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Session Objectives

Best Practices When Implementing ITIL
… including an introduction to IT Service Management
Session Outline:

Introduce IT Service Management and its benefits
Review the origins and core values of the Information 
Technology Infrastructure Library (ITIL)
Review the ITIL IT Service Management Framework
Guide to developing a Service Management strategy
Detail the ingredients of a successful ITIL 
implementation from a best practices approach
Realistic guidelines to your implementation timetable
Tips on how to best get started



IT Service Management



Definition of IT Service Management

IT Service Management addresses the 
provision and support of IT services tailored 
to the needs of the organization:

An IT Service is a set of related components 
provided in support of one or more business 
processes

The service should be perceived by Customers 
and Users as a self-contained, single coherent 
entity



Philosophy Behind IT Service Management

Most organizations depend on IT - ignore IT 
services and the organization suffers

IT Service Management is about managing the 
responsibilities within the value chain, not about 
particular organizations

Everyone in IT works in IT Service Management

For an IT services supplier, IT Service Management 
is all there is!



Goals of IT Service Management

Meet the current and future 
needs of the Customer

Continuously improve the 
quality of IT services

Reduce IT service costs 
over the long-term



Benefits of IT Service Management

Service consistency and stability – repeatable 
processes

Improved customer and user satisfaction 

Clear responsibilities and authorities

An infrastructure under control

Efficient use of resources – IT and the Customers’

Significant TCO reductions

Long-term survival (?)



Information Technology 
Infrastructure Library

(ITIL)



What is ITIL?

The Information Technology Infrastructure 
Library (ITIL) is the most widely accepted 
approach to IT Service Management in the 
world

ITIL provides a comprehensive, consistent and 
coherent set of best practices for IT Service 
Management, promoting a quality approach to 
achieving business effectiveness and efficiency in the 
use of information systems

(ITIL website)

ITIL takes the form of multiple books/CD-ROMs which 
describe each ‘set’ of best practices



The Origin of ITIL

Originally developed in the 1980s by the British 
government’s Central Computer and Telecommunications 
Agency (CCTA) with public and private sector contributions, 
published by the UK Office of Government Commerce and 
British Standards Institution

(Note: ITIL® is a registered trade mark of OGC)

Updated and expanded in 2001

The basis of the world-wide standard for quality IT Service 
Management: BS 15000 : 2000

Technology and vendor independent

In the public domain

Provides common language



Goals of ITIL

From the ITIL web site:
The ethos behind the development of ITIL is the 
recognition that organisations are becoming 
increasingly dependent on IT in order to satisfy 
their corporate aims and meet their business 
needs … this leads to an increased requirement 
for high quality IT services

The codes of practice are intended to assist 
organisations to provide quality IT service in the 
face of challenges such as budgetary constraints, 
skill shortages, system complexity, rapid change, 
current and future user requirements and 
increased user expectations



What Was ITIL Designed To Be?

ITIL is not …
A method (or a methodology) 

Complete in every respect … nor entirely consistent

Prescriptive?

But ITIL is …
A set of books describing the successful practical 
experiences of a wide range of ITSM professionals

Advisory – for consideration

A library that describes the elements of IT Service 
Management without clearly describing IT Service 
Management itself!



Core Values of ITIL

Non-proprietary 

Wide audience
IT and non-IT 

Internal and external

Top and bottom

Large and small

Centralized and distributed

Not how but what – a 
process-based approach to 
IT Service Management

Customer needs and 
viewpoint is paramount

Plus …

‘Software Asset Management’

‘The Business Perspective’

Various other Pocket Guides and Dictionaries



ITIL IT Service Management Framework



ITIL IT Service Management Schema



The Multiple Volumes of ITIL

Deliver IT 
Services

Support IT 
Services

The 
Business 

Perspective

Manage the
Infrastructure

CMDB

• Capacity Management

• Financial Management

• Availability 
Management

• Service Level 
Management

• IT Service Continuity 
Management

• Service Desk

• Incident Management

• Problem Management

• Change Management

• Release Management

• Configuration 
Management

• Business Continuity 
Management

• Partnerships and 
Outsourcing

• Surviving Change

• Transformation of 
Business Practice 
through radical change

•AD lifecycle

•Software Lifecycle Support

•Testing of IT Services

•Requirements Definition

•Implementation Planning

• Network Service 
Management

• Operations Management

• Management of Local 
Processors

• Computer Installation 
and Acceptance

• Systems Management



IT Service 
Delivery

(Medium to 
long-term 

planning and 
improvement 
of IT service 
provision)

IT Service 
Support

(Day-to-day 
operation and 
support of IT 

services)
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Availability Mgmt
Predicting Service 

Behaviour
(Optimizing the current 
structure, planning to 
meet future customer 

service availability 
requirements)

Capacity Mgmt
Preparing for the 

Future
(Healthy growth, customer 

confidence, meet new 
business needs, 
understand the 

infrastructure behaviour)

Continuity Mgmt
Manage the 
Unthinkable

(Part of business 
continuity risk 

management – plan, 
reduce impact, survive)

Financial Mgmt
Manage the Cost

(Cost effective 
stewardship, allocation 
and apportionment of 

service costs, optimum 
VFM, good ROI, 
financial metrics)

Incident Management
Manage Service Failure

(Return service asap -
Lifecycle responsibility for 

failures, empowered, prepared 
and consistent)

Problem Management
Detect and Remove 
Causes of Failure

(Remove repetitive incidents from 
the infrastructure, prevent 

incidents occurring)

Change Management
Manage Service Improvements

(Ensures changes are fast, easy, consistent and authorized – manage risks)

Release Management
Maintain Service 

Integrity
(Software & hardware control 

and distribution – service 
legality and integrity)

Configuration Management
Manage infrastructure component (Configuration Item) information

(What are the service components and how are they joined together?  Infrastructure quality metrics)
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The Customers’ Business 
Processes

Service Level Management
Manage the Services

(Defining, negotiating, agreeing, measuring and reporting on services, catalogues, service levels, 
operational support activities and relationships, service metrics)

Business 
Objectives 
& KPIs
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The Service Management House

Change Management
Manage Service Improvements

(Ensures changes are fast, easy, consistent and authorized – manage risks)

Service Level Management
Manage the Services

(Defining, negotiating, agreeing, measuring and reporting on services, catalogues, service levels, 
operational support activities & relationships, service metrics)

(c) 2004 DIYmonde Solutions Inc.



ITIL Accreditations



People are Certified

Foundation in IT Service Management

Overview processes and relations

Manager in IT Service Management

Responsible for design & 
implementation of ITIL

Practitioner in IT Service Management

Specialist in process design

The ITIL CertificatesThe ITIL Certificates



Products are Verified

Which tools are compatible to ITIL?
From the guidance contained in ITIL, as well as Pink 
Elephant’s ITIL subject matter experts, Pink Elephant has 
collated the minimum functional requirements necessary for 
how a software tool should support the ITIL framework. The 
results are embodied in a new service - PinkVerify™.

If you see the PinkVerify™ logo associated with any specific 
IT Service Management software toolset, it means that it has 
been objectively assessed according to the criteria specified 
by the OGC and certified by a qualified Pink Elephant IT 
Service Management Consultant, as meeting the minimum 
functional requirements to support the ITIL framework.



BS 15000-1:2002
BS 15000 is a standard setting out the requirements for an IT Service 
Management System. It helps identify and manage the key processes 
involved in delivering effective IT services which meet the needs of the 
business and the customer.

The standard is based on the best practice foundation of the               
IT Infrastructure Library (ITIL). BS 15000 introduces a service culture 
and provides the methodologies to deliver services that meet defined 
business requirements and priorities in a manageable way. It also:

Specifies a number of closely related service management processes 
Identifies that relationships exist between these processes, and that these 
relationships will be dependent on their application within an organization 
Provides guideline objectives and controls to enable an organization to 
deliver managed services 

An organization using BS 15000 as the basis for its ITSMS, can 
become registered by BSI, thus demonstrating to stakeholders that the 
ITSMS meets the requirements of the standard.

Organizations are Registered



IT Service Management Forum
itSMF



IT Service Management Forum (itSMF)

itSMF represents IT Service Management professionals 
world-wide

itSMF is a not-for-profit organization, wholly owned by its 
members and principally operated by its membership

itSMF is independent of institutions, companies or products

itSMF is a major influence on and contributor to industry best 
practices and standards in IT Service Management

itSMF Canada web site is www.itsmf.ca

itSMF BC web site is bc.itsmf.ca (next meeting October 7)



How to Develop a
Service Management Strategy



ITSM Implementation Layers

Service
Element
Service
Element

ProcessProcess

Sub
process
Sub

process

ActivityActivity

Procedure
/Task

Procedure
/Task

Work
Instruction

Work
Instruction

1

Process Level

2

3

4

5

6

ITIL

Process Definition

Tool
dependent

Organizational
Requirements

• Roles & 
Responsibilities

• Skills 
Requirements

• Training Req.
• Governance
• Policies/Rules
• Communication

Automation

People 
to People

System 
to People

System 
to System

• Workflow • Triggers
• Notification
• Reports

• Data 
Exchange

People 
to System

• Manual 
Entry

• Forms

Tools



ITSM Implementation Framework

Business Requirements

Process
Requirements

Information
Requirements

Data
Requirements

Metrics

Business
Rules

Organizational
Requirements

Technology
Requirements

• Roles & 
Responsibilities

• Skills 
Requirements

• Training Req.
• Governance
• Policies/Rules
• Communication

Solution Architecture

Configuration Automation
• Tools

People 
to People

System 
to People

System 
to System

• Workflow • Triggers
• Notification
• Reports

• Data 
Exchange

People 
to System

• Manual 
Entry

• Forms

Prioritization 
- Drivers
•Maturity
•ROI
•Pain Points
•Political Reality
•Org. Silos
•Resources
•Budget

Im
plem

entation Plan



Service Management is a Journey not a Project

ProcessProcess

PeoplePeople

TechnologyTechnology

ManagementManagement

•Management Commitment
•Management Participation
•Compensation/Rewards
•Values/Beliefs
•Coaching/Enabler
•Career Opportunities

•Management Commitment
•Management Participation
•Compensation/Rewards
•Values/Beliefs
•Coaching/Enabler
•Career Opportunities

•Single Point of Accountab.
•Logical Group of Activities
•Cross Departmental
•Defined Procedures
•Repeatable, Consistent
•Global Standards

•Single Point of Accountab.
•Logical Group of Activities
•Cross Departmental
•Defined Procedures
•Repeatable, Consistent
•Global Standards

•Enhanced Skills
•Multi functional Teams
•Values/Beliefs
•Culture biases
•Training
•Career development

•Enhanced Skills
•Multi functional Teams
•Values/Beliefs
•Culture biases
•Training
•Career development

•Teamwork enabled
•Service Management Tools
•Integrated Data Sharing
•Knowledge Management
•Management Information

•Teamwork enabled
•Service Management Tools
•Integrated Data Sharing
•Knowledge Management
•Management Information

IT
Service

Management

IT
Service

Management



Process Components

Input Output

Feedback

Feedback

Supplier

Owner

CustomerTransformation

From: A. Cassidy / K. Guggenberger: A practical guide to  Information System Process Improvement, 

Boca Raton FL, 2001

PROCESS
OBJECTIVE



Process Maturity Models,
Quality Models,

Governance Models
and more …



Process Maturity Models

Carnegie Mellon University
Software Engineering Institute

CMMI® Staged and Six Sigma 
(slide deleted pending permission to re-use)



Process Maturity Models

Carnegie Mellon University
Software Engineering Institute

CMMI® Results Study Framework
(slide deleted pending permission to re-use)



Levels of Process Maturity

Excellence Problem? What problem?

Predictability Our solution is flexible and 
demonstrably works.

Solution We’ve got a solution for that 
problem.

Recognition Oh, that problem!

Innocence Problem? What problem?



European Foundation for Quality Management

LeadershipLeadership

People
Results
People
Results

Society
Results

Society
Results

ProcessesProcesses Customer
Results

Customer
Results

PeoplePeople

Policy &
Strategy

Policy &
Strategy

Partnerships
& Resources

Partnerships
& Resources

Key
Performance

Results

Key
Performance

Results

EFQM Model

Organization Results



IT Governance

ITIL Mapped To COBIT Processes and Domains

COBIT Mapping: Overview of International IT Guidance

COBIT Domains
PO - Plan and Organize
AI  - Acquire and Implement
DS  - Deliver and Support
M   - Monitor and Evaluate

----M
++++++-++++++DS

++++++AI
-+----+++--PO

13121110987654321

COBIT Processes
(+) Addressed
(-)  Not or Rarely addressed
( )  no process for that domain



The Ingredients of a Successful 
ITIL Implementation



Recognize the Elements of Change

It is about human beings
FUD
Resistance to change
It takes time
Create Opportunities

Communication
Communicate, Communicate, Communicate
Plans, Activities, Successes!

HR involvement
Communication
Job Descriptions, Skills Profiles, Job Goals, 
Compensation/Bonus Plan
Selection / Severance Processes



Recognize the Elements of Change

Keep it simple
“Process drives organization”
It is all about responsibility - no responsibility 
without empowerment/privileges
Nominate key process owners according to your 
strategic implementation plan

Service Manager, Service Level Manager, Change 
Manager, Configuration Manager
Matrix Organization



Choose an Implementation Approach

Implementation Approaches:
Single Process Approach

Problem Management
Configuration (IT Asset) Management
Change Management
Service Level Management
Etc.



Choose an Implementation Approach

Implementation Approaches:
Multi-Process Approach

The Continuous Service 
Improvement Program (CSIP)
Customer Satisfaction Surveys 
/Business Impact approach 
SWOT Analysis approach 
Benchmark approach 
Service Target approach



Choose an Implementation Approach

Implementation Approaches:
All-Processes Approach

Taking small steps in all processes concurrently
Driven by:
• Business/IT strategy and vision
• Continuous Service Improvement Program
• Benchmark



Choose an Implementation Approach

Which approach to choose depends on:
the senior management commitment
the allocated budget
resource availability
the skills and knowledge within the organization
the culture and organizational structure
the business and IT vision and strategy
the tools and technology
the demands for “business as usual”

Don’t: Stealth Approach



Plan strategically – implement tactically
Establish baseline with an IT Service Management 
assessment
Define a strategic IT Service 
Management Roadmap
Develop an Implementation  
program of independent projects 
with individual ROI
Change your organization 
as you go
Always think in 3 dimensions 
of implementation

Best Practices Suggest …

People Technology

Processes

Best
Practices

Systems 
Management 

Tools
Organizational

Design

IT
Service

Management



3 Keys to a Successful ITIL 
Implementation



3 Keys to a Successful ITIL Implementation

Keep it simple

Have a plan

Process before tools



Keep It Simple

Set a clear vision that is driven by 
business goals
Prioritize

Pain points
Opportunities
Control

People, Process, Technology
Key success factors



Have a Plan

Fire FightingFire Fighting

OptimizingOptimizing

ROI
Value

Network Management

ROI
Value

Problem Management

ROI
Value

IT Asset Management

ROI
Value

Change Management

ROI
Value

Service Level Management

A
ssessm

ent
R

oadm
ap

Investment Benefits Realization

ROI
Value

IT Balanced Scorecard

Reactive

Proactive

Business
Alignment



Process Before Tools

Tools do not necessarily drive or 
enforce processes, tools support
processes with automation and 
knowledge management
A perfect process with no tools is better 
than the best tool with no process

A fool with a tool is still a foolA fool with a tool is still a fool……



Common Elements of Success

Pilot Projects
Staging
Competency Centres
Quick Wins
Program Office / Project Management
Driven by central IT
Beware typical implementation issues

Avoid over-emphasis on tools 
Avoid too high expectations and over-ambitious 
plans
Address lack of skills



Before You Start



Why Big Change Programs Fail

At the Strategic Level
Uncertain ROI

No baseline 
Too long payback time

Most IT departments operate still in ‘adrenalin’ or ‘reactive’ mode
Organizational Silos (UNIX, Windows, Network, Applications etc.)
No strategic IT processes defined
No process skills

Lack of know-how in IT departments
Lack of Management Capacity
Lack of Project Management Skills
Lack of Technical Skills (ESM Tools)

Lack of Resources
IT departments can not free up enough resources to drive major 
change initiatives
IT budget constraint, investments tied to clear ROI and Business
Value



Why Big Change Programs Fail

At the Tactical Level
Over-engineered solutions 
“Only tools approach” – no service or process orientation
Business and IT does not understand its new roles
(7x24h, SLA)
All issues at once, no priorities
No integrated view (piece work)
Does not match incentive model
Not supported by IT governance



Conclusion for ITIL Implementations

“Organizations attempting to 
make traditional, incremental 
changes to their processes, 
using the CMM or another 
model, are likely to find that 
the playing field will 
substantially change before 
they can realize any real 
benefits. Radical, rapid 
change is crucial to success; 
incremental, unfocused 
changes have a better than 
50 percent chance of 
failure - defined, in this case, 
as a significant waste of 
time, effort and, most of all, 
money”

ITIL implementations 
require time and 
resources

They take place in an 
ever changing 
business and IT 
environment

ITIL implementations 
have to return value in 
a short time

Source: Gartner Group, 2001



Strategic Planning Assumptions

Don’t do ITIL for ITIL’s sake!
ITIL is not a goal, but an enabler

ITIL is about customer-focus
Make IT more responsive to customers’ needs



Strategic Planning Assumptions

Select business relevant goals
Efficiency

Reduce Cost
Improve performance
Improve response time
Improve service delivery time
Expand service portfolio
Consolidate data centres

Effectiveness
Improve customer satisfaction
Improve time to market
Adjust Service Portfolio
Support/Initiate innovation
“Trusted advisor” to business
Mergers & Acquisitions



Strategic Planning Assumptions

Translate into Key Success Factors
e.g. “Improve time to market”

Robust Change and Release Management Processes
Integrate strategic IT planning with Service Level Management
Introduce new SLA’s for Service Provisioning

Translate KSF’s into Metrics
# of changes per month
Meantime of change execution
# of emergency changes
Defined Process Interfaces between Planning and SLM
Time between Strategic Plan creation and Service Catalog 
update
# of SLA’s for Service Provisioning



Tips on Getting Started



Getting Started

“It is best to do things systematically, 
since we are only human and disorder 
is our worst enemy.”

Hesiod

Greek Poet, 700 BC



Define the Scope

Define scope by:

Location
Strategic goals
Political reality
Business Units
Platform



People Technology

Processes

IT
Service

Management

Investments
Process Analysis
Process Redesign
Process Implementation
• Training
• Policies

Investments
Process Analysis
Process Redesign
Process Implementation
• Training
• Policies

Investments
SW-Licence
SW-Maintenance
Hardware
Training
Implementation

Investments
SW-Licence
SW-Maintenance
Hardware
Training
Implementation

Investments
Skills Assessment
New Job Profiles
Change Program
Training
Communication

Severance Packages

Investments
Skills Assessment
New Job Profiles
Change Program
Training
Communication

Severance Packages

Benefits/Cost Savings
Faster Execution of Work
Reduced # Errors
Less skilled staff
Better planning figures
Higher IT staff productivity
Flexibility

Benefits/Cost Savings
Faster Execution of Work
Reduced # Errors
Less skilled staff
Better planning figures
Higher IT staff productivity
Flexibility

Benefits/Cost Savings
Reduced # of staff
Reduced time per task

Benefits/Cost Savings
Reduced # of staff
Reduced time per task

Benefits/Cost Savings
Automation 
Reduced # of outages
Shorter outages
Higher End-user productivity
Measurability / Auditability
Improved Quality

Benefits/Cost Savings
Automation 
Reduced # of outages
Shorter outages
Higher End-user productivity
Measurability / Auditability
Improved Quality

Process

Organization

Technology

Process, Organization and Technology are highly interdependent
Maximum ROI can only be achieved with an integrated approach

Process, Organization and Technology are highly interdependent
Maximum ROI can only be achieved with an integrated approach

Develop the Business Case



Create a Planning Matrix

Availability
Continuity
Financial
Capacity
SLM
Release
Config.
Change
Problem
Incident

ToolsSkillsOpportunityScopeMaturityProcess 
Area



Sell the ITSM Idea

Speedier handover processDevelopment

Fulfilling project work
Personal and work recognition, visibility
Learning and development

Change agents, Trainers, HR staff
Communication specialists, Consultants

Improved relationships and increased business 
success
Clearer understanding of their position in the 
business

Partners
Vendors
Suppliers

Various levels of personal fulfillment
Improved job satisfaction
Streamlined processes
Improved productivity, lessened bureaucracy

Employees
Champions

Increased availability and reliability of IT to the 
business
Maintain or improve consistent Customer satisfaction

Customers
Users

In line with market costs
Reduced time to implement new IT
Increased availability of IT to the business
Business defined service levels
Guaranteed levels of service

Business sponsors
What is in it for me?Stakeholder



Develop an Implementation Plan

Source: InterProm USA, 2002

Time Expectations for ITIL Implementation



Establish a Roadmap

Jan 05 Feb 05 Mar 05 Apr 05 May 05 Jun 05 Jul 05 Aug 05 Sep 05 Oct 05 Nov 05 Dec 05

Functional 
Assessment 
Phase

Design & 
Develop 
Phase

Test Phase

Pilot Phase

Roll-Out 
Phase

Data Center 1

Voice Consolidation

Voice Consolidation

Data Center I

Data Center 1 

Data Center 1

Data Center 1 Data Center 2 Data Center 3 Data Center4

SLM/Chargeback

SLM/Chargeback

SLM/Chargeback

SLM/Chargeback

SLM/Chargeback

Service Support

Service Support

Service Support

Service Support

Asset Management

Asset Management

Asset Management

Availability

Availability

Availability

Availability

Availability

Voice Consolidation

Voice Consolidation

Voice Consolidation

Asset Management

Service Support

Asset Management



Do Not Go It Alone

Don’t be afraid to ask for help …

Conducting the IT Service Management 
Assessment
Defining the strategy
Developing the implementation plan
With education and training
Effecting the necessary cultural change



Celebrate Your Success



Any Questions?

Thank You


