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Introduction

Nikki Haase 

– Director of Process Consulting and Training 

– nikki.haase@rightstarsystems.com

RightStar

– IT consultancy focused solely in Service Management

– ITIL/Best Practice consulting experience

– ITSM & ITSME (Remedy and Service Desk Express) implementation 

experience

– BMC Elite Partner since 2007

mailto:nikki.haase@rightstarsystems.com


ITIL History

V1 – 1986 - 1999 

– The original ITIL function-based practice 

– 40+ books dealing with a variety of IT practices.

– Development sponsored by CCTA (Central Computer and

Telecommunications Agency) in the UK

V2 – 1999 - 2006 

– Updated process-based practice

– The globally accepted best practice framework for ITSM:

• Service Support 

• Service Delivery 



ITIL V3 – May 2007

 ITIL service lifecycle-based practice 

 Incorporates V1 and V2 as well as tested current best practices 

for IT Service Management. 

Five core lifecycle titles:

– Service Strategy 

– Service Design 

– Service Transition 

– Service Operation 

– Continual Service Improvement
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IT Service Management Today

 In this time of economic downturn, IT management is under 

increasedpressure to cut spending. 

Cutting too deeply can have a negative impact on the 

organization's ability to function effectively. 

The right spending can lead to business value if IT can:

– Prioritize work efforts 

– Clearly define services and service level commitments

– Streamline processes

Arraj, Valerie. ñ2009: The Year Of Doing More With Less.ò January 16, 2009.  ITSMWatch.com

<http://www.itsmwatch.com/itil/article.php/3796936>



Goals for IT

To design the organization’s IT 

infrastructure

To ensure integrity of systems that 

manage sensitive financial and legal 

data

To negotiate effectively with 

suppliers to minimize costs and 

maximize value of services received

To become a partner in strategic 

business decisions, not a 

technician to implement operational 

requirements



Key Performance Indicators by Process

Security Management

Change Management

Release Management

Problem and Capacity Management

Service Desk and Incident Management



Security Management

CSF: Effective security management to ensure confidentiality, 

integrity and availability of data

– HIPAA (healthcare), PKI (credit cards)

– Customer confidence

KPIs

– Number of incidents caused 

by security failuresĎ

– Number of security audit 

and testing failuresĎ

– Number of security improvement 

initiatives in placeč



Change Management

 CSF: Well-managed change processes that minimize disruptions 

and, at the same time, provide system updates that meet 

business requirements

– Visibility into CMDB to identify impacted and related CIs

– Example: In order to handle more sales transactions, a retailer wants to 

replace their existing credit card handling systems. The change is 

scheduled during a maintenance window outside of peak business time 

periods well after the holiday shopping season. 

KPIs

– Number of incidents caused by a change Ď

– Number of RFCs processed

– Number of changes bypassing CAB Ď

– Number of changes not tested before implementationĎ

– Number of unauthorized changes detectedĎ



Release Management

 CSF: The release of new business services and features that 

open up new business opportunities while balancing IT’s desire 

for system stability

– Testing!

KPIs

– Number of releases implemented 

without adequate testingĎ

– Number of urgent releasesĎ

– Number of incidents caused 

by releasesĎ

– Number of failed releasesĎ

Sutton, Mike and Moore, Tym. ñ7 Ways to Improve Your Software Release Management.ò July 30, 2008 CIO

http://www.cio.com/article/440101/_Ways_to_Improve_Your_Software_Release_Management

http://www.cio.com/article/440101/_Ways_to_Improve_Your_Software_Release_Management


Problem and Capacity Management

CSF: Proactive problem management to anticipate and avoid 

disruptions in service.

– Trends in errors and faults, testing

– Example: IT notices that, over time, network traffic has increased. There 

have been some failures of redundant or backup systems, but customers 

have not yet been impacted. Business forecasts indicate that customer 

transactions and activity will continue to increase. 

KPIs

– Number of repeat incidentsĎ

– Number of existing known errorsĎ

– Average time for diagnosis of problemsĎ

– Average time for resolution of known errorsĎ

– Number of incidents related to capacity/performance issuesĎ

– Number of SLA performance targets missed due to capacityĎ



Service Desk and Incident Management

CSFs: The ability to handle increasing call volume and to restore 

service to customers more quickly

– Business value measured in minutes

KPIs

– Mean time to restore service Ď

– Percentage of incidents resolved 

within service targets č

– Number of incidents bypassing service deskĎ

– Number of incidents escalatedĎ

– Average customer satisfaction ratingč

– Staff turnover rateĎ

– Average cost per callĎ



When IT is not integrated with the business…

“A lot of the data collected from mortgage buyers was incorrect. 

There are easy technical ways to validate this information and 

incorporate it into the system, but it was never done. They just took 

the information provided at face value. The mortgages were 

wrapped up in financial packages and sold to mutual funds and 

banks, but without any attempt to validate whether they were good 

financial purchases. Whether this was the fault of the business or IT 

is hard to say. But it's a problem technology could have solved.”

- Tony Fisher, CEO of data-quality specialists DataFlux

*Tynan, Dan. ñIT Management: 7 Deadly Sins.ò December 15, 2008. InfoWorld 

<http://www.cio.com/article/470963/IT_Management_Deadly_Sins?page=4>



When IT is integrated with the business…

"The new reality is that technology doesn't just support the 

business – technology powers the business and helps drive 

growth.” 

- Ann Livermore, Executive VP, technology solutions group, HP


