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We are here to talk about 
Our experience in deploying 
service m anagem ent solut ions
Business m odel im pact of I T 
Service m anagem ent
How we apply the I T 
I nfrast ructure Library m odel to 
aid in the deploym ent planning
A developm ent m odel for 
integrat ing the processes, 
organization and technology 
together
A service model for organizing 
your services
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Som e basic definit ions
Business dr ivers for Service Managem ent
Overview of Service Management
Applying Service Managem ent
Assessing deploym ent opt ions and 
readiness
Deploym ent m odel
Service m odels
Quest ions and answers
References
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We define a service as an I T offer ing used 
to support a business funct ion. A service 
can be com posed of 

Facilities

Networks

Systems

Applications

Services
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Service Managem ent Definit ion

Service Managem ent is defined around three 
object ives:

Aligning I T services with current and future needs of the 
business.
To im prove the qualit y of the delivered I T services
To reduce the long- term cost of service

Based on I TI L I T I nfrast ructure Library
Collection of best practices 
Provides a process fram ework for m anaging I T
Originated in the UK around 1989
Gaining popular ity here in the United States 
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Service Delivery
Service Level 
Management
Capacity Managem ent
Continuity Management
Availability Management 
Financial Managem ent

Service Support
Incident Management
Problem Managem ent
Configurat ion 
Management
Change Management
Release Management
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Well integrated processes are essent ial for 
a successful deploym ent .

Many years ago a wise Boeing engineer told 
m e there is a big difference between a m illion 
parts fly ing in close form at ion and a well built 

plane.
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Pressure to lower the cost of I T
Dem and to offer m ore services 
to business units & custom ers
Need to m anage I T divisions as 
businesses that provide defined 
services
Requirem ent to m anage 
escalat ing cost of downt im e
Can you think of m ore?
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There are two generic com pet it ive 
st rategies for broad businesses: 1

Overall cost leadership using I TI L/ I TSM to 
dr ive service delivery & service support 

Different iat ion using aspects of I TI L/ I TSM to 
different iate service offer ings 

1. Competitive Strategy Michael E. Porter.
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Brick and m ortar com panies will be generat ing 
m ore revenue on- line which will cont inue dr iving up 
the cost of downt im e
This downt im e cost will increase as m ore revenue is 
generated from on- line m ission cr it ical applicat ions:

eBay: $23/sec.
Southwest Air lines: $67/ sec
Am azon.com : $99/ sec

More accurate t racking of licenses
Faster service im plem entat ions
More accurate changes/ less rework
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Prem ier I T support for select 
custom ers
Accelerated service deploym ent 
and upgrades
I ntegrated & coordinated 
infrast ructure upgrades for 
custom ers
Autom ated capacity addit ions 
for peak load periods
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What we m anage to 
m eet business 
dem ands

Facilit ies
Networks
System s
Applications
Services

How we m anage to 
m eet business 
dem ands

Incident mgmt.
Problem mgmt.
Configurat ion m gm t.
Change mgmt.
Release mgmt.
Service level mgmt.
Financial mgmt.
Capacity m gm t .
Continuity mgmt.
Availabilit y m gm t .
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Service Managem ent Mat r ix

Services
Applications
Systems
Networks
Facilities
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Technology
(Service Desk, Openview Operations, Network Node Manager)

Organization
(Process Owners, Process Users, Support Organization, & Development Organization)

Process
(Customized ITIL Processes & Procedures)
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E-m ail Service & Service 
I ncidents

Organizat ions
End-users of the service
Incident managers
Service managers

Processes
Service outage incident recovery
Service outage notification
Service outage reporting

Tools
HP-Service Desk
HP- Internet Services
HP-Service Information Portal
Telemon Notification service

Incident Mgmt. 
of a Service
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Use the m at r ix as your m ap.
Apply a sim ple color or num bering scheme 
to specify pr ior ity or desired locat ion on the 
m at r ix.

Red -> Urgent or highest pr ior it y
Yellow -> Near term or m edium prior ity
Green -> Longer term or lowest pr ior ity

The applicat ion of the prior it ies m ust be 
driven by your business dem ands
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Services
Applications
Systems
Networks
Facilities




