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� Crossing the Chasm

� Implementation Pitfalls
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Service, IT Service Management and ITIL

‘IT Service Management’ Defined

“IT Service Management is the integrated management of the people, processes, 
technologies and information required to ensure the cost and quality of IT services valued by 

‘Service’ Defined

“Services are a means of delivering value to customers by facilitating the outcomes 
customers want to achieve without the ownership of specific costs and risks.”
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IT Infrastructure Library (ITIL)

The IT Infrastructure Library (ITIL) is a set of books 
describing the processes and leading practices that are 
considered essential for effective IT service management. 

IT organizations seeking to improve IT service 
management frequently begin by adopting and adapting 
the processes and practices recommended by ITIL.

technologies and information required to ensure the cost and quality of IT services valued by 
the customer.”



People
• Roles, teams and functions

• Skill requirements

• Job descriptions

• Performance indicators

Process
• Technology and information requirements

• Policies and governance

• Process design

• Detailed workflows

• Workflow implementation

• Procedures

• Staffing levels

• Resource acquisition

• Training curriculum

• Staff training

Begin with the end in mind
- consider all ITSM domains in your ITSM projects

You need well-trained people armed with the right information, executing well-defined, technology-enabled 
processes to deliver high-quality services to the business functions they support
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Governance

Information
• Information requirements 

• Data model

• Information flows

• Interfaces and integration

• Measurements

• Reports

Technology
• ITSM architecture

• Tool requirements

• Tool evaluation and selection

• Tool installation

• Development environments

• Customization and integration

• Testing

• Deployment



Leverage industry practices
- ITIL v3

Service Strategy

Market Intelligence

IT Financial Management

Service Portfolio Mgmt

Service Portfolio Mgmt

Service Catalog Mgmt

Service Level Mgmt

Capacity Mgmt

Change Mgmt

Service Asset & 

Configuration Mgmt

Knowledge Mgmt & a 

service knowledge system

Service Release & 

Monitoring & Event Mgmt

Incident Mgmt

Request Fulfillment 

(standard changes)

Problem Mgmt

Measurement & Control

Service Measurement

Service Assessment & 

Analysis

Process Assessment & 

Strategy Design Transition Operation
Continual 

Improvement
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Service Portfolio Mgmt

Demand Management

Capacity Mgmt

Availability Mgmt

Service Continuity Mgmt

Information Security Mgmt

(ISO 27K, ISO 20K)

Supplier & Contract Mgmt

Service Release & 

Deployment Planning

Performance and Risk 

Evaluation

Testing

Acquire, Build, Test 

Release

Service Release, 

Acceptance, Test & Pilot

Deployment, 

Decommission and 

Transfer

Problem Mgmt

Access Mgmt

Process Assessment & 

Analysis

Service Level 

Management

Improvement PlanningRisk Management

Processes

Functions

Service Desk

Infrastructure 

Management

IT Operations

Facilities 

Management

Organizational Change & 

Communications



ITIL v3 does not provide a technology architecture for implementing 
an ITSM project …

Service Strategy

• Establishes the overall strategy for providing IT services. 

It consists of four main activities:f

– Define the market

– Develop the offerings

– Develop the strategic assets

– Prepare for execution

Service Design

• Converts strategic objectives into 

portfolios of services and service assets

• Develops policies, architectures, 

portfolios

• Design a new or changed service for 

introduction into the live environmentContinual Service Improvement

• Review and analyze Service Level 
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Service Transition

• Guidance for the transitioning of new 

and changed services into the 

production environment

• It focuses on the broader, long-term 

change management role and release 

practices

• Objective is to ensure minimal 

unpredicted impact on production 

services, operations and support 

organization

Service Operation

• Coordinate and carry out the activities and processes 

required to deliver and manage services at agreed levels 

to business users and customers

• Manage the technology that is used to deliver and 

support services

• Review and analyze Service Level 

Achievement results

• Identify and implement improvement 

activities to improve IT Service quality 

and improve the efficiency and 

effectiveness of ITSM processes



The IBM Service Management Reference Architecture (ISM RA) 
provides re-usable templates for design of the technical solution…
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… and drills down to the specific IT capabilities required - including 
both the management applications and information that are needed 

Service Provisioning

Service Request Management

Service Management Foundation

Service Monitoring

Service Asset Management

Reporting & Dashboards

Presentation 

Capabilities

Templates & 
Data

User Contact Management

Communication 

Capabilities

User Contact

Data

Fulfillment & 
Routing 

Capabilities

UC Monitoring 

& Analysis 

Capabilities

Incident Management

Logging & 

Classification 
Capabilities

Incident 

Policies & 

Records 
Diagnosis & 
Resolution 

Capabilities

Change Management

RFC 
Assessment

Service

RFC Audit & 
Review 

Capabilities

RFC Data

Financial Management

Cost 

Management 

Capabilities

Metering 

Capabilities

Billing & 
Invoicing 

Capabilities

Budget & 
Planning 

Capabilities

Usage

Data

Accounting 

Capabilities

Cost Model 

& Rates

Business System Management

Correlation

Capabilities

Business Health 

Analysis

Capabilities

Modeling & 
Decomposition 

Capabilities

Bus System 
Rules & Policies

Event Management

Detection & 

Filtering 

Capabilities

Correlation 

Capabilities

Resolution 

Capabilities

Historical 
Event Data

Realtime

Event Data

   Service Execution & Choreography 

Service Flow

Repository

Asset Management

Inventory

Asset Auditing 
Capabilities

Asset 

Reporting 

Capabilities

Asset Control 

Capabilities

Operational Monitoring Capabilities

Infrastructure 

Monitoring 

Capabilities

Operation/App 

Monitoring 

Capabiities

Alerting 

Capabilities

Monitoring 

Data

Service Request

Service 

Request

Project

Request

Incident 

Logging

Standard

Change

Entitlement

Capabilities

Enrollment & 

Subscription 

Capabilities

Customer 

Profiles

Service Catalog

Service

CatalogOffering 

Management 

Capabilities

Ordering 
Capabilities

Resource Management

Batch & Job 

Mgmt 

Capabilities

Load 
Balancing 

Capabilities

Workload 
Management 

Capabilities

Policies & 
Profiles

Transaction 

Management 

Capabilities

Workload 
Monitoring 

Capabilities

Service Level Management
Service Level 

Negotiation 
Capabilities

Service

Contracts

SLAs

OLAs

UCs

Service Level 
Attainment 

Capabilities

Configuration Management

CMDB

CI Status 

Accounting 

Capabilities

Configuration 

Control 
Capabilities

Report Creation 

Capabilities

Metrics and 

Measurement 

Capabilities
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Process Runtime Environment

Process Execution 
Capabilities

Common Process 
Data Store

Process Reporting 

Capabilities

Process 

Management 
Capabilities

P
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e
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e
n
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Support Interface

Service Quality Management

Data 

Transformation

Capabilities

Escalation 

Capabilities

Knowledge Management

Planning & 

Maintenance 

Capabilities

Submission 

and Structuring 
Capabilities

Retrieve and 

Publish 

Capabilities

Structured

Knowledge

Problem Management

Known

Errors

Root Cause 

Analysis 

Capabilities

Definition & 

Prioritization 

Capabilities

Resolution 

Planning 

Capabilities 

Change 

Scheduling 

Capabilities

Change 

Implementation 

Capabilities
Release Management

Release Testing Capabilities

Release Packaging Capabilities

Software 

Distribution 

Capabilities

Platform 

Capabilities

Distributed
Software Library

Distributed 
Hardware Store

Patch Mgmt 
Capabilities

Capacity Management

Reservation 

Capabilities

Forecasting 

Capabilities

Demand 

Management 

Capabilities

Business

Capacity

Service 

Capacity

Resource 

Capacity

Capacity 

Data

Performance Management

Performance 

Correlation & 
Tuning Capabilities

Performance 

Data

Service 

Levels

Financials

Process

Capacity

Performance 

Analysis 
Capabilities

Service Continuity Management

BIA 

Capabilities

Continuity 

Planning 

Capabilities

SC Data

Recovery 

Capabilities

Availability Management

Availability 

Analysis 
Capabilities

Availability 

Planning 
Capabilities

Availability 

Data

\

Repository

Scheduling 

Capabilities

Service Flow 

Development 

Capabilities

Service Flow Execution 

Capabilities

Service Fulfillment Tasks

12n

Service Flows

12n

Discovery

Discovery 

Data

CapabilitiesCapabilities

CI Auditing 

Capabilities

Discovery 
Capabilities

Topology 

Management 

Capabilities

Data 

Integration 
Capabilities

Proactive 

Problem 

Capabilities



Crossing the Chasm
- Implementation Pitfalls
- Manage Your Project Risks with IBM implementation 
services
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� Unrealistic ROI 

expectation.

� IT groups are already 
resource-constrained

� Projects done as "the right 
thing to do", but with 
insufficient regard for …

� Don’t try to do it all at once.

� Think about measurement 
from the start.

Gartner: 
“Most enterprise systems 
management 
implementations fail, 
why?”

Meta: 
“External specialists are 
key to the success of ITIL 
projects. Why”

Forrester: 
“Forrester has learned of 
spectacular failures in 
implementing ITIL, as 
well as many success 
stories …and a clear 
pattern.”

According to Industry Research – ITSM is difficult to 
implement: Why do they say that?
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� Process - Managers 

expect that processes 

will be just "dropped in" 

with the technology. 

� Goals - Organizations 

often do not predefine 

overall objectives

insufficient regard for …
effort, cost and time …

� >70% do not yield a 
definable ROI

� 30%+ of internal projects 
never reach formal 
completion 

� Self implementation of ITIL 
best practices cost 55% 
more than anticipated due 
to inefficiencies brought on 
by inexperience 

� Expert advice from 
experienced implementers 
can help avoid the 
common causes of ROI 
dilution.

from the start.

� Automate process steps 
wherever possible. 
(always think about people, 
process and technology)

� Start with incident 
management.

� Follow up with 
configuration management.

� Implement ITIL in phases



How do you get from “best practices” to 
“implemented” – effectively and efficiently?
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Crossing the chasm



What does it take to successfully implement best 
practices?

What  do you need to 
“make ITIL work?”

• A structured, well tested approach

• Clear roadmap and objectives

• Implementation expertise (assess, plan, 
design, implement)

• Governance Model
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• Prioritizing & Diagnostic Techniques

• Capability Maturity Model

• Design & implementation methods

• Manage it like a project

• Tool and technology enablers

• Cultural change mindset

• Strong management mandate



Crossing the Chasm
- Implementation Pitfalls
- Manage Your Project Risks with IBM 
implementation services
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Adopt a structured, tried and proven approach for 
implementation

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

TADDM Implementation ServicesTADDM Implementation Services

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

IT Service Management 
planning to develop a 
strategic implementation 
roadmap – the “IT service 

management plan”

Complete design of the 
future environment and 
define a comprehensive 
implementation and 

management solution

Accelerate implementation 
of IT service management 
disciplines and the 
realization of business 

value

Manage the service over 
an extended period to 
provide higher quality of 
service and superior 

value



Adopt a structured, tried and proven approach for 
implementation

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

TADDM Implementation ServicesTADDM Implementation Services

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

Legend:

Middleware Services

IT Strategy and 
Architecture Services

End User Services



Phase 1: Service  Management Strategy and Planning

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

Legend:

Middleware Services

IT Strategy and 
Architecture Services

End User Services



Service Management Strategy and Planning provides a flexible and 
modular approach to deliver ITSM roadmaps

� A flexible a modular approach to IT 

service management strategy and 

planning

� Rapid strategy and planning workshops

� Readiness engagements

� Strategy and planning engagements

Description

� Planning for IT Service Management to 

ensure an agreed to and justified 

Value Proposition

� IT Service Management has impact and 
dependency throughout IT

Client Pain Points

� Rapid strategy & planning workshop: 
2-3 days plus some initial planning and 
follow up activities spread out over 
several weeks

� Readiness assessment: 4-6 weeks
� Strategy & planning: 6-12 weeks.

Engagement Duration

IT Business
Management

Business

Business Processes

IT Business
Management

Business

Business ProcessesBusiness Processes

ITSM Flash 
Assessment

Service Management Strategy and Planning

16

ensure an agreed to and justified 

approach aligned with business 

objectives

� Leverage ITIL & ISO requirements, 

industry accepted best practices, IBM 

experience and intellectual capital for  

planning IT service management

dependency throughout IT

� Gaining value from ITSM investments 
has been challenging. Many projects 
have stalled, failed or engagement in 
wishful thinking but produced no 
sustainable value

� Assess and plan for ITSM process, 
organization, technology and information 

� ITIL, PRM-IT, COBIT, ISO IEC 20000

� IT management strategy & assessment 

� IBM capability maturity assessment for 

ITIL® and PRM-IT

� IBM ITSM flash assessment & IT 

management system analysis technique

� IBM ITSM adoption model

Methods/Frameworks

� ITSM roadmaps

� IT service management plan

� IT service management assessment

� IT service management strategy

� IT service management solution outline

� IT service management transition 

initiatives

Client Deliverables

Management

IT DevelopmentIT Operations

Business Driven
Development

Business-IT 
Alignment

IT Service
Management

IT
Governance

Management

IT DevelopmentIT Operations

Business Driven
Development

Business-IT 
Alignment

IT Service
Management

IT
Governance

Dynamic 

Collaboration

Integrated IT

& Business

Integrated

IT

Partially

Integrated IT

Discrete 

IT Silos

Dynamic 

Collaboration

Integrated IT

& Business

Integrated

IT

Partially

Integrated IT

Discrete 

IT Silos

IT 
Governance

IT Operations

IT Development

IT Business
Management

Change Management – Carrying Out the Process

High quality requests 

based on criteria that 
adapt to practical usage;

organisation feels 
positive about using the 
change management 
process; feedback loop 

in place.  All change 
types accepted and 

controlled. CAB / EC 
frequently consider 
RFCs electronically 

without the need for 
physical meetings. 
Relevant business areas 

always involved in CAB / 
EC decisions

Change entry is 
automated and process 

rules enforced as a 
result - lead times, 

process path, 
authorization 
requirements etc. are 

always correct. 
Emergency  RFCs are 
always justified and 

handled correctly

World-Class (5) Now GoalMature (4)Capable (3)Aware (2)Unfocused (1)

Clear criteria; good 

balance struck between 
process standardization 

(automation) and
meeting varied 
departmental needs. 
Risk assessments always 

done. Lead times 
required for all changes 

are enforced.  Change 
types defined for all 
changes. Membership of 

CAB / EC always varies, 
depending on the RFCs 
being reviewed. Business 

areas may be 
represented on CAB

Evaluation regularly 

includes risk assessment. 
Lead times defined for all 

changes, but not 
enforced.  Change types 
are defined but do not 
include all changes. CAB 

/ EC sometimes limited to 
those affected by the 

change. RFCs sent out 
electronically for CAB 
preview

Uneven enforcing of 

criteria and required 
information; process 

known to be frequently 
bypassed. Little or 
ineffective risk 
assessment. Lead times 

defined for major 
changes. Regular CAB 

meetings with a large 
group of people

Much confusion over 

the evaluation criteria: 
not 

agreed/communicated 
with the change 
process participants, 
and possibly changing 

depending on the 
assessors. There is no 

CAB.

Review 
Changes via 

Change 
Advisory 
Board (CAB) / 

Emergency 
Committee 
(EC)

Clear entry point(s); 
authorization works 

(evidence of some 
"rejects" or requests that 

need to be resubmitted 
due to insufficient 
information).

Change Manager 
confirms all priorities and 
categories. RFCs are 

always sent to the correct 
areas for assessment. 

Some Emergency RFCs 
are due to poor planning

Good enforcement of 
required information;

tools/database used 
effectively; "informal" 

authorization process, 
possibly with some 
"rubber stamping". Some 

RFCs are rejected early 
on if data is missing or 
there is an obvious 

conflict of dates. Many 
RFCs are classified as 

Emergency and allowed 
through the process

Clear entry point(s), but 
authorization process 

unclear, and known to be 
frequently bypassed. 

Required information is 
not known by all.

Much confusion over 
the change entry 

process, or there are 
multiple (possibly 

changing) entry points. 
IT gets involved late in 
the cycle -- no notion of 

authorization to request 
changes

Accept & 
Classify 

Changes

Change Management – Carrying Out the Process

High quality requests 

based on criteria that 
adapt to practical usage;

organisation feels 
positive about using the 
change management 
process; feedback loop 

in place.  All change 
types accepted and 

controlled. CAB / EC 
frequently consider 
RFCs electronically 

without the need for 
physical meetings. 
Relevant business areas 

always involved in CAB / 
EC decisions

Change entry is 
automated and process 

rules enforced as a 
result - lead times, 

process path, 
authorization 
requirements etc. are 

always correct. 
Emergency  RFCs are 
always justified and 

handled correctly

World-Class (5) Now GoalMature (4)Capable (3)Aware (2)Unfocused (1)

Clear criteria; good 

balance struck between 
process standardization 

(automation) and
meeting varied 
departmental needs. 
Risk assessments always 

done. Lead times 
required for all changes 

are enforced.  Change 
types defined for all 
changes. Membership of 

CAB / EC always varies, 
depending on the RFCs 
being reviewed. Business 

areas may be 
represented on CAB

Evaluation regularly 

includes risk assessment. 
Lead times defined for all 

changes, but not 
enforced.  Change types 
are defined but do not 
include all changes. CAB 

/ EC sometimes limited to 
those affected by the 

change. RFCs sent out 
electronically for CAB 
preview

Uneven enforcing of 

criteria and required 
information; process 

known to be frequently 
bypassed. Little or 
ineffective risk 
assessment. Lead times 

defined for major 
changes. Regular CAB 

meetings with a large 
group of people

Much confusion over 

the evaluation criteria: 
not 

agreed/communicated 
with the change 
process participants, 
and possibly changing 

depending on the 
assessors. There is no 

CAB.

Review 
Changes via 

Change 
Advisory 
Board (CAB) / 

Emergency 
Committee 
(EC)

Clear entry point(s); 
authorization works 

(evidence of some 
"rejects" or requests that 

need to be resubmitted 
due to insufficient 
information).

Change Manager 
confirms all priorities and 
categories. RFCs are 

always sent to the correct 
areas for assessment. 

Some Emergency RFCs 
are due to poor planning

Good enforcement of 
required information;

tools/database used 
effectively; "informal" 

authorization process, 
possibly with some 
"rubber stamping". Some 

RFCs are rejected early 
on if data is missing or 
there is an obvious 

conflict of dates. Many 
RFCs are classified as 

Emergency and allowed 
through the process

Clear entry point(s), but 
authorization process 

unclear, and known to be 
frequently bypassed. 

Required information is 
not known by all.

Much confusion over 
the change entry 

process, or there are 
multiple (possibly 

changing) entry points. 
IT gets involved late in 
the cycle -- no notion of 

authorization to request 
changes

Accept & 
Classify 

Changes

Extra
ct O

nly

Extra
ct O

nly

ITSM Adoption Model

ITIL & PRM-IT Maturity 
Model



Service Management Strategy and Planning develops a 
comprehensive roadmap for implementing or improving ITSM

1. Understand Strategy 
and Plans

Service Management Strategy and Planning

Technology

Process

PeopleInformation
IT Service

Management

2. Baseline Current Capabilities 3.  Develop ITSM Strategy
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Evaluate Current State to Identify 
Capability Gaps and Improvements

4. Evaluate Solution 
Approaches

Evaluate Development and 
Sourcing Options

Align with Business Drivers and 
Customer Expectations

Define Service Catalog and 
Required ITSM Capabilities

5.  Develop Value Proposition 6.  Implementation Roadmap

Justify Initiatives and Develop 
Business Case

Prioritize and Sequence Design and 
Implementation Initiatives



Phase 2: Service  Management Design

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

Legend:

Middleware Services

IT Strategy and 
Architecture Services

End User Services



Service Management Design establishes the processes, 
organization and technical architecture for service management

� High Level design of the IT Service 
Management framework including design 
ITSM diagnostic, design requirements, 
governance, guiding principles, 
processes, organization (roles, teams & 
functions), ITSM architecture, 
Information, & services

Description

� Mature and proven approach to establish 
the design of an effective service 

Value Proposition

� Depends on scope and required design 

customizations vs. adherence to 

standards

� 6 to 20 weeks

Engagement Duration

� Define the future framework for effective 

and business aligned IT service 

Client Pain Points

Design Method – ITSMDD

Design Assets 

Define the 
Engagement

Conduct 
Assessment

Define 
Managed 

Environment

Define 
Required 

Processes, 
Information, 
Roles and  

Tools
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Define 
Governance –
(Management 

Model/Guiding 
Principles)

Define 
Process & 
Information

Map Roles, 
Team, 

Functions to 
Organizational 

Structure 

Gap 
Analysis

Define 
Technology 

Requirements

Define Role, 

Team and 
Functions

Define 

Service 

Management 

Engagement 

Definition

Client 

Assessment
Framework 

Design 

Strategy

Framework 

Design 

Components

Solution 

Requirements

Solution 

Design

Implementation 

Planning

Develop

High Level 
Implementation 

Plan

Service Management Design
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the design of an effective service 
management framework as the basis for 
implementation. 

� Template driven approach that leverages 
accepted best practices and standards to 
produce a complete management 
framework.

� ITSMDD – IT service management design 

and development, template edition

� ITIL, ISO IEC 20000, COBIT

� PRM-IT

Methods/Frameworks

� Governance management model

� Process and service designs

� Organization design (roles, teams, 

functions)

� Technical design (ITSM architecture)

� Information design

� Implementation plan

Client Deliverables

and business aligned IT service 

management 

� Method based approach enables reliance 

on project management

� IC Assets based on best practice and 

standards

Service

Process

Service

Process

Design Assets 
Process, Service, Organization, 

Technology, Information



Service Management Design helps define both the IT services and 
the enabling IT service management capabilities

Service Management Design
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Service Catalog Service Definitions

Service Levels

Service Workflows

End User Services

Request New Desktop

Request New Laptop

LAN Connectivity

Remote Connectivity

Desktop Problem

Decommission Desktop/Laptop

Server Services

Request New High End Server

Request New Low End Server

Request New Server Image

Decommission Server

Server Support (no requests)

Voice Services

Request New Phone

Phone Problem

Decommission Phone

Application Services

Antivirus Software

Microsoft Office

Siebel – Customer Relationship Module

Welcome to the IT Organization Service Catalog Home Page

End User Services

Request New Desktop

Request New Laptop

LAN Connectivity

Remote Connectivity

Desktop Problem

Decommission Desktop/Laptop

Server Services

Request New High End Server

Request New Low End Server

Request New Server Image

Decommission Server

Server Support (no requests)

Voice Services

Request New Phone

Phone Problem

Decommission Phone

Application Services

Antivirus Software

Microsoft Office

Siebel – Customer Relationship Module

Welcome to the IT Organization Service Catalog Home Page
Service Name: S311 – Identify Technology & 

Architecture Options for Business Issues

Service Category: Development Services

Service Group: Solution Consulting

Description & Scope:
• Review business opportunity/problem and identify 

technology alternatives that should be considered.  In IT 
enabler models, this happens proactively as IT presents 

technology opportunities to the business.

Value Proposition (Client Benefits):
• Identification of technology options for implementing / 

supporting business strategy
• Review of new or different technology possibilities to 

support business opportunities and problems

Deliverables: 
• Scope of research
• Identified technology and architecture options

Key Performance Indicators:
• Average time to complete report
• Average number of options per business issue
• Average time to identify & research each option

Processes Activities: 
� A411 - Review and Refine Project Scope and Objectives
� A412 - Understand Current and Proposed Solution 

Environments
� A313 - Determine and Interpret IT Value
� A321 - Select Areas for Research
� A322 - Investigate Research Areas

� A323 - Organize Research Information
� A324 - Analyze Research Information
� A325 - Document / Distribute Research Findings

� Service interfaces / dependencies: 
� “S121 - Manage User Requests” – required to receive request
� “S231 – Provide Contact Channel between IT & Business”, 

“S232 – Manage Business-driven IT Requirements” – input 

needs
� “S213 – Provide Business-related Technology Intelligence” –

input to assist in selecting areas to research

� “S212 – Develop IT Strategy” – input during analysis of 
research

� “S312 – Identify & Conceptualize Potential Solutions” –
receives information to analyze and further refine

Pricing Measurements:
• Per business issue / opportunity

Related Business Policies:
• Business Process Enabling Policies
• New Technology Evaluation and Selection Policies
• Architecture Policies and Standards
• Business Strategy

Service Name: S311 – Identify Technology & 

Architecture Options for Business Issues

Service Category: Development Services

Service Group: Solution Consulting

Description & Scope:
• Review business opportunity/problem and identify 

technology alternatives that should be considered.  In IT 
enabler models, this happens proactively as IT presents 

technology opportunities to the business.

Value Proposition (Client Benefits):
• Identification of technology options for implementing / 

supporting business strategy
• Review of new or different technology possibilities to 

support business opportunities and problems

Deliverables: 
• Scope of research
• Identified technology and architecture options

Key Performance Indicators:
• Average time to complete report
• Average number of options per business issue
• Average time to identify & research each option

Processes Activities: 
� A411 - Review and Refine Project Scope and Objectives
� A412 - Understand Current and Proposed Solution 

Environments
� A313 - Determine and Interpret IT Value
� A321 - Select Areas for Research
� A322 - Investigate Research Areas

� A323 - Organize Research Information
� A324 - Analyze Research Information
� A325 - Document / Distribute Research Findings

� Service interfaces / dependencies: 
� “S121 - Manage User Requests” – required to receive request
� “S231 – Provide Contact Channel between IT & Business”, 

“S232 – Manage Business-driven IT Requirements” – input 

needs
� “S213 – Provide Business-related Technology Intelligence” –

input to assist in selecting areas to research

� “S212 – Develop IT Strategy” – input during analysis of 
research

� “S312 – Identify & Conceptualize Potential Solutions” –
receives information to analyze and further refine

Pricing Measurements:
• Per business issue / opportunity

Related Business Policies:
• Business Process Enabling Policies
• New Technology Evaluation and Selection Policies
• Architecture Policies and Standards
• Business Strategy

S122- Procure Hardware/ Software or Services
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Per procurement 
request (or per 

request per asset)

Flat cost
Contract/relationship

 Maintenance

Contract Management Tool Configuration/Asset Tool

Approved 

vendor list

S416- Maintain 

and Manage an 

Asset Database

A823 Select 

Supplier and 

Negotiate 

Contract 

Received 

hardware, 

Software or 

Service

A826 Manage 

Supplier 

Relationship

Vendor 

Performance 

Reports

S121- Manage 

User Requests 

Per each initial 
vendor setup

A825 Receive 

Procurements

A824 

Administer 

Supplier 

Contract/ 

Agreement

A822 

Administer 

Procurement 

Requests

Average time to 

select new 

supplier

Average time to 

negotiate 

contract per 

period

Average time to 

process 

procurement per 

period

Number of 

errors by vendor 

per period

S214- Define 

Enterprise-wide 

Architecture and 

Standards
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Processes

Procedures

Job Roles

Training

Management Tools

Custom Automation

Policies and Controls

Measurements and 
Reports



Phase 3: Service  Management Implementation

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

Legend:

Middleware Services

IT Strategy and 
Architecture Services

End User Services



Service Management Implementation Services 
streamline your IT operations 

� Provide ITIL compliant management if IT 
systems, simplify IT services, reduce risks 
associated with changes and configurations 
in IT service deployments, manage IT 
assets throughout their lifecycle, manage 
service levels, and provide service desk 
operations

Description

Value Proposition

• Depends on offering selected bronze, silver 

or gold and the number of modules within 

each.

• 1 to 12 weeks typically. More time will be 

needed for complex solutions

Engagement Duration

Client Pain Points

� Accelerator for Tivoli Service Request 

Manager

� Accelerator for Tivoli Asset Management 

for IT

� Accelerator for Change and Configuration 

Management

� TADDM Implementation Services

� Business of IT Dashboard

� Event Management and Monitoring

Service Management Implementation Services
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• GTS is a leader in service management 

deployments

• IBM’s involvement with ITIL and other 

standard practices leads the industry

• Service management offerings have proven 

success in shortening time to value for our 

clients

Value Proposition

• ITIL, PRM-IT, COBIT, ISO IEC 20000

• IBM Accelerator

Methods/Frameworks
• Various workshops and collateral

• Operational service management solution

• Trained staff on the solution deployment

Client Deliverables

• Increasing demands on IT staff and 

infrastructure

• IT costs increasing without increase in 

service level

• IT is unable to keep pace with organizational 

change

• Small changes in IT infrastructure 

extraordinarily difficult and time consuming

Client Pain Points � Event Management and Monitoring

� IBM Accelerator for Asset Mgmt for 

Remedy V7

� IBM Accelerator for Service Mgmt for 

Remedy V7

� Accelerator for Tivoli Service Request 

Manager 7.1

� Accelerator for Tivoli Asset Management 

for IT 7.1



PHASE 3 includes detailed design …

Workflow

Validate services

Check standards and policies

User Interfaces

Measurements, Reports P
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Organization

Define jobs and roles

Identify staffing levels

Skill gap analysis

Identify recruitment

Identify training needs
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Identify training needs

Technology

Procure tools 

Configure software and hardware 

Physical data model



… development & testing …

• Process
– Develop reports

– Develop User Guides

• Organization
– Staff is acquired or reassigned for new jobs

– Course curricula are obtained and/or developed

– Orientation

– Training Materials, TTT

• Testing
– Develop test cases

Executive Steering 
Committee

Project Management 
Team

Technology Team

Pilot Team

Workflow Team Organization Team Technology Team

24

– Develop test cases

– Test every aspect

Unit test 
cases

Unit test 
cases

Unit test 
cases

Unit test 
cases

Integration

test cases
System

test cases

User

Acceptance

test cases

User 
Acceptance 

Test

System 
Test

Integration 
Test

Unit Test

Test the 
function of 
a module 

or program

Test all  
modules 
within the 
solution

Test the 
solution 

with other 
system 

components

Verifies the 
solution 

meets user 
requirements



… and the pilot, which is the first part of implementation

• Workflow

– Execute new services

– Validate measurements and controls

• Organization

– Train people on the new system

– Validate staffing levels, roles and 
responsibilities
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Training
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Pilot

25

• Technology

– Validate tool functionality 

– Populate data

Pilot Objectives

Process and Organization Effectiveness

Workflow is logical and understood by participants

Appropriate information is captured

Meaningful reports are generated

Identified roles and staffing levels are valid

Responsibilities are understood

Process is perceived to add value

Multiple location concept is supported

Documentation and Training Effectiveness

Documentation is of high-quality

Training provided is sufficient to use the tools and the process

Tool Functionality and Usability

Tools are easy to use for all participants

On-line help is sufficient

Performance is within acceptable ranges

Problems and changes are automatically routed to correct assignees and approvers

Tools adequately support the process 

Tools support central coordination and distributed functionality and control

ExampleID Task Name

1

2

3

4

5

6

7

8

9

10

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8

Month 2



Phase 3 ends with the full deployment

• Define Deployment Activities

• Define Required Deployment 
Resources

• Define Deployment Timeframe

ID Task Name

1

2

3

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8

Month 2
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4

5

6

7

8

9

10

PILOT

ID Task Name

1

2

3

4

5

6

7

8

9

10

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8

Month 2

DEPLOYMENT



Adopt a structured, tried and proven approach for 
implementation

Service Management 

Design

Service Management 

Design

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management 

Strategy and Planning

• Workshop

• Readiness

• Full

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management Implementation Services –

Accelerator for Tivoli Service Request Manager

Accelerator for Tivoli Asset Management for IT

Accelerator for Change and Configuration Management

TADDM Implementation Services

Service Management 

Implementation Services

Service Management 

Implementation Services

Other 

Managed Services 

Offerings

Phase 1:
Strategy and Planning

Phase 2:
Design

Phase 3:
Implement

Phase 4:
Run
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Business of IT Executive 

Workshop

Business of IT Executive 

Workshop

TADDM Implementation ServicesTADDM Implementation Services

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

IT Business Management Implementation Services –

Business of IT Dashboard

Event Management and Monitoring

Software Platform Integration and Deployment ServicesSoftware Platform Integration and Deployment Services
Software Platform 

Management Services

Software Platform 

Management Services

Help Desk Services / Self –Enablement PortalHelp Desk Services / Self –Enablement Portal

Device Management Services – Asset ManagementDevice Management Services – Asset Management

Legend:

Middleware Services

IT Strategy and 
Architecture Services

End User Services



Plan your internal capabilities

CIO,
Project Manager

Your IT Organization

Client Executive,
Project Manager

IBM

Project Steering,
Project Management

ITSM Strategy, Architecture
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ITSM Solution SMEs

IT Strategy SMEs, 
IT Architects

ITSM Process SMEs

ITSM Solution Specialists

IT Strategy Consultants,
IT Architects

ITSM Process Specialists

Process Design,
Project Implementation

Solution Design,
Solution Implementation



Parting thoughts…
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Shift to Service-Based Firms
• Managing Service-based vs Product-based organizations
• Different leadership, mindsets and skills needed
• Changing role of leaders
• Transformation challenges
• Demand for higher-quality services as business opportunity



Summary

� Understand IT Service Management and ITIL

� Assess your organizational and Service Management readiness

� Architect your Service Management vision

� Project-manage your Service Management transformation
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� Project-manage your Service Management transformation

� Outsource the rest to IBM

� Strategy and Planning, Design and Implementation services

� Architects, consultants, project managers and specialists

� Re-usable methods and assets



IBM Software
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