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Best Practice Standards in IT 
Service Management

Update

“The views expressed in this session are those of 
Don page & are not endorsed by OGC or related 

body (ITSMF)”
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Accountability & reduced Risk of operation

increased 
value & profits 

reduced 
IT cost



ISO 20000 Status

1. BS15000 is approved as a 
worldwide ISO standard

2. Updates for ISO 
internationalisation underway 
& will be completed by the 
end of the 2005/early 2006



Your Own Policies, Processes, 
Procedures & Improvement plans

ITIL

Part 2
Code of Practice

Part 1
Specification

International Specification 
(ISO/IEC 20000)

Practitioners Detailed 
Best Practice Guidance

Implementation

Supplementary Material

ITIL Maturity Self Assessment  Questionnaire

BIP 0005 (BSI Managers Guide to ITSM)

PD 0015 (BSI ITSM Self-assessment Workbook)

www.itsmf.com

Supplementary Material

ITIL Maturity Self Assessment  Questionnaire

BIP 0005 (BSI Managers Guide to ITSM)

PD 0015 (BSI ITSM Self-assessment Workbook)

www.itsmf.com

Local Country Implementation
(e.g. BS 15000, AS 8018)

The Formal Standard
(PART 1 & 2)

IT Service Management  
Standards & Best Practice 

Framework

IT Service Management  
Standards & Best Practice 

Framework

BSI: British Standards Institute



How would I describe ITIL 
in 3 words?





How would I describe AS8018 
BS15000 in 3 words?





Preparing for BS15000



Arewe
doing the right

things?

Arewe
doing them

the best
way?

Arewe
doing them 

well?

Arewe
seeing the
benefits?

Financial Worth/value

Alignment 
to 

industry 
best 

practice & 
standards

Risk

The 4 “R’s”

Focus on these 4 simple questions

Level of Professionalism



Best practice approach

Accountable Governance model

Informal/NO process

Ad hoc delivery

Business perspectiveInternal IT perspective

Service focused metricsOperational specific metrics

Continuous improvementDenial 

Profit centre (Valued business partner)Cost centre

Integrated service delivery teamIsolated, silos

Pro-activeRe-active (fire-fighting)

Process focusTechnology focus

ITSM Approach
(Based on ITIL)

Traditional IT Approach

Don’s Service Transformation Approach

Becomes



Framework

• Scope is important
• Policies
• Processes
• Procedures
• Service improvement plans
• Evidence of identified improvement & 

actions
• Audit evidence



People

• Appoint an internal BS15000 project /audit 
manager

• Conduct regular audits
• Educate staff in all Policies, processes & 

procedures



Ten (10) Operational rules to 
aid success

1. Agreed processes shall be followed
2. All changes shall be recorded, risk assessed, scheduled, 

documented, updated & have a ‘Back-out-plan’
3. All incidents shall be recorded, documented & updated
4. All problems shall be recorded, documented & updated
5. Time spent shall be recorded against each request
6. Reasons for failing to meet agreed targets shall be recorded
7. All critical computer, network & service relationships shall be 

maintained & understood 
8. All customer requests shall go via a single point of contact
9. The business & customers shall be kept informed
10. Management & Support teams shall communicate



ITIL (3) Refresh Update

1. Work under way, requirements have been  
collected. No key content revisions published 
yet

2. Lead Authors not selected yet
3. OGC referring to it as “As an ITIL Refresh”
4. Updates on ITSMF website (www. Itsmf.com)
5. Will probable take 18 months



ITIL 3 cont. – Don’s view

1. No overall content /vision change for service delivery or 
service support

2. Normalisation of structure & cross references
3. Appendix approach for current industry issues & related 

information (e.g. Sarbanes, Cobit)
4. Download website with sample materials (e.g. process, 

procedures, drawings etc)
5. Hard-hitting guidance on selling ITIL to the board & 

the benefits to smaller IT organisations



ITIL 3 High level considerations
1. ITIL 3 should remain a process

framework. 
• Technology should not blur process

2. ITIL 3 should provide a more specific 
focus on the people issues

4. Provide easy to maintain/access 
appendixes to support geographical, 
economical & cultural differences, related 
information, current fads & examples



Points

1. Many Consultants/Trainers still do not understand
ITIL principles, vision & processes & still treat it as a 
bible

2. Suppliers still confuse systems & service 
management (often deliberately)

3. Integrated ITSM technology is now an essential 
ingredient to successfully support & deliver ITIL 
processes, it should be properly addressed



ITIL 3 should be a refresh

1. Confirm ITILs positioning & benefits
a) For its global market place
b) To achieve Board-Room acceptance
c) To promote it as a tool for the whole business
d) To consolidate IT buy-in

2. Updating/tweaking some existing processes
3. To identify & remove any misconceptions & 

ambiguities 
4. Some new processes should be considered



Current areas for review & revision

1. Metrics & Service reporting (BIG issue , needs expanded, should it have 
it’s own process?)

2. SLA/OLA management (proper examples, metrics, follow-the-sun SLAs, 
further guidance)

3. Service Desk (e.g. global/international usage/problems, time zoning, multilingual 
usage, partitioning, outsourced desk issues)

4. Problem Management (to include setup guidance, solving & analysis 
processes)

5. Financial Management (International implications Taxation, legal etc) –
Appendix

6. Availability management – greater focus on SERVICE un-availability. Re-
focusing away from 99.9% to business service availability and operational component 
availability.

7. Implementation time-scales - need clarification considering different 
size organisations and scopes.



New process areas for 
consideration



Governance Process

• Clear advice & guidance on the 
importance of IT Governance, its impact, 
responsibilities & relationship to business

• Provide links to governance bodies (we should not re-
invent the wheel)



Business Communication Process
(Service Support)

1. Customer, business & partner communication
2. Process for identification, planning & delivery of

a) ITSM training needs
b) Organisational structure
c) Skill profile & competencies
d) Personal development
e) Appraisal
f) Performance
g) Communication skills (written, verbal & soft-skills)



Applications Management Process
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 � �provide an end-to-
end description of the management processes 
required to manage the lifetime of an 
application from development to Its live 
operation & retirement?



Service Reporting & Analysis Process

1. Define clear guidance on ITSM metrics, 
their meaning, analysis, usage & focus.

2. Include benchmarking & trending 
approaches

3. Provide lots of examples

Metrics Seminar was the Biggest UK ITSMF seminar ever



Partner Management Process
(service delivery)

1. Guidance on working with multiple 
partners;

a) Selecting the right model for your organisation (selective, 
in-source, out-source)

b) Monitoring/reporting of sub-contractors/partner 
performance against their commitments 

c) Stakeholder IP management
d) Contract take-on & termination guidance
e) Guidance on the estimating the charges for transition & 

termination of services (appendix)

f) Pricing models & approaches (appendix)



Appendix items

1. Governance & relationships with other 
Complementary frameworks & standards

• SOX
• CobiT
• Six Sigma
• BS7799



Testing process

1. Guidance on testing, quality control & 
releasing of new & upgraded services, 
CI’s, processes, procedures & examples

2. Consider inclusion in Release 
Management



Alignment with ISO 20000

1. ISO 20000 review required in 3 years
2. ITIL refresh ready 18 months
3. Re-alignment review will occur at this 

point



End of Part 1

10 minute break



The End of Part 1

Website: www.itilics.com
www.marval-group.com
Email: info@itilics.com

“Thank you  for listening”

Don Page
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PART 2
Can ITIL really Work in an 
Outsourced Environment? 

Don Page
CEO Marval-Group



Focus Statement

“Unless we understand what 
we deliver today”

“How do we expect to effectively manage 
the business tomorrow, or even worse 

get someone else to manage it?”



What are your options?

1. Do nothing
2. Carry on as before
3. Just trust everything suppliers say 

Embrace an intelligent sourcing 
approach where all parties win
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Accountability & reduced Risk of operation

increased 
value & profits

(for both parties)

reduced 
IT cost



• People
• Process
• Technology
• Partners



• People
• Process
• Technology
• Partners
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Sourcing decisions
1. Stay as you are
2. Outsource
3. In-source
4. Selective Source



Areas to outsource
• In my personal order

1. First - Network support
2. Desktop support 
3. Application Development/support
4. Project management 
5. And Last – The Service Desk

For many customers the Service Desk is their only window on 
the level of service & professionalism offered by your whole 

organisation



Common reasons for considering 
sourcing

1. Business not seeing value from internal support
2. Existing support infrastructure inflexible to change
3. Current workforce skills out-of-date & not aligned with 

the business
4. Pure cost reduction
5. Flavour of the month, corporate sheep
6. Organisational restructure
7. Business need to be more responsive



Sourcing could be considered IF
1. It’s done for the right reasons & the risks & total costs are 

fully understood
2. The business understands; it still owns the risk
3. Your definition of VALUE does not mean CHEAP
4. It demonstrates real benefits for the durationof the contract
5. The contractsare flexible, not restrictive & not obstructive
6. Intellectual capital is maintained within YOURbusiness
7. They allow for multi-partyprovision
8. You have a well defined & understood Transition&  Exit 

Contracts



Sourcing –why do we think we can?
1. Do we know the levels of service we are currently providing 

with the resources available
2. Are existing policies, processes & procedures for managing 

business critical services in place & documented
3. Do we know what the critical services, assets, 

configurations, relationships & dependencies are
4. Do we have skills to negotiate, plan, execute & manage 

such a project –or is the business just being naïve
� Always involve experienced specialist lawyers in this area, it may save you a 

small fortune 



Major issues to address
1. What type of partner to use (niche, big-boy)
2. Intellectual capital –where does it go/who owns it
3. What internal staff do we need to retain (for what & how long)
4. How do we ensure existing staff motivation & commitment
5. What do we define as a ‘Service’
6. How do we identify, define & measure ‘value for money’
7. How will we measure supplier performance & customer 

satisfaction/perception
8. How will we design/agree service targets
9. What will be the definable business outcomes required to verify 

success



How can you verify if the required 
business outcomes are achieved if you 
don’t know what you want  measure 

success against ? 

Question: Do you currently understand 
what services you want to outsource & 

their characteristics?



The Service Catalogue Structure

. Business Services

.

1. Business Services (external customers)
The top tier of the framework is based on the organisations 
business products & services

2. Internal Services (Internal customers)
The next tier identifies those services delivered to support 
business & organisational products (e.g. billing, payroll)

3. Operational & Core Support Services
The next tier identifies the definitions for each operational & core 
service provided by each support team, the resources & skills 
required (e.g. email, internet, installation, upgrades & 
Projects)

4. Detailed Specification Sheets
The next tier identifies the detailed operational support 
specification to the one line definitions above (e.g. infrastructure 
components, dependencies, risks)

E
nd-to-end C

ost &
 R

esource C
om

m
itm

ent

Internal
Service

Internal
Service

Internal
Service

Operational & Core Services
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Service based approach



Service definition
(External, Internal, 

Operational or Core) 

Description of the service to be delivered in plain English

Resource commitment to provide the service

Attributes needed for measurement, modelling & benchmarking

Governance requirement

Underpinning Infrastructure components & relationships

Skill set requirement

Dependencies, roles & responsibilities

End-to-end Service Level targets required

Risk assessment

Service classification attributes for recording & reporting

Cost to 
deliver

the Service
easier

to 
Identify

�
�
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Service characteristics



How do partners demonstrate value?

1. Awareness of your business sector issues
2. Provide ‘genuine’ staff continuity
3. Maintain up-to-date documented data, processes 

& procedures
4. Adherence to best practice & industry standards*
5. Reduce/optimise operational costs
6. Provide proactive decision metrics

* ITIL/BS15000 attainment now a requirement for many organisations



Sample Proactive decision metrics required

1. Areas of success by Business Service
2. Areas identified for improvement
3. Services taking up staff resource
4. Proven delivery of agreedcustomer SLA’s & targets
5. Documented reasons for service failures
6. Customer satisfaction metrics
7. Service improvement trend analysis
8. Incident/cost reduction
9. Measurement against Agreed Business outcomes



Partner key indicators & questions
1. What business decisions & improvements can we make 

based on the management information supplied 
2. Are they adding value (or just acting as a headcount that’s not on the books)

– Reduction in customer call rates
– Reduction in  the number of failed changes 
– Providing problem analysis/improvement feedback
– Improved customer & business communication at all levels 

3. Do customers perceive the service as value added
4. Can they demonstrate/outline benefits for the durationof 

the contract



Contract Take-on & Exit

Issues & questions



What is Your Transition Policy?
1. How will existing processes & procedures be transferred over
2. What about IP transfer

� How will staff & business knowledge be transferred
� Who will handover/train new staff on existing technologies, processes & procedures
� When should this start, how long will it take, who will pay for it

� Details of existing suppliers (e.g. for procurement, support)

3. What about any of the tools, software, licenses currently used to 
support the business – transfer of ownership, training, maintenance 
costs etc

� Does the sourcer have their own tool sets

� Do we have to pay to utilise the new sourcer’s toolsets

4. Have you consulted key business stakeholders & customers



What is Your Exit Policy?
1. Are measures/contracts in-place to take over the service from the 

outsourcer on exit
� Are staff in place, trained to takeover the service

2. How will the processes & procedures be transferred over
3. Have you consulted key business stakeholders & customers
4. What about IP transfer

� How will their knowledge be transferred
� Who will train our in-house staff on existing technologies, processes & procedures
� When should this start, how long will it take, who will pay for it
� Handover of documented processes & procedures
� Partners used by sourcer (e.g. for procurement, support)

5. What about any of the tools, software, licenses used by the sourcer 
to support the contract – transfer of ownership, maintenance costs 
etc

� Do we have to purchase them from the sourcer

6. Re-imbursement of any pre-paid services



Multi-party provision

1. You need the flexibility for multiple partners to work together 
within a common service framework (e.g. ITIL/BS15000)

2. The ability to quickly take on additional partners with minimal risk
3. Talk the same language
4. Minimised business ‘risk’ when changing partners
5. Expect your partners to be ITIL/BS15000 certified, & all the  staff 

working on the contract.
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A common framework for managing 
Partners using BS 15000

Partner
1

The CustomerThe Customer

Partner
3

� � � � � � �
�

Partner 
2

Customer/ 
internal  
support

Sales, purchase, contract, cost & account management support

Change & Task
Management

Problem
Management

Incident 
Management

Adopting Common
• Processes 
• Working practices
• Approach
• Language
• Metrics
• Reduced RISK

Common metrics

“This is how WE deliver services within our organisation”



Inter

Telecomms & 
Security

Management

Estates/ 
Transport
Services

3rd Party &
Supplier

Management

Central
Service Desk

Ward/Porter & 
Laundry

Management

IT/Clinical
Systems
Support

Sales, purchase, contract, cost & account management support

Hospital 
Customers

Continuous Improvement/Quality program

Merging disparate support activities

Internet access
Email access

Telephone
Personal

Adopting Common
• Processes 
• Working practices

• Approach
• Language
• Metrics
• Reduced RISK

Common metrics

BS15000 attainment required within 3 years, BS15000 accredited partners only

Example multi-partner environment



Contract Risks
1. Risk: Be very careful when putting “all your eggs in the basket” of one 

supplier, consider spreading your risk
2. Costs: Ensure you have a ‘Very well defined’ & agreed list of 

Chargeable, Non-chargeable activities & exceptions (e.g. Equipment 
moves, Upgrades, documentation, training). Do NOT assume anything.

3. Assumptions: Do not assume the sourcer will do a better job or offer 
better value than you currently receive (they are NOT experts inYOUR 
business)

4. Legal: Involve an experienced outsource specialist lawyers in this area ( 
it will save you a small fortune –DO NOT try to do it yourself

5. Motivation: Remember  its peoples lives you are dealing with –do not 
expect existing staff to motivated & committed (they might be next!!!)

6. Commitment: Without managements active support & involvement you 
will achieve nothing &  simply move the problem to another group of 
people



Adopting ITIL & BS15000 to 
manage your service will ensure 

success for all parties

YOU KNOW IT MAKES SENSE



Don’s view on the key outcome for 
many organisations should be:

1. Creation of commercial focused Internal service provider
2. Main business core IT services remain in-house & not outsourced
3. Intelligent, selective sourcing approach for working with value 

added partners
4. Genuine Business alignment & value focus for staff & partners
5. Business outcomes are achieved with a win, win for all parties

Note: this does apply to commodity based businesses 



Arewe
doing the right

things?

Arewe
doing them

the best
way?

Arewe
doing them 

well?

Arewe
seeing the
benefits?

Financial Worth/value

Alignment 
to 

industry 
best 

practice & 
standards

Risk

The 4 “R’s”

Focus on these 4 simple questions

Level of Professionalism



Ten (10) Operational rules to 
aid success

1. Agreed processes shall be followed
2. All changes shall be recorded, risk assessed, scheduled, 

documented, updated & have a ‘Back-out-plan’
3. All incidents shall be recorded, documented & updated
4. All problems shall be recorded, documented & updated
5. Time spent shall be recorded against each request
6. Reasons for failing to meet agreed targets shall be recorded
7. All critical computer, network & service relationships shall be 

maintained & understood 
8. All customer requests shall go via a single point of contact
9. The business & customers shall be kept informed
10. Management & Support teams shall communicate



Conclusion
• If you are considering sourcing

1. Do it for the right reasons
2. Take an intelligent approach
3. Take time to identify & understandyour needs first
4. Retain ownershipof the service
5. Appoint a ‘full time’ contract manager who understands the 

needs of your business
6. Regularly audit their performance & staff quality
7. Regularly revue targets & value for money
8. Utilize supplier incentives for success, NOT penalties for failure
9. Work withyour partner(s) - its in both your interests to succeed



ITIL in 5.9 minutes
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The End

Website: www.itilics.com
www.marval-group.com
Email: info@itilics.com

“Thank you  for listening”

Don Page


