good examples
of utility in that they fulfill her need for sleep, the ability to work in her
room and to have a bath before she leaves in the morning.

But to create value, the room must be available on the night she

needs it, there must be internet bandwidth enough for her to prepare
forthenextday és wor k, and she must fe
conditions are examples of warranty.

3. Service composition

The composition of aIT service and its constituent parts can be illustrasid
figurel.

Business Service

Business Business Business
Process Process Process

IT Service

Utility
Name, description, purpose, { ‘H
Impact, contacts

Warranty
Service levels, targets, service hours,
assurance, responsibilities
AY

Assets/resources
Systems, assets, {
components

Assets/capabilities
Processes, supporting targets

Vi

Assets/capabilities
Resources, people, skills,
suppliers

e
\_\_\_\—\—.

Z /H I AN
1
1

Figure 1: IT service compositiorBased on OGC T material

All the components of the service and their irelationships have to be cans
dered, ensuring that the service delivemegbs the business needblowever,
capabilities such as people gmbcesseare often the mogtindamentatompo-
nents although often the most undervalued.
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A service like accommodation, which at a first glance looks very sim-
ple, might be much more complicated behind the scene. The hotel
needs to know Br i gi tstStaf meedddcataogue e
the services of the hotel to help Brigitte select the right service for her
needs; they need to sign an agreement with Brigitte, to establish and
maintain the appropriate infrastructure of the hotel, to secure and
operate the environment, and to gather and maintain data not only
about Brigitte but also on all other aspects of the service like money,
food, facilities and so on.

The hotel needs to provide an internet application, and to acquire
supporting services such as wireless access, laundry, newspapers
and so on.

The hotel also needs to set up agreements internally with its staff and
externally with its suppliers to clarify responsibilities and levels of
quality and continually train and measure all parties to ensure a high
and consistent quality.

4. Good practice

But how does an organizatialevelopthe needed capabilities to be a competiti
anddistinctiveservice provider?

One way might be to seek help in we#ltablished good practidgy good pra-
ticeis mear proven activities or processes that have been successfully used
multiple organizations.

There are several sources for good practices, including public frameworks, ¢
dards and the proprietary knowleddeooganizations and individuals.

ITIL is an example of good practice. It is used by organizations worldwide to
establish and improvd Service Managemerfpabilities.

ISO/IEC 20000 provides a formal and universal standard for organizatidas s
ing to have their Service Management capabildigdited and certified.

The remaining of this paper will focus on ITIL and ISO/IEC 20008asces for
developing T Service Management capabilities.

5. ITIL

ITIL® (formerly known as the Information Technology Infrastructure Library)
a bestpractice for IT Service Management, which is used by ntlaoysand®f
organizations around the world. A whole ITIL philosophy has grown up arou
the guidance contained withthe ITIL books and the supportingalification
scheme.

ITIL emerged from 1986, when the British government determined that spen
on IT in government was too high and that a sejoafd practice for IT Service
Managementvere needed

The CentralComputer and &lecommunications Agency (CCTMastherefore
tasked with developing a framework for efficient and financially responsible |
of IT resources within the British government and the private sector.

Thefirst version of ITIL was launched in 198nd consisted of more than 40

a CFN People, Linde allé 1, DR600 GlostrupTlIf.: +45 40 19 41 45 #Mail: info@cfnpeople.com



CFN = PEOPLE

books and was originally called Government Information Technology Infrast
ture Management Method (GITIMM).

Even though the books were written®WK government agernycand initially
were targeted ajovernment environmesitthe breakthrough came in the early
1990's when a number of Dutch comanadopted and adapted the ITIL
processes with great success.

CCTA laterrealized that the original booksostly supportedhe functionof

very centralized environmestin 1999 tle CCTA and the independent forum fc
IT Service Management professionals, the IT Service Management Forum
(itSMF), started worig on the second version of ITIL. Using the knowledge ¢
many IT Service Managers and consultants, the second version focusedmmc
the processesf a distributed environment.

The library changed from the individual sets with mudtibooks, to a set of ten
books of whichService SuppoindService Delivengoon became the most wel
known

In year 2000, The CCTA merged into téfice of Governnent Commerce
(OGC) and the ITIlogo and naméave since beemademarked bthe OGC.

From the UK and Netherlands, IThecame, by far, the most widely used IT
Service Managemegbod practiceapproach in the world.

In 2005 the itSMF an@®GC started working on the third version of ITIL. ITIL
Version 3 was launched in 2007 as a service lifeeyaked practice incorpdra
ing five lifecycle titles forming the core of the ITftamework

5.1. Service lifecycle

The structure of the core guidance takes formsereaicelifecycle The service
lifecycle is described in a set of five core publicasidGGervice DesigrnService
TransitionandService Operatiomre progressive stages of the lifecycle and
represent change and transformati®ervice Strategsepresents objectivesd
direction Continual Service Improvemempresents learning and improvement

>~

Service
Transition

Servi Continual
Service Ster\tnce Service
Design rategy Improvement

Service
Operation

Figure 2: The service lifecyclé® Crown copyrigh2007

Page5 of 35 a CFN People, Linde allé 1, BR600 GlostrupTIf.: +45 40 19 41 45 Bail: info@cfnpeople.com



Page6 of 35

CFN PEOPLE

Last time Brigitte stayed at the hotel, she had a conversation with the
hotel manager. He happily told her the history of the hotel. It all began
10 years ago, when a number of industries moved to the area. A local
family saw the opportunitesfora o6-breldr eakf ast 6 s e
soon the need for a hotel arose.

The family used some time to develop their strategy, including identi-
fying the market requirements, defining what services they would
deliver, creating a business case, raising funding, analyzing the risks,
getting building approval and so on.

When the strategy was clearly defined and the services described, the
actual design of the hotel and its services began. This phase involved
architects, designers, planners and so on.

After a year the family was ready for transition from the bed-and-
breakfast facilities to the new hotel. The hotel was built, inspectors
tested that the hotel fulfilled the acceptance criteria and legal regula-
tions, personnel was hired and trained and the hotel opened.

Since then the hotel has been kept operational i through mainten-
ance (plumbers, electricians etc.) and operational services such as
garbage collection, cleaning of laundry and a number of other servic-
es.

From the very beginning the hotel continually prioritized to improve its
services. Small operational changes have frequently been imple-
mented, training programs have been improved year after year, and
new services like wireless access have been introduced to fulfill the
changing requirements of the guests.

Recently the hotel decided to change the strategy to become more
than just a hotel; in the future it will house a conference centre.

Through the conversation Brigitte realized that it is impossible to talk
about the service lifecycle. In reality there are many intertwined ser-
vice lifecycles with different extents and cycle frequencies.

5.1.1 Service Strategy

The Service Strategyolume provides guidance on how to design, develop an
implementService Managememnit only as an organizational capability but as
strategic asset.

Topics covered ithe Service Strateghookinclude the development of market:
internal and externalervice provisionservice assets, servipertfolio and m-
plementation of strategy through téetireservice lifecycle. Financial manag
ment, service portfolio managemeatganizational development and strategic
risks are other major topics.

5.1. 2 Service Design

The Service Desigwolume provides guidance for the design and developmer
services anéervice Managememptrocesses. It guides organizations on how tc
develop design capabilities f&ervice Managemenit covers design principles
and methods for converting strategic objectives into portfolios of services an
service assets.
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The majorService Desigmctivities include:

Collect requirements

Analyze requirements, document and agree
Design service solution

Evaluate alternative solutions

Acquirethe preferred solution

=a =4 -4 -8 -9

5.1.3 Service Transition

The Service Transitiowolume provides guidance for the development amd i
provement of capabilities for transitioning new and changed services into livi
service operation.

The Service Transitiothook provides guidance on how the requirementSef
vice Strategyencoded irService Desigrare effectively realized iBervice -
eration while controlling the risks of failure and disruption. The publicatiom-€o
bines practices in release management, program management and ris&-mat
ment and places them in the practical conteX@arfice Management

Typically activities involved are:

Planning

Build and test

Service testing and pilots

Perform transfer, deployment and retirement
Review and close

=a =4 =8 -8 =9

5.1. 4 Service Operation

The Service Operatiomolumeembodies practices in the managenadrnihe day
to-day operation of serviceService Operatioo an be vi ewed ¢
IT.

The purpose dtfhe Service Operatiophases to coordinate and carry out the
activities and processes required to deliver and manage services at agreed
to busiress users and customers. The biockudes guidance on achieving effe
tiveness and efficiency in the delivery and support of services to ensure valt
the customer and the service provider.

5.1. 5 Continual Service Improvement

The Continud Service Improvementolume provides guidance in creating and
maintaining value for customers through better design, introduction, ana ope
tion of services. It combines principles, practices, and methods from quatity
agement, change management, eayghbility improvement. Organizations learr
to realize incremental and largeale improvements in service quality, openratic
al efficiency, and business continuity.

Guidance is provided for linking improvement efforts and outcomes with sen
strategy, dsign, and transition. A closddop feedback system, basedWfilliam
Edwar d DRarmDorCgetksact (PDCA)cycle is establisheds a vehicle
for improvement

5. 2. Service capabilities
ITIL gives guidance on how to adopt and adggdd practiceto establish cagp
bilities and resources such as:

I Organization
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Processes

Knowledge

People

Tools and technologies

=A =4 =8 =9

The following sections will give hrief introduction to each of these practice
areasaccording to ITIL.

5.2.1 Organization

ITIL does not prescribe how a service organization should look like. Instead
provides a number of Oroles{elg.cdwnerg, magh o
ers and analystsfiinctions(e.g.Service Deskandforums(e.g. change advisory
board).

The key to effective Service Management is ensuring that clear acoititynta
and responsibility islefined to carry out the practices role is defined as set

of responsibilities, activities and authorities granted teragn or teamA role is
often tied to a job description or work group description but does not necess
need to be filled by one individual.

ITIL defines more than 50 roles of which the service owner and process owr
roles are the most important.

Thesize of an organization, how it is structured, the existence of external pa
and other factors will influence how roles aefined andassignedA particular
role may beassigned t@ single individual or shared between two or mbrg,
what is morémportantis the consistency of accountability and execution, alol
with the interaction with other roles in the organization.

One person or team may have multiple rokes example the roles of Conficaw
tion Manager and Change Manager may be carrief\otliite sameperson.

One person can have more than one role, for example a waiter can
work as a dishwasher when the guests have left the restaurant. A
small hotel might have just one employee undertaking the two roles,
whereas a large hotel is more likely to assign only one role to each
employee as a general principle.

Functionsare units of organizations specialized to perform certain types of w
and responsible for specific outcomes. They arecseifained with capabilities
and resources necess#oy their performance and outcomes. Functions have 1
own body of knowledgewhich accumulates from experience. They provide
structure and stability to organizations.

Functions tend to optimize their work methods locally to focus on assigmed ¢
comes. Poor coordination between functions combined with an inward focus
leads tdfunctional silos that hinder crossganizational cooperation.

Brigitte sits herself down at the desk in order to go over a few things
before the meeting next day, only to realize that the bulb in the lamp
on the table has failed. Brigitte callstherece pt i on . I t é-s
cause the reception acts as a single point of contact to the other func-
tions at the hotel. Soon a staff member from the facilities function
knocks on her door to exchange the bulb.
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ITIL describedunctions such a operations managemenéchnical manag-
ment application managememindprobablymost important t&erviceManagg-
ment theService Desk

The Service Desls the primary point of contact for users when there is a sen
disruption, for service requests or even for some categoriesjoést fochange.
The Service Deslprovides a single point of contact for all users. A gBedvice
Deskcan compensate fehortags elsswhere in the IT organization, whereas
ineffectiveService Deskan give a poor impression of an otherwise veryceffe
tive IT organizationTo enable them to perform these actions effectively the
Service Deslks usually separate from theher functions.

5.2. 2 Processes

Processes are particularly important frorService Managemenpeerspective.
Theyrepresent he organi zationds cumul at i\
are strategic assets when thpggvidecompetitive advantage and market differe
tiation.

Brigitte has been at the hotel on a number of occasions, so she re-
cognizes the various processes. The hotel has processes for booking,
check-in, cleaning, fulfilling reasonable needs of the guests, manag-
ing errors and complaints, ensuring adequate capacity, managing
finances, issuing invoices, cooking, dealing with changes or new de-
mands, maintaining buildings and equipment, and check-out.

A Process is a structured set of activities designed to accomplish a specific
tive. A process:

Takes one or more inputs and turns them into defined outputs.
Includes all of the roles, responsibilities, tools anshaggment controls
required to reliably deliver the outputs.

1 May define or revise policies, standards, guidelines, activities, proce
procedures, and work instructions if they are needed.

f
f

Process definitions describe actions, dependencieseapuence. By defining
what the organizationds activitites
puts will result from the process, it is possible to work in a more efficient and
effective manner. Measuring and steering the activities increaseff¢gisve-
ness. Finally, by adding norms to the process, it is possible to add qualgy m
ures to the output.

Each of the five core publications in ITIL contag@od practice for a number of
processes. In total, ITIL covers 27 processes:

The Service Strateggublicaion covers:

Strategy Generation

The process is responsible for managing the Service Strategy. The process
activities for defining the market, developing the offerings, developing strate:
assets and prepag for execution.

Service Portfolio Management
The process is responsible for managing the service portfolio. Service Portfc
Management considers services in terms of the business value that they prc
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Demand Management

The processs responsibléor understanihg and influencingustomer demand
for services and provision ofpacity to meet these demandta strategic level
Demand Management can involve analysis of patterns of business activity a
user profiles. At a tactical level it can invel definition and use of differentiated
offerings.

Financial Management
Theprocesss responsible for managing an IT service provider's budgetig, a
counting and charging requirements.

Risk Management
The process is responsible for identifying, assesamtgcontrolling risks.

The Service Desigpublicationcovers

Service Catalogue Management

The processs responsible for producing and maintainthg Service Catalogue,
ensuring that a central, accurate and consistent source of data is providet,
ing the status of all operational services, together with appropriate details of
service.

Service Level Management

The process is responsiliter negotiating Service Level Agreements, and enst
ing that these are met. Service Level Managemmerst ensur¢hat all IT Service
Managemenprocesses, operational level agreements, and underpinmng co
tracts, araligned withthe agreed service levelggts. Service Level Manag
ment monitors and reports on service levels, and holds regular customer re\

Availability Management

The process is responsible for defining, analyzing, planning, measuringand
proving all aspects of the availability of Bervices. Availability Management
must ensuré¢hat all IT infrastructure, processes, tools, rolesare appropriate
for the agreedvailability service level targets.

Information Security Management

The processs responsible for ensurirthe confidentlity, integrity and availalbi
ity of an organization's assets, information, data and IT services. Informatior
Security Management usually forms part of an organizational approach tb s¢
ty management which has a wider scope than the IT service proaidien-
cludes handling of paper, building access, phone calls etc., for the entire arc
tion.

Supplier Management

The process is responsible for ensuring that all contracts with suppliers supj
the needs of the business, and that all suppliers neiettntractual comn
ments.

Capacity Management

The process is responsible for ensuring that the capacity of IT services and
infrastructure is able to deliver agreed service level targets in a cost effective
timely manner. Capacity Managemeohsiders all resources required to delive
the IT service, and plans for short, medium and long term business requiren

IT Service Continuity Management

The process is responsible for managing risks that could seriously impact IT
services. IT Servic€ontinuity Management ensures that the IT service provic
can always provide minimum agreed service levels, by reducing the risk to &
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it's inte

acceptable level and planning for the recovery of IT services. IT Service Gor
ity Managemenshould be designed togport Business Continuity &hagement.

The Service Transitiopublicationcovers

Transition Planning and Support
The process is responsible for planning all service transition processes and
dinating the resources that they require.

Change Management

The process is responsible for controlling the lifecycle of all changes. Tha-pr
ry objective of Change Management is to enable beneficial changes to be
with minimum disruption to IT seiges.

Request a Record the
change change request
Review change

Assess the
change

Authorize
change

Plan updates

Coordinate
implementation

Review and
close change

Figure 3: Example of process activities for the Change Management process
Based on OGC ITft material

Service Asset and ConfiguratiManagement

The process is responsible for maintaining information about service assets
configuration items required to deliver an IT service, including their relations
In addition the process is responsible for tracking and reporting the value an
ownershipof the service assets. This information is managed throughout the
lifecycle of the service assets.

Release and Deployment Management

The process is responsible for planning, scheduling and controlling the mow
of releases to test and lieavironmens$. The primary objective of Release and
Deployment Management is to ensure that the integrity of the live environme
protected and that the correct components are released.

Service Validation and Testing

The process is responsible for validation &xting of a new or changed ITrse
vice. Service Validation and Testing ensures that the IT service matches its
sign specification and will meet the needs of the business.

Evaluation

The process is responsible for assessing a new or changed IT seericer®
that risks have been managed and to help determine whether to proceed wi
change. Evaluation is also used to mean comparing an actual outcome with
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intended outcome, or comparing one alternative with another.

Service Knowledge Management

Theprocess is responsible for gathering, analyzing, storing and sharing kno
ledge and information within an organization. The primary purpose ofvKno
ledge Management is to improve efficiency by reducing the need to redisco\
knowledge.

The Service Operatiopublicationcovers

Event Management

The processs responsible for monitoringll events that occur through the IT
infrastructure to allow for normal operation and also to detect and escalape €
tion conditions.

RequeskEulfillment
The process is responsible for managingtomer or user requests.

On one of her recent trips, Brigitte one night came back to her room to
sleep. While brushing her teeth she noticed that the showerhead had
fallen to the ground and was broken.

After finishing her tooth brushing she dialed the reception. The folder

next to the telephone guided her
need any kind of assistance or want to report an incident, please call

the reception by idnistaskedmuestiand suchhs e
6What is your problem?d6, 6ls the
use it anyway?6, O6ls it imporrtan
row?6 and O6When do you plan to t

Brigitte didnbothatmereni utskehadwodake aa t
bath in the morning before going back to the factory at 8 a.m. The
receptionist was unable to find someone who could fix the shower

before 6 a.m. so he tried to ide
want to have another room (facing the street so it is a bit noisier) or
have a key to the pool area and

Incident Management
The process is responsible fesstoring the service to users as quickly as poss
in case of an Incident

Problem Management

The process is responsible for analyziogt-caussto determine and resolve the
cause of events and inciderasd forproactivéy detecing and preverihg future
problems/incidents.

Access Management

Theprocesss responsible fogranting authorized users the right to use a servi
while restricting acess to nofauthorized users. It is based on being able-acc
rately to identify authorized users and then manage their ability to access se
as required during different stages of their human resources (HR) or contrac
lifecycle. Access Managemeistalso called Identity or Rights Management in
some organizations.
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The ContinualService Improvemempiublication covers:

The 7Step Improvement Process

The process is responsible for identifying and implemeritidiyidual activities
to improve IT service quality and improve the efficiency and effectiveness of
enabling IT Service Management processes

Service Measurement
The process is responsible for measuringterehnd services.

Service Reporting

The process isesponsible for producing and delivering reports of achievemel
and trends against service levels. Service Reporting should agree the forma
content and frequency of reports with customers.

An overview of the ITIL processes and activities can be fouidinT | LE
The bi g,aposterthat casa lde downloaded for fsae
www.cfnpeople.com

5.2. 3 Knowledge

The purpose ofervice knowledges to ensure that the right information isidel
vered to theight person at the right time to enable informed decsi&mong
the service knowledge souradsscribed by ITILare:

The Service Knowledge Management System (SK$f&®Xifically within IT
Service Managemenknowledge maagement will be focused within the Servic
Knowledge Management System (SKMS). Underpinning this knowledge will
a considerable quantity of data, which will be held in a central logical reposit
or Configuration Management System (CMS). However, ofehd Service
Knowledge Management System is a broader concept that covers a much v
base of knowledge, for example:

1  The experience of staff

1 Records of peripheral matters, e.g. weather, user numbers and beh.
organi zationbés performance fig

f Suppl ersdé and partnersd requiren

1 Typical and anticipated user skill levels.

Brigitte sits at her balcony enjoying the beautiful sunset over the
mountains. It reminds her of the first time she stayed in this suite. She
was asked to visit the factory with short notice, and she hoped that
the hotel still had rooms available when she called the hotel. The re-
ceptionist could see from the registry that Brigitte frequently stayed at
the hotel and that all the rooms of her choice were booked, so he
offered her a discount. At the same time he made a reservation in the
restaurant for her on the first night. She ended up with the suite, and
since then she has always ordered it if available.

The Service PortfolioThe Service Portfolio ishe complete set of services that
are managed by a service provider. The Service Portfolio is used to manage
entire lifecycle of all services artdsupports managemeaot investments in all
services.

The Service Portfolio represents the commitmentsiarestments made by a
service provider across all customers and market spaces. It represents pres
contractual commitments, new service development, and ongoing senvice i
provement programs initiated by Continual Service Improvement. The portfc
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alsoincludes thirdparty services which are integral part of service offerings tc
customers. Some thingarty services are visible to the customers while others
not.

The portfolio management approach helps managers pridritizetmentsnd
optimizethe dlocation ofresources

The hotel maintains a registry of services that helps the management
of the hotel to answer questions such as:

I What value does an overnight stay at our hotel provide to the
guests compared to comparative hotels?

1 Which supporting services, resources and capabilities are
needed to provide our conference service?

I What risks are associated with our dining services?

It is vitally important for the manager that this registry provides the
information needed to make the right decisions on the optimal use of
the available resources and capabilities.

Service Catalogue A Service Catalogue is athbase oa number obtructured
documend with information about all live IT services, including those availabl
for deployment. The Service Catalogaeethe only part of the Service Portfolic
published to customers, atitey areused to support the sale and delivery of IT
services. The Servidgatalogusincludeinformation about deliverables, prices,
contact points, ordering and request processes.

Service Knowledge Management System

Service Portfolio

Service Status

Service
Pipeline

Requirements
Defined
Analyzed
Approved
Chartered
Designed
Developed
Built
Tested
Released
Operational

Retired

Figure 4: Relationship between the Service Portfolio and the Service Catalog
© Crown copyright 2007

Customer viewable
section of the
Service Portfolio

Service Levehgreemert (SLAs)Service Level Agreements argraemerg
between an IT service provider and a custoreBervice Level Agreemenied
scribes the IT service, documents service level targets, and specifies theires
bilities of the IT service provider arile customer. A single Service Level
Agreement may cover multiple IT services or multiple customers.
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Brigitte remembers from her conversations with the receptionist that
the hotel enters service level agreements with returning customers
such as travel agencies. The agreements state the agreed service
levels of a stay at the hotel specific to that customer.

Operational Level Agreement®LAs). Operational LeveAgreementareunde-
pinning agreementbetween a service provider and another part of the same
ganization that assists with the provision of services.

Underpinning Contract§UCs). Underpinning Contracts ategally binding
agreemens between a service provider and a third party, called the supplier.
third party provides goods or services that support delivery of an IT service t
customer. Underpinning Contraadefinetargets and responsibilities that are
required to meedigreed service level targets in Service Level Agreesnent

The Configuration Management Syst¢@MS).The Configuration Management
System is &et of tools and databases that aseduto manage an IT servicepr
vider'sconfiguration data. The Configuration Management System also cont:
data about employees, suppliers, locations, business units, customers aad L
well as the relationships between these compon&hts Configuration Manag
ment System includes todisr collecting, storing, managing, updating, and-pr
senting data about all configuration items and their relationships.

The hotel maintains a database containing data of all relevant equip-
ment, people, suppliers and processes that are used to provide the
services. The staff is supposed to register specific assets such as
rooms, beds and restaurant tables and the service impact of these
items in the database every time they make a change to an item.

During the years the hotel has gained much experience in which data
such as equipment, people, suppliers and processes it is important to
register and maintain.

This information enables the hotel to manage the provided services
and analyze the impact of faults or changes to underpinning items.

5.2. 4 People
The most important capability of an IT Service Provider is probably the abilit
attract,motivateand develop the righteople.

ITIL is primarily focusing on staffing and organizational change managemen
when it comes to this capabilitgo the reader is advised to seek inspiration in
other sources to complement the practices of ITIL

Staffing LevelsAn organization must ensure that the correct number of staff i
available at any given time to match the demand being placed upon the arg:
tion by the business.

Skill Levels An organization must decide on the level and range of skiks it r
quires of itsstaffi and then ensure that these skills are available at the apprc
ate timesRequired skills among other include:

91 Interpersonal skills
1 Business awareness
i Serviceawareness
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Technical awareness
Diagnosis skills

Support tools and techniques
Processes amatocedures

=A =4 =8 =9

Training. It is vital that all staff members are adequately trained. A formad-inti
duction program should be undertaken by all new staff.

Staff Retentiont is very important that all IT Managers recognize the importa
of the staff, and givéhis special attention. Any significant loss of staff can be
disruptive and lead to inconsistency of servig® efforts should be made to
make the organization an attractive place to work.

Organizational Change Managemt.Ser vi ce Management
design, implement and operate new or changed services, making the organi
different than it was before

Most changes implicaterganizational change, ranging from moving a few sta
to work from new premises through to major alterations in the nature of busi
working, e.g. from facéo-face retail to wetbased trading.

Change is an inevitable and important part of organizatidevelopment and
growth. Without change, progress does not haplpHective leaders and maga
ers understand the change process and plan and lead accordingly.

The personnel of the hotel must see the need for the change in atti-
tude and habits when introducing a new or changed service. They
need to see the fibig pictureo of

But it is not enough to see the need and share a vision. They also
need to act. A plan for how to introduce the new service must be
crafted and maintained and the necessary resources and compe-
tences must be allocated.

There are five important ingredients of changeebkssity, vision, plan, resource
and competence. If there is no necessity established, there is lot of resistanc
the people; if there is no vision, there is cordasamong the employees; if thert
is no plan, there is chaos in the activities and transition; if there are no/fewel
resources, there is a frustration among the employees; and if there is res cor
tence, there is a fear of failure among the employees.

Therebre it is extremely important to pay adequate attention and establish n
agement commitment to take adequate care of these requirements of the ch

ITIL refers to a number of strategies that work well in practice:

Education and commitmerfhe sooner managers give people information abc
the change and the implications tbhem;the more successful the implementati
of change is likely to be.

Participation and involvemenAllowing people to participate in the changeno
mally overcomes resistance. On its own it is not enough; it must be uset in «
junction with a policy of education and commitment, so that people understa
the need for change, and effective monitoring mview for managers to be abl
to assess the impact of change
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Facilitation and supportManagers should be ready to respond positively whe
fears and anxieties about the change are expressed. Talking through the iss
and performing a skills gap analgshay be sufficient, but at other times trainin
in the new processes will be necessary, preferably prior to implementation.

Negotiation and agreemer@hange is easier to implement if you have agre
ment; gaining agreement suggests negotiation, so marsgensl be prepared tc
negotiate, formally if necessary. The relative cost of gaining agreement shot
set against the importance of the change.

Manipulation and ceoption It is sometimes necessary to strike deals with tho
who oppose change, either imaking them privy to restricted information or by
O6buyoifnfgb, 1 .e. giving them extra r.
participation. This approach should be used with the caveat that it is likely tc
cause problems later on.

Explicit and mplicit coercion There are occasions when coercion is the @ppr
priate tactic. It will come with associated costs, similar to the directive appro.
of 6aexphawn | aterd. Coercion may
liefs of your organizationrad, by inference, to individuals working in it. Strong
leadership is needed if using this strategy, together with a full knowledge of
situation and the possible problems that will be caused.

5.2. 5 Tools and technology
Service Management &ipported by technology in two ways:

1 Enterprisewide tools that support the broader systems and processe
within Service Management

1 Tools targeted more specifically at supporting a Service Lifecycle pt
or parts of a phase

There are a number of technaleg that supports IT Service Managem@ititese
among other include the following:

IT Service Management suites

1 Workflow managemenh workflow or process control engine is neede
to allow the predefinition and control oflefined processes such as an
incident lifecycle, request fulfillment lifecycle, problem lifecycle,
change model etc
Portfolio and contract management
Integrated configuration managememhe tools should integrate to a
configuration management systematd | ow t he or gan
structure assets, components, services and any ancillary configurati
items to be held, together with all relevant attributes, in a centralizec
federated locatioin and to allow relationships between each to be stc
and maintained and linked to Incident, Problem, Known Error and

Change records as appropriate.

1 SeltserviceMany organizations find i
capabilities to their users. The technology should therefore support-
capability wih some form of fronend allowing offering of a menu
driven range of self help and service requéstdth a direct interfaceni-
to the bak end process handling software

=a =9

Administrative and analytical tools

1 Analysis, simulation anthodeling Offering prototyping, modeling and
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simulation facilities. Enablin

1 Reporting There is no use storing data unless it can be easily retriev
and used to meet the organizations purposes. The technology shou
therefore incorporate good reporting capabilities, as well as to allow
standard interfaces which can be used to input data to inestatrigtard
reporting packages, dashboards etc.

Dashboard type technology is u
of overall IT service performance and availability levels.

IT Infrastructure Management tools

1 Monitoring.
1 Eventlogging and management
9 Diagnostic utilities It will be extremely useful for Service Desk and
other supporgroups if the technology incorporated the capability to
create and use diagnostic scripts and other diagnostic utilities to ass
with diagnosis of incidents mn
text sensitived and pmated sorar as psis
ible.

Job scheduling

Automation Automation is a means for capturing the knowledsge r

quired for a service process.

9 Discovery In order to populate or verify the configuration manageme
system data and to assist in license managermtisngvery or automatec
audit tools will be required. Such tools should be capable of being rt
from any location on the network and allow interrogation and recove
of information relating to all components that make up, or are conne
to the IT infragructure.

1 Remote controllt is often helpful for the Service Desk analysts ard o
er support groups to be atod e t

1 Security contral

= =

Software and Application Management tools

Releasananagement and version control

Test andvalidationmanagemend/alidating designs before they are-d

veloped and implemented to ensure that they satisfy and fulfill their

tended requirements.

1 Deployment managemeiany IT Service Managemeiwols, parttu-
larly discovery and event monitoring tools, will require some
client/agent software deploying to all target locations before they ca
used. This will need careful planning and executi@md should be
handled through formal release and deploymentagament

1 License management

f
f

Now, let us leave ITIlfor a momento briefly concentrate ot5O/IEC 20000

6. ISO/IEC 20000
ISO/IEC 20000 isn internationastandardor IT Service ManagementSO/IEC

20000 is aligned with ITIL andescribes aintegrated set of management @ro
essexomparable to the ITIL processies effective delivery of services.

ISO/IEC 20000vas prepared by BSI (as BS 15000) and was adopted, under
speci dalr aftfkaptr ocedur eodo, by Jointl, Te
Information technology, in parallel with its approval by national bodies of 1SC
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and IEC in 2005.

The focus of ISO/IEC 20000 isddershipintegrated processes, intelligent use
metrics as well as 06doi ng opurentycon-h a
sists ofthreeparts:

ISO/IEC 200001:2005is the formalSpecification and defines theqeirements
for aService Managemesystem (SMS}o deliver manageltT services of an
acceptable quality for its customethe specification includes

Requirements for a management system;

Planning and implementirgervice Management
Planning and implementing new or changed services;
Service delivery process;

Relationship processes;

Resolution processes;

Control processes; and

Release processes.

=4 =4 =8 -8 -8 _-a_-8_-9

Figure 5: Service Management processes covered by ISO/IEC 2B&66d on
ISO/IEC 20000

ISO/IEC 2000€2:2005is the Code of Practiaghich provides generic guideline:
for implementing é&Bervice Managemeslstem (SMS) in accordance with
ISO/IEC 200061.

ISO/IEC 200068:2009 givesguidanceon scope definition anapplicability of
ISO/IEC 200061. This part of ISO/IEC 20000 gives a list of main points on
stating scope, on the applicability I&FO/IEC 200001 and on demonstrating
conformity to ISO/IEC 2000-1. It also includes examples of scagiatements,
which vary according to t.he servic

According to the standard itself the target groigpdSO/IEC 20000are

1 businesses that are goingto tender for their services
9 businesses that require a consistent approach by all servicequsovic
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