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Embracing complexity, change 

and innovation

When it comes to IT service 

management (ITSM), the pressure 

is building. Complex environments, 

disparate technologies and constant 

change have all become obstacles 

to innovation. IT departments are 

struggling against tougher compliance 

measures that impose added security 
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and governance requirements. 

The reliability of the IT environment 

can affect IT customer satisfaction 

throughout businesses. More often 

than not, IT customers perceive that 

problems within their IT environment 

are caused by IT changes. And most 

problems are reported by users, 

making them feel like the IT test team. 

Many organisations want to increase 

the quality of ITSM, but they don’t 

know where to start. The selection, 

design, implementation and integration 

of ITSM services can be a formidable 

project, one that diverts resources 

away from core responsibilities and is 

subject to considerable risk of delay 

or incompletion. Organisations must 

find a way to gain control of ITSM 

capabilities and align them with their 

business needs. IT must provide 

reliable services as well as enable 

the business to achieve its goals, 

including goals focused on increasing 

innovation.

Designing a framework for more reliable, 
responsive and efficient IT services



IBM IT Management and Consulting 

Services – service management 

design can help you overcome 

those challenges. Our experienced, 

trained and skilled consultants have 

deep competency skills and industry 

knowledge, and they can help you 

design your ITSM capabilities to create 

an improved management architecture 

focused on delivering high-quality 

services. Using a flexible, modular, full 

lifecycle approach driven by a rigorous 

and well-documented methodology, 

IBM works with you to deliver an 

integrated set of service management 

design initiatives.

IBM can help you establish a 

comprehensive service management 

framework based on accepted 

standards and best practices such as 

International Standards Organisation 

(ISO)/International Electrotechnical 

Commission (IEC) 20000, Control 

Objectives for Information and 

related Technology (COBIT) and 

the IT Infrastructure Library® (ITIL®) 

framework. The design services help 

you develop better processes around 

your people, technology, information 

and governance. IBM Global Services 

also provides methodology, design 

assets and the resources required for 

design services.

Defining IT needs alongside business 

objectives

To begin the process of developing 

your ITSM framework, we help you 

define your IT needs in relation to your 

business objectives. IBM works with 

you to analyse the current state of 

your ITSM capability, helping you see 

gaps and risks. We collaborate with 

you to design a service management 

capability that takes into account 

accepted standards and best practices 

as well as your:

Unique business, operational and 

organisational requirements 

Service management strategy 

and plan

Design requirements.

Your ITSM design strategy includes 

a governance structure for directing 

and controlling service support and 

delivery with the goal of prompting the 

behavioural changes required by IT 

service management. IBM designs the 

management framework to provide 

organisational clarity by defining the 

decision rights and accountability 

for the roles, teams and functions 

required by IT service management. 

The new IT framework can improve the 

•

•

•

transparency of ITSM decision making, 

helping you achieve the required 

behaviour and enterprise 

cultural changes.

Supporting higher-quality service 

delivery at a lower cost

When you engage IBM for service 

management design, IBM helps you 

build your service management design 

for less than it would typically cost you 

to do it yourself. And we help you create 

a design that really works for your IT 

organisation. Service management 

design services from IBM are part of 

a comprehensive solution, so you can 

feel confident that you can finish what 

you start when it comes to changes 

and improvements. 

Using the foundation created in 

the design strategy phase of the 

engagement, we help you build 

a management framework that 

supports your ability to direct, control 

and execute ITSM and meet service 

requirements. By simplifying the design 

and building on accepted standards 

and practices, we help you create 

an open, integrated and flexible IT 

organisation. This can enable you 

to collaborate across management 



domains within your company as well 

as with external partners and suppliers. 

Your design includes not only the 

technology architecture that tracks and 

automates the process and service 

workflows, but also the organisation, 

information and governance required 

to help achieve the desired changes 

within your enterprise. Because you 

tap in to IBM expertise, your solution 

can be less costly and more efficient 

than if you were to take on the 

project yourself.

Redeploying resources to support 

increased innovation

Given the increasing complexity and 

customer requirements of IT, your staff 

may spend too much time on reactive, 

often overlapping tasks or other 

operational activities that don’t add 

new value to your organisation. 

With service management design, IBM 

can help you eliminate inefficiencies so 

that you can redeploy people to areas 

that add business value and innovation 

to drive new value into your business.

IBM works with you to develop 

a transition and implementation 

plan tailored to meet your service 

requirements. Implementation is 

a balancing act among your key IT 

concerns , the availability of human, 

technical and financial resources for 

project-based work as well as the 

organisational change that must be 

managed during implementation. 

We help you redeploy resources to 

make the transition easier. Proper 

design and clarity in governance can 

reduce performance decline that is 

common during periods of change. 

We create a transition process that 

helps ensure that business system 

rollouts are conducted in greater 

alignment with your organisational 

strategies and objectives. 

A properly planned implementation 

can improve time to value, reduce total 

implementation costs and decrease 

business disruption , helping 

your IT staff work on innovative 

strategic initiatives.

Providing preparation for a transition to 

implementation services

IBM can also help you implement the 

service management framework that 

it helped you design. During the design 

phase, we focus on producing the 

deliverables needed to help enable 

efficient implementation services. 

Implementation begins with detailed 

workflow design, tool integration 

and customisation. We can also 

help with organisational readiness 

and provide pilot services to assist 

you with a successful deployment. 

With IBM helping you adhere to a 

disciplined best practice approach 

and to the framework developed in 

the planning and design phases, 

you can reduce the time, costs and 

human effort required to implement IT 

service management. Getting it right 

the first time can dramatically reduce 

business disruption and the hard 

costs associated with ITIL and ITSM 

initiatives.



your existing assets – people, 

processes and technologies – to 

help you get where you need to be. 

To assist with your design, we offer 

broad practical experience, technical 

skills and methodologies derived 

from thousands of successful client 

engagements around the world. 

For more information

To find out more about IBM IT 

Management Consulting Services 

– service management design, contact 

your IBM representative or visit:

ibm.com/services

GTD01419-GBEN-00

IBM United Kingdom Limited 
PO Box 41 
North Harbour 
Portsmouth 
Hampshire 
PO6 3AU

Tel: 0870 010 2503 
ibm.com/services/uk

IBM Ireland Limited 
Oldbrooke House 
24-32 Pembroke Road 
Dublin 4

Tel: 1890 200 392 
ibm.com/services/ie

IBM South Africa Limited 
Private Bag X9907 
Sandhurst 
2146 
South Africa

Tel: 0860 700 777 
ibm.com/services/za

The IBM home page can be found at ibm.com

IBM, the IBM logo, ibm.com, are trademarks of International 
Business Machines Corporation in the United States, other 
countries, or both.

ITIL is a registered trademark, and a registered community 
trademark of the Office of Government Commerce, and is 
registered in the U.S. Patent and Trademark Office 

IT Infrastructure Library is a registered trademark of the 
Central Computer and Telecommunications Agency, which 
is now part of the Office of Government Commerce.

Other company, product and service names may be 
trademarks, or service marks of others.

1 References in this publication to IBM products, programs 
or services do not imply that IBM intends to make these 
available in all countries in which IBM operates. Any 
reference to an IBM product, program or service is not 
intended to imply that only IBM products, programs 
or services may be used. Any functionally equivalent 
product, program or service may  
be used instead.

IBM hardware products are manufactured from new 
parts, or new and used parts. In some cases, the 
hardware product may not be new and may have been 
previously installed. Regardless, IBM warranty terms 
apply.

This publication is for general guidance only. Information 
is subject to change without notice. Please contact your 
local IBM sales office or reseller for latest information on 
IBM products and services.

Photographs may show design models.

© Copyright IBM Corporation 2008 
All Rights Reserved.

Offering an end-to-end solution

IBM IT Management Consulting 

Services has deep industry experience 

to help you develop new ITSM 

processes around your people, 

products, services and assets. 

Our well-trained and certified 

personnel offer a full range of solutions 

from strategy and planning, design and 

implementation to tool support. And 

our methods leverage an extensive 

library of intellectual capital to facilitate 

rapid assessment of your current 

environment that leads to a custom 

service management design for your 

organisation. We excel at leveraging 
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