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No, I’m not being rude and accusing you of
madness, I’m talking about BS15000. And I know
the answer to the first question is almost certainly
“No”, since there are only 4 companies
worldwide officially BS15000 certified. The
answer to the second part appears to be more
encouraging. More than 180 delegates attended
our recent seminar on BS15000, the largest
audience for a one day seminar. So clearly, many
companies are considering the value of formal
certification – even if not all are really ready for this final step.
Interest in BS15000 continues to grow, with a huge surge of interest in India in
particular. By the time this is published, Standards Australia will hopefully have
ratified it as an adopted local standard (AS8018), with other countries also
considering the same approach. The first steps have been taken to move the
standard into the ISO arena, with early signs encouraging. However, much work
remains to be done and we will see increasing effort in this space over the coming
months.
I mentioned in the last issue that we were undertaking a strategic review. While
work remains to settle certain details, significant progress has been achieved. Not
least is the re-affirmation of the basic principles for which itSMF stand, i.e. a notfor-profit, independent, member-owned organisation with its primary focus on IT
service management. The board is working hard to put the final touches to the
strategy, to enable both its publication and to commence the activities identified
within it.
Much effort is currently being devoted to the conference organisation and it is the
time when we seek your nominations for the itSMF awards. Since their
inauguration, entries in all categories have increased each year, reflecting the
importance that is attached to these prestigious awards. Make sure that you take
this opportunity to recognise individual or corporate achievement. 

What is the it SMF?
The IT Service Management Forum Ltd. (itSMF) is the only internationally
recognised and independent organisation dedicated to IT Service Management. It is
a not-for-profit organisation, wholly owned and principally operated by its
membership. The itSMF is a major influence on, and contributor to, Industry ‘Best
Practice’ and Standards worldwide, working in partnership with the OGC (the UK
Government advisory body), the British Standards Institution (BSI), the Distributed
Management Task Force (DMTF), the Information Systems Examination Board
(ISEB) and the Examination Institute of the Netherlands (EXIN).

The aims of the itSMF





To develop and promote industry best practice in service management
To engender professionalism within service management personnel
To provide a vehicle for helping members improve service performance
To provide members with a relevant forum in which to exchange information
and share experiences with their peers on both sides of the industry

What services do we offer?
Among the services we offer are:
 opportunity to participate in setting best practice;
 reduced entry to seminars/exhibitions;
 discounts on book sales;
 products/services catalogues;
 consultancy;
 regional discussion groups;
 reference sites.
itSMF officers and staff Chairman – Mark Hall; Vice Chairman – Ken Goff;
Treasurer – Mary Fishleigh; Chief Executive Officer – Aidan Lawes; PA to CEO - Teresa Corré;
Events Manager – Maxine McMahon; Events Administrator – Joanna Sheaves;
Membership Services Manager – John McDermott; Marketing Manager – Kim May;
Membership Administrator – Michelle Darby; Project Manager – Chris Lang;
Book Sales – Sharon Shaw; Book-keeper – Sarah Nieto
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Women in IT
Joanne Lucy
The Big Food Group
We all know the IT industry today is
big business, from programming to
service management. There are many
requirements for skills within the IT
arena, but what part do women have
in today’s IT sector? What are the
specific issues faced by them and what
steps are being taken to address these
issues?
One of the issues which frustrates many
women in IT today is the lack of
recognition that there is more to IT than
just having technical capability. Are the
soft skills that most women bring to the
workplace, equally recognised as the
technical skills?

Soft Skills Are Underestimated
Many women in IT feel the soft skills
they bring are vastly underestimated. It
is often Alan the Anorak (no offence to
anyone called Alan, or anyone with an
anorak) in the corner who is able to
reconstruct the 400 hundred pieces of his
desktop PC with such speed, that even
Gordon Burns from the Krypton Factor
would be “wowed”, is recognised as the
king pin of the department.
Unfortunately Alan’s skills do not stretch
to being able to state clearly whether he
wants chips or potatoes with his lunch,
let alone be able to negotiate a new
service contract or facilitate a situation
with a third party supplier and the
business during a major service outage.

You Don’t Have To Be A
“Technical Boffin”

day to day work as a Service Delivery
Manager for The Big Food Group.
I find myself in a constant round of
having to negotiate, facilitate and organise
those involved in delivering and
supporting the systems and areas which I
have responsibility for. I find I am able to
effect adequate solutions to the problems I
face not necessarily knowing that box A
connects to box B by a ether45 sub B set
x junction ex wired application sub set
negative converse frame matrix!, but by
being logical, process orientated and
documenting the policies which I know
will underpin the services I am
responsible for. If I do need to know the
answer to the box A question I just pop
over to Alan’s desk being careful not to
tread on one of the 400 pieces of desktop
PC and ask him!
Historically it is accepted that some
women naturally find the technical aspect
of IT either more difficult or boring than
other vocational careers. It may also be
that women do tend to be more effective

IT Attracts (Some) of the Most
Boring Men!
Maybe those women choosing other
careers than IT actually are getting it
right. A survey by WilT (Women in IT
Special Interest Group) said that many
women were put off coming into IT, not
only because IT is perceived as male
dominated, but a career which seemed to
attract the most boring of men!

The Work/Life Balance Is A Major
Factor for Women in IT
Another issue faced by many women in
IT is effectively managing work/life
balance and caring for children. A
consistent theme amongst most female IT
colleagues is the difficulty and
constraints this brings to the workplace.
ITEC is one of the many resources
available to women in IT. ITECs
objective is to focus on best practice in
information on the recruitment and
retention of women in IT, Electronic and
Communications.
So do company attitudes towards this
balance matter in recruiting and retaining
female IT staff?
Absolutely. companies who get this right
or offer a flexible approach to working
practices will have more opportunity in
attracting and retaining women working
for them in the IT arena.

The Pace of Change May Restrict
Women Who Take Career Breaks
Many women are not only struggling to
get into IT careers following successful
studies, but also struggling after returning
to work following maternity or a career
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In the Service Management arena these
soft skills are key and as vital if not
more than having Alan’s technical
ability. Whilst I am little more technical
than having the ability to switch on and
work my hair straighteners (well maybe
a little more technical than that !) I find
it is a combination of all my other skills
which allow me to be effective in my

One of ITECs recent
polls asked:
Does your employer
support your work
life balance?
Responses were:
Yes 66%
No 29%
Don’t Know 5%

utilising soft skills rather than technical
skills. Of course there will always be
exceptions.

break. Unfortunately this is made worse
in IT as we all know that things change at
such a pace, today’s skills are history
tomorrow unless an iterative programme
of retraining and up skilling is
undertaken. In other industry sectors
where things are not changing at such a
pace the issue is not felt so greatly.

But That’s Where Women’s “Soft
Skills” Come To The Fore
One of the advantages in the service
management area is that the ITIL
framework underpinning best practice
has remained constant for some time
now. OK the underpinning technologies
may change, but as previously stated I
believe there isn’t a pre-requisite to be
Alan the anorak to be a good Service
Delivery Manager. An office census in
BFG’s service management area agreed
that soft skills were probably more
important than technical skills, definately
helping women return to work.

Unilever Acknowledge The Skills
of Women
A recent good example of acknowledging
women’s skills has been initiated by
Unilever. They have recently launched
The Mums’ CV programme. It recognises
the transferable skills required for
parenting and encourages women to
promote these on their return to work,
under headings such as time management
and priorities, coaching and listening,
creativity and communication and
influencing skills. This is a fantastic
innovation by Unilever as I know from
experience having returned twice in three
years from maternity leave. Returning to
work can be extremely difficult,
especially in the IT sector where things
can change at such a pace.
Women need more employers to
recognise these skills in the workplace.
Unfortunately women in IT are still in a
minority, despite initiatives and support
from BCS and the DTI.

So What is the Representation of
Women in IT in The Big Food
Group?
Unfortunately it supports the fact that IT
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is still very male dominated. Although
BFG offers good career progression,
flexible working practices and good
childcare initiatives, women still account
for less than 15% of the IT department.
Many find it hard returning to work
balancing the high cost of childcare and
the need to work flexible or reduced
hours to balance work and family life.

Technical Services Director.

A High Proportion of Senior
Managers

So it’s imperative that initiatives such as
those supported by Portia, The Athena
project and BSCs women’s network
continue to focus on not only getting
women into the IT industry but working
towards retaining them.

There is some good news though. Of the
15% of women employed, a high
percentage has not only got longstanding
service but are senior managers within
the company. These are women who have
remained full time, which supports the
DTI findings that women wanting to
work part time were far less likely to
progress into senior management
positions, then those who returned in a
full time capacity.
BFG’s first appointment of a female into
a senior IT position was in 2000. Sandra
Pierce (a mum herself to Jake aged 3)
was appointed Service Management
Controller reporting to the Group
Technical Services Director. Sandra has
responsibility for the provision of Service
Management for all Group systems, a
very difficult job. Previous to this Sandra
was a senior project manager within the
group.
Sandra Pierce said: “It’s very difficult
getting the work life balance right.
Organising homelife and spending
quality time with Jake can be difficult
when the phone is ringing with a
Priority 1incident or I know next week I
have to spend three nights away from
home.
“Luckily I am able to work from home
and plan my time to tie in with home life
and family commitments. Progression
within BFG has never been an inhibitor
though I don’t believe there are any glass
ceilings here. Women are offered the
same opportunities as men, gender is not
a factor. It is ability that counts.”
BFG’s second appointment of a female
into a senior IT position was in January
2004 when Sue Dodunski was appointed
Group Architecture and Governance
Controller reporting to the Group
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Sue has responsibility for the provision
of future architecture planning and
controlling the governance standards for
the Group.

Women’s Skills Really Are Worth
Retaining

The WiIT group, along with others have
looked at ways of attracting and retaining
more women into the IT sector. WiLT
feel there is a need to influence schools
and young women to promote the
opportunities in the IT sector.
A major problem is the fact that women
are not being successful in securing IT
positions because women are not
applying for them. Until this changes and
more women are recruited and informed
about the opportunities in IT, male
domination will continue.
WilT also recognised that often the
people offering career development
advice were not as skilled at explaining
the opportunities within the IT sector
versus that of others which are more
vocational or well known. This does not
help the situation.
So, there is the need to recognise that
today’s IT is not just about having Alan’s
superman technical skills but being able
to mix them with a range of soft skills,
especially in the Service Management
sector and that albeit still in the minority
women bring a much needed balance to
the office place and the importance of
recruiting and retaining them needs to
continue to be addressed. 
Some interesting resources on this
important topic are:
www.imis.org.uk
www.scenta.co.uk
www.etechb.co.uk
www.ewmbrookes.ac.uk
www.portia.ic.ac.uk
www.set4women.gov.uk/set4women
www.bcs.org.uk/bcswomen
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So Why Aren’t There More
Women In Service Management?
Sarah Whittaker

Laura Jay

Computacenter

Atos Origin

We’re talented, determined and very good
at what we do. So, why are we in the
minority? Does the career of a Service
Manager not appeal to female
professionals? Are we unable to commit
to the nature of the role? Are we still
fighting for equality in a male-dominated
environment?
Most Service Managers don’t seem to
have a career plan. They nearly all got
there by accident (both men and women).
As you don’t leave school wanting to be
a Service Manager, and men dominate IT
then it seems a very difficult task to
ascertain how to get young female professionals interested in this field. We both
‘fell’ into the role – it certainly wasn’t
career planning! Our CV’s read almost
the same way. Starting out on a helpdesk,
progressing to technical support (a male
dominated area) and gradually moving up
through the management ranks as the
opportunities arose. You don’t have to
have a technical background but it
certainly helps. Means your staff can’t
pull a fast one on you either!
Service Managers are expected to move
to contracts as and when they are offered
with no real choice actually. This
conflicts with most women’s
stereotypical view of how women are the
homemakers. Also, most women with
partners are expected to follow the male
and not vice versa. There have also been
many occasions when it has been
necessary to stay away from home. Take
it from us, you get heartily sick of hotels.
Many Service Managers work long hours
especially on difficult contracts. You are
expected to do this, and whilst there are
certainly some benefits, your life has to
go on hold. We have both experienced
hellish 3-hour each-way commutes over a
period of some months, where you
couldn’t drive because it was still slower
than public transport.
It’s true that the work/life balance can be
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difficult to manage especially where
children are involved, but talented
women working in responsible positions
with dependents at home, are all too
often seen as a burden, inflexible, and
unable to keep up the pace. The Service
Manager role is not available as part-time
or job-share. You can’t leave a customer
to see a sick child in the middle of a
major outage. And if you do it’s seen as
‘weak’.
Customers can be very abusive and rough
on Service Managers and most don’t
make any exceptions for women (quite
right though!). Most women we know
who have become Service Managers have
learnt to ‘toughen up’ and adopt a male
attitude. So is this right? You end up
becoming quite hard and this can overrun
into your personal life. We demand
equality but then expect to achieve it by
behaving like the boys. This is not where
our strengths lie. There is no escaping the
fact that we are built to be mothers and
homemakers as well as having the natural
innate skills that make excellent leaders.
Society and the business environment
tries to convince us that we have to give
something up, sacrifice something if we
are to achieve as impressively or better
than our male counterparts. To quote
‘The Princessa – Machiavelli for
Women’. “Obeying the rules is obeying
their rules. Women can never be powerful
as long as they try to be in charge in the
same way men take charge.”
If someone asks you what your job is and
you say you’re a Service Manager, then
they ask what you do. Well what do you
do? Answer e-mails and telephone calls.
Deal with staff problems. Sort out
technical issues. Facilitate meetings. Be
organised. Get different groups talking to
each other. But most of all, soothe ruffled
feathers and sort out problems. And do
all of these at the same time. This seems
to be an ideal role for women. In general,
women are good at multi-tasking and
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communication, both of which are
building blocks of Service Management.
We have observed that in maledominated contracts, meetings seem to
take a lot of time. If an issue has to be
resolved then both sides state their case
and then explain why it should be so.
Then very, very slowly each side will
give way the tiniest amount until a deal
or compromise is reached. It’s all about
pride and ego. Whereas if the main
players in a meeting are women, then it’s
almost always straight to the point. How
far will each side give and/or what will
they give and then on to the next issue.
The WMDN (women’s management
development network) was setup as a
European initiative to support and mentor
female managers returning to work after
a short career break. I benefited
personally from this as they contributed
financially towards my ITIL Manager
training, which subsequently proved to be
of great value. www.thinkingwomen.org
was set up a few months ago by Helen
McCarthy as a result of reading a report
by the think tank Demos. They found that
most women never even get near to the
‘glass ceiling’, excluded from the old boy
network that still dominates British
business. The City Women’s Club draws
its membership from the highest ranks of
the City’s ten biggest investment banks,
providing a forum for women to compare
career notes, share advice and discuss
relevant issues with like-minded
professionals. That is what it’s all about.
Mentoring, sharing, training, spreading
the word, whatever you want to call it.
Women who have made it, need to accept
responsibility for finding and then
guiding the next generation of young
women. At present there is virtually no
awareness among college/university
students of what careers are available to
them as women in IT, and these are the
ones we can educate. Explain the
opportunities, the rewards, the pitfalls
and guide them whenever necessary.

After all, it’s not what you know, it’s who
you know.
Women are building an alternative power
base, as this kind of support and
communication network is essential if
women are to have access to the same
opportunities as men. Men are in a
comfort zone chatting about sport or
going off to the golf course together.
These are the times when news of
opportunities for promotion or additional
responsibility come up, and women do
miss out. If a younger man goes for a
drink with his boss to discuss his career,
nobody notices, but if a young woman
were to do the same, people gossip. This
is why the importance of female
mentoring cannot be overstressed.
The advancement of women is no longer

a moral and social issue, but an economic
one. Women influence more than 85% of
global consumer decisions. The girls have
got the cash, and the organisations that
are best placed to reach women need to
have women at every level. A top US
CEO recently noted that his male account
managers were only interested in ‘top-totop’ meetings with corporate executives
on the customer side, whereas the women
were willing to invest an exceptional
amount of time building bridges with
people in various customer departments
all through the organisation. When the
time came for them to meet with the
board, the sale had in effect, already been
made. It’s a sobering fact to remember
when going out to win new business.
So, see, the answer lies in the good old
ITIL principle of ‘communication and

awareness’. We’re in the minority firstly
because those now starting out and
making their career plans have never had
ITSM explained to them as an option,
and secondly because we are still going
through a period of change, shifting away
from a male-dominated IT environment.
This doesn’t mean we’re looking for
equality. Our natural, inherent strengths
mean we do just fine when we rely on
our god-given talents and stop trying to
be one of the boys. As for commitment,
well, to paraphrase Tom Peters in his
recent essay ‘Women Roar!’, this article
is dedicated to the thousands of female
managers and business owners putting in
50hr weeks, raising two or three kids,
running a family, running the husband’s
family, still cooking, still cleaning and
gracefully multi-tasking their way
through 25hr days. 

Seminar Report
“From The Horse’s Mouth”
BS 15000 Overview Seminar: Held at Reading – 29th June 2004
Dipti Mistry, PinkRoccade
Aidan Lawes, itSMF CEO, welcomed
over 160 delegates and provided an
update on ‘what’s been going on’, the
Conference in November, planning for
the transfer of BS15000 to an ISO
standard (2006) and outlined the format
for the day. It was very informative with
the Seminar covering a number of areas.
An explanation of the standard –
Initially issued as a code of practice for
Service Management in 1995 (PD0005)
and revised versions of the standard Part
1 & 2, self assessment workbook were
reissued in 2002/03, along with a
manager’s guide (BIP005). Part 1 sets
out mandatory requirements with
alignment between ITIL and ISO to
attain a level of quality specifically for
IT Service Management which can be
consistently audited. The standard does
not facilitate the ‘adopt and adapt’ ethos
for Service Management. The scope is
wider than ITIL Service Support and
Service Delivery which is detailed in Part
2 of the standard along with guidance on
how to achieve the specification set out

in Part 1.
Certification and training overview –
Certification is valid for 3 years with
agreed frequency of interim audits to
ensure compliance; if deemed necessary
certification can be revoked. Audits are
carried out by external itSMF accredited
organisations, Registered Certification
Bodies (RCB). The RCB can advise on
areas requiring attention with limited
guidelines; implementation advice can be
provided by internal auditors and external
independent consultants can assist to
prepare for certification.
Achieving BS15000 experience from
both organisation and auditors
perspectives – Generally three phases are
considered to be part of the generic audit
process: Phase 0, planning and scoping,
Phase 1, Pre-audit gap analysis, Phase 2,
audit and evaluation of certification and
Phase 3, continuous improvement.
The speakers went on to discuss the
pitfalls and hurdles along with overall

governance. In addition. the arguments
for and against organisations certifying
were discussed concluding with
importance of improving customer
service. To date there are four
organisations that have achieved
certification, two of which are overseas.
Interest has been raised in several
countries to include Australia, India,
Japan, Holland and Germany. The
BS15000 certification scheme is
currently run and managed by itSMF
with the intention of handover to UKAS
along with the standard becoming an
international standard planned for 2006.
The day ended with a panel forum of
which the main topic was the scope of
certification: an organisation’s head
office achieve certification, does this
mean the other offices (could be global)
automatically achieve certification? The
answer: no, the auditors would pick
some/all the other offices and carry out
the audit to ensure consistency and
adherence to processes aligned to the
agreed scope of the assessment. 
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More Ways To Do Your
Service Management Training
Instructor-Led Training
Join a scheduled course at locations worldwide or arrange a course at your preferred choice of
location.

Web-Based Training
Self-paced learning with access to an on-line instructor and practice examination questions.

Virtual Classroom Training
Instructor-led sessions remotely managed by an ITSM lecturer who will be available at specified
times within a limited time frame.

Range of Courses
Awareness Course
A brief and concise introduction to Service Management disciplines and benefits.
Foundation Course
This course introduces the concepts of IT Service Management
Practitioner Courses
Are aligned to each individual discipline and are ideal for those specializing in a specific area.
Change Management
Problem Management
Service Level Management
Incident & Service Desk
Availability Management
Capacity Management
Financial Management for IT
Configuration Management
Release Management
IT Service Continuity Management
Manager’s Course
Two one-week training courses for candidates with at least 5 years relevant IT experience.
Service Delivery
Service Support
For further information or course bookings please telephone +44 1344 363311
www.ceceurope.com www.hp.com/uk/education
CEC Europe Service Management Ltd is now part of Hewlett-Packard Company
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I enjoy being a trainer. I particularly
enjoy delivering accredited training
courses leading to examinations. There
are few jobs in IT where you get to see
such visible results of your efforts –
initially from feedback on completion of
the course, and subsequently as the exam
results become known. Of course,
examination success is directly due to the
delegates’ efforts, but it is nice to know
that, at worst, you didn’t prevent them
from passing and at best you helped them
along the path!
But although the examination and the
professional qualification that follows it
are important, for the delegate’s employer
it may not be the most important outcome
of the course. One of the key success
criteria so far as employers are concerned
is the difference made to the delegate’s
work on his return.

Education versus Training
There is a dichotomy at the heart of an
accredited training course which leads to
examination in topics such as ITIL,
Prince2 (Projects in Controlled
Environments) or MSP (Managing
Successful Programmes).
On the one hand, the trainer will want to
give his or her delegates the best chance
of passing the exam; on the other, the
trainer will also want to send the
delegates away with genuinely practical
skills and knowledge which make a
difference back at the office. The two
objectives are not necessarily
contradictory but they do have conflicting
demands. For the first, we want to
educate the delegates in the theory; for
the second we want to train them in the
practice.
At every study level, trainers must cover
the syllabus but also have confidence to
allow delegates to challenge the theory, to
test it for themselves through meaningful
and realistic exercises. To paraphrase a
very well known saying:
Tell me and I’ll forget
Show me and I may remember long
enough to get through the exam
Let me do it and I may learn something
Questioning is an essential part of the
learning process, and allows delegates to
consider and evaluate the theory and in
particular relate it to their experiences in
the workplace.

Taking the
theory out of
the classroom
Lynn Shaw
Aim Academy

the transition from theory to practice can
seem daunting. Mentoring is a sensitive
and valuable type of development
activity. Essentially it revolves around
finding a suitably experienced and skilled
individual (the mentor) who can support,
through coaching, advice and guidance,
the delegate (the mentee) as they convert
the theoretical knowledge into practical
skills and relate key topics to the
delegate’s own environment.

If only I had the time…
Since Hermann Ebbinghaus measured his
own performance in memorising nonsense, three letter abbreviations (TLA’s
are clearly not just an ITIL phenomenon)
back in 1885, there have been many
studies on how quickly we forget newly
presented information – the conclusions
of all of which can pretty much be
summed up in two words. Very quickly.

Mentoring sessions do much to clarify
objectives, turn abstracts into specifics
and produce realistic and achievable
action plans which prioritise quick wins
(for the business and the individual)
against medium or long term activities
which may deliver even greater business
benefits.

Mentoring the Organisation
How much you remember is affected by
how well the information is laid down in
the first place, with better retention if it
was presented in an interesting and visual
way, in manageable segments reinforced
with repetition and practice. So a wellstructured course with plenty of
opportunity for discussion and meaningful exercises will help lay down a strong
basis for building on with practical
experience – but the basic message is if
you don’t use it you’ll lose it.
It is essential therefore, that delegates
who come on a course put the learning to
practical use as quickly as possible.
We’ve all experienced that high on
returning to the workplace after attending
an informative training course, mind
buzzing with new ideas, arms bearing
folders full of notes on relevant issues,
jacket lapel shortly to be sporting an
attractive new badge. This post-course
glow can fade pretty quickly when, on
returning to the office, you discover that
in your absence your unanswered email
stack has blown the entire company
shared drive, it takes a whole morning
just to listen to your voice mails and your
name is against 101 actions from
meetings you didn’t attend.

Mentoring the Individual
We try to help by providing delegates
with a simple list of “10 things to do after
your training” and access, through the
Aim Academy knowledge zone, to a
library of practical topic-focused expert
articles and hints and tips, but even then

Of course, implementing mentoring
implies identifying an individual suitable
to be the mentor – ie. one with the
appropriate knowledge, skills, outlook.
What if no-one in the organisation
understands, in this case, the ITIL
approach and objectives?
The irony is that probably, back at their
organisation, ITIL will be happening to a
greater or lesser degree already. Best
practice becomes best practice because it
is common sense and therefore at least
some of it will already be, in one form or
another, common practice in many
organisations. The benefit of the
methodical approach outlined by ITIL is
that it helps the IT operation pull all the
existing pieces of the IT Service
Management jigsaw together, identify
and build the missing pieces, and create a
whole which is greater than the sum of
the parts.ııTherefore the process of “im
lementing the theory of ITIL” is as muc
about understanding where, as an organisa
ion, you are now, deciding where you want
to be and how you are going to get there.
An exercise to conduct gap analysis,
measuring the maturity and effectiveness
of the existing processes and culture
against the OGC standard of best practice
– whether in the area of IT Service
Management, Project or Programme
Management – will help identify the
organisation’s strengths and weakness, to
build on or correct. In effect, this can be
thought of as a mentoring exercise for the
organisation. 
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itSMF

itSMF

New itSMF Members

Member

Member

Individual

Individual (cont.)

Corporate 5 (cont.)

Martin Wokes (BP International)
Iain Gosling (IG Service Consulting)
Mark Dilloway
(Barts & The London NHS Trust)
Ian Little (Carlisle City Council)
Penny Orouke
(Blackspider Technologies)
Graham Rudderham
(Rosemont Pharmaceuticals)
Pritt Rebane (EMT)
Murray Bain (NHS Direct)
Rahmat Balogun
(Electronic Data Systems)
Jim Carnes
(Broadcasting Support Services)
Karl Johnson (New Zealand Police)
Marcin Gochnio (Noblestar Poland)

Simon Yiakoumi
(Tokyo Mitsubishi intl plc )
Marcelo Carvalho
(Marista Uniao Brasileira de Educ)

SoftLab Limited
Interservefm
SanofiSynthelabo
Main Investments
JP Morgan Chase

Sole Trader
Corporate 10

EV Technology Solutions Ltd
(Ennio Venezia)
Lorriane Vaughan (Peterson Vaughan)

Corporate 5

National Australia Bank
Gam UK Limited
Medgulf
Thomson Financial

BIC Systems
Air Products
National Assembly for Wales
Gaz de France ESS
Syngenta
Best Practice Resource Group

Preferred Computer & Networks
PTC Software
KCentrix Software
Brand-Rex

Vendor 5

Letter from America
Barry Corless MISM
Sysop
As the ITIL gospel spreads across the
globe so the reach of itSMF follows like
thunder after lightning. service talk
regularly profiles the itSMF national
conferences around the world, but I am
here to let you know that the forum is
alive and kicking at the local level across
the America. I have been fortunate
enough to train a number of students to
Foundation and Manager’s level who live
in and around ‘The Motor City’ aka
Detroit, Michigan. One of their number
decided he would rouse interest in the
vicinity and add a ‘Great Lakes Local
Interest Group’ to the ever growing
number of stateside itSMF regional
forums. On 23 March, Chuck Wysocki of
gedas USA sat as president over their
first meeting at the Volkswagen offices in
Auburn Hills just north of Detroit. I was
holidaying (or is it vacationing) visiting
family in the US during May and was
invited to speak as a ‘special guest’ at
their second meeting. Hewlett Packard
had kindly made their facility in Livonia
available to the thirty or so who attended.
The focus of the second meeting was
decided from feedback at the first
session. Training and certification was to
be followed by a look at cultural
transformation within organisations
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adopting ITIL based process. Chuck
kicked the session off welcoming those
attending and outlining plans for the
group’s development. The group’s
membership chair Colleen Mayer of SBS
Siemens spoke about group
administration before the first invited
speaker. Paddy Naidu of eCon outlined
the training and certification options
available to organisations. His talk was a
complete and an essentially factual brief
as to what the market can offer US
organisations. I followed this with my
slightly more off-the-wall session on the
“Seven Deadly Sins of Training”,,
outlining common misconceptions held
and mistakes the organisation can make
when choosing their supplier, depth of
training and suitable candidates to target.
The importance of choosing an ISEB/
EXIN accredited training provider to help
to guarantee quality cannot be stressed
too highly.
Our second topic was expertly presented
by Pam Hanson and Greg Davidson of
Dickson-Allan. Greg did a particularly
sterling job presenting his portion over a
tele-conferencing link from Barcelona
where local time was 1.00am in the
morning. The presentation entitled ‘ITIL
and Organisational Transition’ was an
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informative and thought provoking look
at cultural change. The key messages
included using your very best people
dedicated to ITIL implementations, the
importance of senior management
commitment and the need to understand
the culture of the organisation and its
need for business as usual when
implementing new process.
After the obligatory Q&A session and
networking over ‘nibbles’, the meeting
went into a lively open forum session
where views were exchanged on a
number of topics including BS15000.
The group then focused on possible
topics for their next meeting. It will
surprise nobody to learn that BS15000
and Configuration Management were
amongst those at the top of the agenda.
I must say I thoroughly enjoyed my first
taste of local itSMF life outside of the
UK and thank Chuck once again for
affording me the opportunity to speak
(and a great supper at ‘Big Bucks
Brewery & Steakhouse’). I am sure their
group will increase in both numbers and
strength in and around the automotive
capital of the world. More information on
the Great Lakes LIG and other USA LIGs
can be found at www.itsmf.net. 

®1

The Future of ITIL
Jim Clinch
ITIL Service Manager
OGC
Introduction
The original set of 40 or so ITIL
volumes, dating from 1992, which will be
referred to here as ITIL version 1, was
the basis of an update cycle that began in
2000, resulting in the current core
volumes, version 2. That update cycle is
not yet complete, as we have still to
publish “The Business Perspective”.
However, it is recognised that the core
volumes are in need of another cycle of
update, and if we are going to complete
ITIL version 3 within the next three
years, we should be thinking about it
now. We envisage a six month scoping
exercise leading to development work
starting April 2005; more details later in
this article.

Background
ITIL was originally developed in the UK
by CCTA2 for the UK public sector.
Through close working with a wide range
of public and private sector organisations,
the value of ITIL has been increasingly
recognised and taken up globally. OGC is
committed to the maintenance of ITIL as
a standard because the consistent
adoption of standards in this area
represents a key benefit to the UK
government marketplace. ITIL has
become a recognised global standard, so
the further development and ongoing
maintenance of ITIL includes the need to
reflect international best practice in
service management.

OGC’s Stewardship Role
OGC’s intention is to protect the core
ITIL standard whilst enabling the
maximum contribution from the many
experts and users around the world on
whom the success of ITIL continues to
depend. OGC’s key role as the “owner”
of ITIL is one of stewardship.

qualifications and services that are
consistent with the core principles of
ITIL.
Within the stewardship role, there are the
following objectives:
 to maintain and enhance ITIL’s
currency and relevance
 refresh and develop, based on user
needs, including those of UK
government
 validate against industry good
practice
 ensure single consistent
description
 to ensure the alignment of quality
assured training and qualifications

 qualification syllabi to be common
to all examination providers, and
built on current ITIL core
guidance published by OGC.
 to maintain and extend the
recognition and embedded use of
ITIL
 through non-commercial products
(eg the OGC Successful Delivery
Tool Kit) to provide awareness of
ITIL
 so that users are able to adopt a
sustainable and appropriate
application of ITIL
 so that consultants and
advisors know and understand
ITIL and how to apply it
The table overleaf summarises OGC’s
view of the various activities involved in
managing, developing and protecting the
ITIL standard and who is responsible for
each of the activities.

The Way Forward
Our target timescale is to begin ITIL v3
development work in April 2005. To be
ready to start then, we must tackle a
number of issues as part of the scoping
activities between September 2004 and
March 2005. These include:
 Determine what needs to be done
 Conduct a feedback survey with
all interested parties, including
itSMF chapters and members. This
will help identify boundaries and
content
 Consider the impact of change in
related initiatives such as CobiT
 Structure the work. The sequence is
expected to be:
 process models
 create a v2 baseline process
model set
 create a v3 scoping set
 core guidance
 complementary titles as required
 Determine approaches to each type of
publication
 Resources and responsibilities
 Financing
 QA arrangements (intended to be
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The purpose of this stewardship role is to
ensure, on behalf of all interested parties,
that ITIL provides a single, coherent
description of IT service management
core activities and products, based on
best practice, supported by high quality

OGC is concerned
about the potential
confusion caused by
recent reports about
OGC’s interest in, and
plans for the future of
ITIL. The purpose of
this article is to clarify
OGC’s intentions and
convey to itSMF
members that OGC
continues to have an
active interest in ITIL
and has plans
to work with the IT
Service Management
Community on
version 3 and beyond.
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Figure 1: Stewardship activities and responsibilities
IPR management

Development of standards

Production of standards

Ownership of trademarks and copyright

OGC

Licensing of commercial products and
services using the brands

OGC and/or licensed agent given
approval to sub-license

Brand protection, dealing with un-authorised use

OGC and/or licensed agent given
approval to take action

Requirements for change/revision to core standards,
quality criteria, approval for release, endorsement

OGC
With support from IT Service
Management Community

Commissioning and management of development

OGC and/or licensed agent

Publication, distribution and sales

Licensed agent

Partnerships with licensed agents Creation and management of contracts, relationship
and account management

OGC

Syllabus for professional
qualifications

Requirements for change/revision, quality criteria,
approval for release, endorsement

OGC

Change/revision to syllabus based on standards

Licensed agent

Accreditation of trainers,
auditors, consultants

Accreditation process, sub-licensing use of
trademarks/copyright (where relevant)

Licensed agent

Training and support

Training courses, consultancy services

Trainers and consultants
(accredited by licensed agent)

Promotion of standards

Marketing, seminars, case studies, web-sites,
user groups

OGC, licensed agents, accredited
trainers and consultants, users

international)
 Publication schedule
 Consider knock-on implications to
 BS 15000 and promised ISO
standard
 Other frameworks (e.g. CobiT, eTOM)
 Qualification scheme
 Ensure that ITIL can be adapted
 to meet the needs of the business
community in respect of current
issues such as outsourcing,
business transformation, etc.
 to embrace technical innovation,
e.g. use of RFID tags

Input To The Scoping Process

scoping of the v3 refresh.

We intend to start the scoping process by
consulting with itSMF chapters and other
interested parties. We will be publishing
material on OGC and itSMF websites,
and sending it to chapters so that
members can email their thoughts to a
special web page.

In order to make this important scoping
phase work well, OGC is looking for a
suitably qualified person to second into
the organisation. See separate box for
details. 

Additionally, Tony Betts, Director of Best
Practice at OGC will address the UK
conference in November, and we will
make representations to the organisers of
other international conferences. We
would value itSMF members’ input to the

1

ITIL ® is a Registered Trade Mark, and a
Registered Community Trade Mark of the
Office of Government Commerce, and is
Registered in the U.S. Patent and Trademark
Office
2
Central Computer and Telecommunications
Agency – now OGC, the Office of
Government Commerce at Her Majesty’s
Treasury

Secondment to OGC Best Practice Division to work on ITIL
OGC is looking for someone from the IT Service Management Community to work closely with
us to identify issues and scope version 3 of ITIL. Suitable candidates will:
 have a thorough knowledge of ITIL
 have knowledge of other frameworks
 have credibility with the international service management community
 want to work with OGC
If you would like to learn more about this opportunity, please contact
jim.clinch@ogc.gsi.gov.uk or see http://www.itsmf.com/bestpractice/ITILRefresh.asp
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Worthy Down Bikers
Ride for Charity
David Forster
MoD Unicom
A team of motorcyclists from the UNICOM
Service Management Centre (SMC) at Worthy
Down has just completed a 3,200 mile ride
around the coast of Great Britain. So what has
this to do with itSMF? Well actually there are
quite strong links.
Firstly, one of the bikers was David Forster, who is the
UNICOM Service Manager and was our Chairman until Mark
took over in December last year. Secondly, itSMF sponsored
the event, which is the first time we have actively supported
such a venture and which therefore represents a broadening of
our non-core activity and thirdly, the itSMF Vendor
community also came alongside with substantial support from
Marval, Fox IT, PinkRoccade, Steria and Fujitsu.

and welfare personnel in Africa. It has 150 full time
employees out in the field, maintains 533 vehicles and, in
2002-2003, reached some 9.79 million people in the course of
its work.
This is the fifth year that the SMC has tackled a charity
challenge and, with the £5000 expected from Bikers Round
Britain, as it became known, will have raised over £20,000 for
a number of deserving causes

For those Vendors who may feel they have been left out,
please don’t worry: UNICOM does this sort of thing every
year and your turn will come!

WO2 Nige Smith, WO1 Kenny Caraher (seated), Phil Bradbury and
Lt Col (Retd) David Forster at John O’Groats.

The four bikers, two of whom are serving Army Warrant
Officers, one the “Retired” senior officer who is the Service
Manager and the fourth the SMC’s senior Steria contractor,
completed the gruelling ride in just nine days. Their support
vehicle, crewed by two UNICOM Staff Sergeants covered
almost the same distance providing back up and dealing with
the overnight stops.
The riders, taken before the team set off: WO1 Kenny Caraher,
WO2 Nige Smith, Mr Phil Bradbury and Lt Col (Retd) David Forster, with
their back-up crew of SSgt Jimmy Somerville and SSgt Dave Shepard.

The logistics of arranging accommodation and mechanical
support, preparation of the bikes to optimise reliability, nine
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The event was organised to raise money for two charities: the
Army Benevolent Fund and Riders for Health (Riders). Most
readers will have heard of the Army Benevolent Fund, but
“Riders” attracted the bikers’ attention because of its link with
two-wheeled transport and the extraordinary nature of its
work. “Riders”, whose Patron is the Princess Royal, provides
transport, training and mechanical support for medical, health

Previous UNICOM ventures have focussed on physical
activities such as the Three Peaks Mountain Challenge for the
British Heart Foundation, Trailwalker for the Gurkha Welfare
Trust and a South Downs Way Radonnee for the Anthony
Nolan Trust. These have mainly been organised events with
professional logistic support and participants having to get fit
and then turn up on the day. Bikers Round Britain required
quite a lot more.
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days worth of detailed route planning including every fuel
and feeding stop, communications (on one occasion the
bikers arrived at a particular junction from three different
directions!), riding safely as a group and “making progress”
without losing licences (or gaining points): and perhaps
most importantly, some 3000 miles-worth of training rides
to equip rear ends to “stand up” to 10 hours each day in the
saddle. Believe it or not, no matter how quick the bike, or
how experienced the rider, if you intend to survive an
endurance motor cycle event, don’t bank on much more
than a 35 mph average speed.

Phil Bradbury, WO1 Kenny Caraher, WO2 Nige Smith and
Lt Col (Retd) David Forster at Lands End
Such an event is also not cheap. It costs money, goodwill,
determination, team effort and good humour. It would not
have happened without financial and material corporate
sponsorship provided by some eleven diverse companies:
the material support included tyres, fuel and food.
The team itself was self-motivating – failure did not feature
in the dictionary, but such arrogance was only made
possible through the backing and encouragement received
from those members of the UNICOM team who did not
take part directly, but who flexed their working patterns to
enable the bikers to train and ensured that when all six took
leave at the same time for the event itself, the worldwide
500-site UNICOM customer base did not notice their
absence.
The team building benefit of such activities is incalculable.
The details of the event, including a blow-by-blow account
of preparation and the nine days of back-to-back riding are
related in graphic detail on the team’s web-site
www.bikersroundbritain.co.uk.
We have been told that it is a really good read – but don’t
take our word for it, log on and see for yourself: the site
will remain live until April 2005!
Thank you itSMF and thank you Vendor sponsors. Without
your generous support there would have been little point in
doing it. 
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The Institute of IT Service Management
Sean Lewis
Vice President & Promotion Board Chairman
It is at this time of year that the Institute
once again begins its preparations for our
Annual AGM and for the itSMF annual
conference. Over this and the next few
articles we will be showing some of the
activities and initiatives that we will be
undertaking for these events. The
membership of the ISM still continues to
grow and we are, (at the time of going to
press) formed of:
Fellows
19
Members
54
Practitioners
17
Associates
_6
Total
96
There is still much work being undertaken by the ISM to grow these numbers
and we hope to be able to bring further
news on the success of these initiatives in
the near future. The membership of the
ISM is starting to take on an International
aspect and we will be raising the profile
as much as we can at the International
Annual Conferences this year – Japan,
Australia, Canada, USA and Germany.

Reduction of fees overseas for
international members
We have been asked by some of the
International Service Management
community to investigate if the

membership charges could be adjusted to
reflect the economic climate of their
country so as to make the cost of
membership equitable throughout the
world. At the last Institute meeting a
discussion took place where it was agreed
in principle that this seemed to be a
reasonable request and one which we will
investigate further before making a
definite policy decision.
Interestingly enough for any budding
economists out there, one business
method for calculating this is called the
Big MacTM Index. In effect, you take the
relative prices (ie the equivalent
converted price) of the afore-mentioned
beefburger in different countries. So, a
beefburger in England costs £1.81 (the
equivalent converted price is obviously
the same in this instance), whilst in India
the local price is Rs80. The equivalent
converted price is just £1.19.
We can see that there is roughly a 35%
reduction in price (taking England as the
base figure). So this is a way that could
be used to align worldwide charges for an
organisation, or allow like for like
comparisons of cost or charges. More
news on the progress of this to follow!

Institute New Members
Name
David Clifford
David Papworth
Richard Blowfield
Stephen Boronski
Robert Hunter
Rehan Siddiqui
Ashley Hanna
Paul Simpson
Graham Hammonds
Derek Cambray
Paul Gurr
Christopher Jones
Oliver Turnbull
Michael Baker
Steve Morgan
Peter Greenham
Brian Childers
Christian Koenig
Delia Harvey

Organisation
Pro-Attivo Ltd
Fox IT Ltd
BT
Stoke-on-Trent City Council
Pindar Set Ltd
Prutech
Hewlett Packard
Abbey
Fox IT
Plan-Net Services Plc
Singtel-Optus
Fujitsu Consulting
Big Food Group
FOX IT
London Borough of Ealing
EarthLink Inc.
Pharmaceuticals / Novartis Pharna AG
AstraZeneca

Status
Member
Member
Associate
Associate
Practitioner
Practitioner
Member
Member
Member
Member
Member
Fellow
Member
Member
Member
Practitioner
Member
Practitioner
Practitioner

CPD Drop-in Clinic at Conference
Gerry Mos
Vice-President
CPD Board Chairman
The focus of the ISM is to help
individual members to develop their
professional capabilities. The CPD
forms an important element of ISM’s
delivery and in order to provide
members tangible benefits a CPD
drop-in clinic will be available at the
Annual Conference.The aim is to
provide individual ISM members
assistance and guidance in completing
and progressing their CPD’s. Any
questions related to the CPD and the
Institute can be addressed during these
one-to-one sessions. This service
forms a part of the Institutes ongoing
programme aimed at helping individuals.To access this service, come along
to the ISM/itSMF stand and talk to one
of the CPD Board Members for a oneto-one discussion. There is no need to
book, and where possible we will
accommodate timings to suit.
Additional privacy can be arranged if
desired.So if you haven’t completed
your CPD or have a question about
CPD’s then come along for a chat.
Contact: Gerry Mos, Vice-President
CPD Board Chairman via e-mail at
gerry.mos@nhsia.nhs.uk or phone
01392-206810.

Members-Only Institute Event
Planning is also underway for the next
Institute members only event, which
we hope to hold in September/October
this year. The proposed theme for the
event will be CPD so watch this space
for further details on the event as they
are finalised.
Remember the Institute of Service
Management is here to serve the
interests of the Service Management
Community so if you believe there is
something that the Institute should be
doing or tackling on behalf of its
members then please let us know via
email info@iosm.com or via the web
site at www.iosm.com
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Regional Reports
Our Regular Round-Up from Across the UK
Northern
The Big Food Group, 3rd June

Tony Gannon
Regional Chair
Fox IT
The day wasn’t the usual sort of regional
group workshop. As chair I thought it
would be interesting to have a
professional facilitator run the workshop
session for a change. So it wasn’t the
usual Service Management consultants
who stepped up to manage the workshop,
but Gary Austin, Director and co founder
of circleindigo a London based facilitation company. Gary knew nothing about
Service Management so arrived with no
pre-conceptions. But clearly knew how to
effectively facilitate the motley crew he
now faced.
My sincere thanks to Gary for allowing
me to talk him into it, that’s another
favour I owe somebody! He certainly
made it look very easy and all who
attended agreed, having somebody
facilitate from outside the industry made
a huge difference. Personally I found the
“Vision On” style gallery viewing session
towards the end of the day an excellent
technique which I will no doubt steal for
future work of my own.
The idea for the day had begun back in
January. Canvassing support for the
Northern Regional Group, I popped over
to see Rob Sloggett of The Big Food
Group, to enlist some help in hosting a
day. During conversations about the
theme for the day, Rob had commented
on his own teams’ challenges while
implementing ITIL within The Big Food
Group and asked me what my thoughts
were on the “how far we could take the
ITIL descriptive guidance, versus the
requirement to deliver clearer guidelines
to operational staff when implementing
best practice”.
As regional chair I thought this would be
a particularly interesting theme for a
workshop and provide some indication of
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what users of the material were thinking
in terms of “next generation” and
“missing links”.
After the welcome meeting we received
an interesting perspective from our hosts
The BigFoodGroup, on Service
Management and what their approach to
this was. Following this, news and an
update from the itSMF office was offered
up by John McDermott.
I then introduced the day and ran
everybody through what I perceived to be
the principle challenges we faced for the
day, making a few suggestions but
asking:
 How should we best debate the theme
for the day?
 What shall we do with the output?
 How should this be followed up?
The workshop began by initially by
brainstorming ideas and then inviting
everybody to join a specific syndicate to
debate a chosen theme, which included:
 Implementing ITIL in a non IT
environment
 Measuring Customer Satisfaction
 A wider view of Availability
 Enabling People
The results / output are being compiled,
documented and written up for each
theme. We fully intend to publish these
findings in the next issue of servicetalk
and in the light of the OGC’s recent
announcement to push ahead with the
next iteration of ITIL Publications, it is
an opportunity for the Northern Regional
Groups voice to be heard on what
perhaps should be included in the next
generation.
Our article will be entitled “ITIL – How
far can we take it?”, reflecting our views
on the debating areas that should take
place around the inclusion of material for
future ITIL Publications, that perhaps the
OGC may consider in the scoping.
I would like to suggest / ask the other
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regional chairs, is there an opportunity
here for us all to get involved in assisting
in the scoping? For example a series of
facilitated workshops on behalf of the
OGC with the outputs being considered
by either the itSMF publications group or
fed directly in to the scoping – real input
from real life!
Certainly some food for thought then?
(excuse the pun considering our generous
hosts)!
Summary
I would take this opportunity to thank
everybody who attended for their
contributions and in particular Gary
Austin of www.circleindigo.com who
facilitated a most enjoyable and
productive day to which I believe
everyone profited in some way. My
thanks again to the Big Food Group for
their hospitality – watch this space for
our article.

South West & Wales
UKHP Taunton, 1st July

Andrew Jacobs
Fox IT
In common with a number of other
Service Management Consultants, the
thought of attending the SW regional
meeting of the itSMF whose subject
matter was IT Financial Management
filled me with trepidation. I “joined”
some twenty six years ago to do IT and
not accountancy but over the years I have
come to realise its importance as part of
Service Management and part of the
business. The day turned out to be
enlightening and very informative.
The day started with John McDermott
giving us a briefing on the latest news
from the itSMF. He showed us the latest
“little ITIL” which is an Introductory
Overview and contains summaries of all
the main books in the Library and also a
pocket book which will be produced for

all the books in the library.
He also spoke about Conference 2004
which has received a record number of
entries for over one hundred and thirty
presentations.
John told us that the itSMF is currently
going through a strategic review, i.e.
“where do we want to be…” to ensure the
direction falls into line with the
membership’s wishes.
Finally, an eagerly waited announcement
about ITIL version 3 was made which is
that it will be a refresh of version 2 and
scoping for it will start in September
2004.
John then handed over to Ray Paice, the
chairman, who explained the formation
of the Service Delivery Team as part of
the UK Hydrographic Office’s Service
Improvement Program. The idea was to
bring other Service Provision elements
such as parts of HR, Facilities
Management, align the processes with IT
Service Provision and create almost the
“one stop shop”.
On a personal note, I have always felt
that IT is just another service provider,
the same as a hotel or restaurant, and
should organise itself so. Ray then gave
the example of a new employee to the
organisation which brings IT, HR and
Facilities together from recruitment to
provision of a desk to the provision of a
PC and access to the IT Services. A
single form, a single process and
therefore much more efficient and
effective.
Sue Shaw from TriCentrica and part of
the Service Improvement Program went
on to talk about some of the activities that
went to make up that program. The
presentation was split into the Aims,
Approach, Actions and Difficulties with
the aim being “To deliver to time, cost
and quality.” The approach was to
“Gather information, Identify actions,
Produce plan and Implement changes”
with the changes falling into three
categories “Direct, Indirect and
Perception”.

An interesting example of this is the use
of the Answerphone. When a customer
phones in and gets the recorded message,
the perception is that there is no-one at
the Service Desk to answer the call where
as the reality is that all the analysts are
busy. Communicating the facts to the
customer changes the perception – simple
really. Sue did make the point at the end
that this really is only the beginning and
to carry on with those service
improvements.
Wilbur Wright, also with TriCentrica and
working on the same project, spoke about
and emphasised the need for “Lessons
Learned” which can be summed up
below:
 Communication – speak in a language
that the customer understands and tell
them what you are doing
 Promotion – sell yourselves and the
value you are adding to the
organisation
 Preparation – prepare your own staff
for what will be coming
 Manning – the right people in the
right roles
 Launch – make sure you launch the
SIP in the right manner and get the
customer interested
 Resilience – build resilience into the
teams and don’t leave yourself
vulnerable
 Baggage – there is always baggage
and you must be prepared to deal with
it
 Momentum – keep going and don’t
stop!!
The “Lesson Learned” is a very
important part of any project and is of
value to those projects which come after.
The last speaker was Anne Webb, also
from the UKHO, who talked about the
creation of a Cost Model to help identify
the true cost of ownership of the Services
provided. The most fascinating thing

from my perspective is that I see many
Service Management Consultants who
preach it but very few organisations who
do it! Well here is an organisation who
does it and very successfully.
Anne talked about the Service Catalogue
and its key place in the production of the
Cost Model. She identified the Services
provided and the components that made
up those Services and created a spreadsheet numbering 33 pages to enable the
organisation to identify its costs and their
recovery. The ultimate for all of this is for
the internal Service Delivery Team to be
the UKHO’s supplier of choice by
delivering on time, to cost and of high
quality. The spectre of outsourcing is ever
present. Part of the open forum discussed
this subject and came to the conclusion
that it is not going to go away and that IT
departments must meet this head on.
Following the UKHO’s example will go a
long way to ensure that those
departments can put themselves in the
best possible position.
On behalf of the attendees, I would like
to thank Ray Paice and the staff of the
UKHO for their hospitality and
organisation, not forgetting our speakers
for a very interesting and worthwhile day.
Finally if you wish to learn more, Ray
and Sue will be presenting some of this
material at the Conference and I urge you
to attend what promises to be a
fascinating and valuable presentation.

South East
Ditton Manor, Slough. 22nd June

John Funnell
BT Global Services
As I was about to leave home for my first
itSMF Regional Meeting my wife asked
“where are you off to today then?” My
response was “well it’s at Slough with the
IT fraternity so I’ll let you work it out”!
“Ah-ha”, she said – knowingly….
On arriving in Slough I was then stunned
by the impressive Computing Associates
Ditton Manor facility – the house which
is accessed by crossing a bridge over the
‘moat’. The site dates back to predoomsday times, the original property
being rebuilt after a fire in the 1800’s. It
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The direct changes were those to make
life easier and better for the customer
such as simplification of forms and
process particularly in the Change

Management process. The indirect
changes are those which will benefit IT
and therefore indirectly benefit the
customer. The CMDB falls into this
category and will be redesigned to fit in
with charging policy which was
discussed later. The perception changes
are those which will change the
perception of the service received even
though there maybe nothing wrong, the
customer just thinks there is!

has had a chequered history with
ownership from Anne Boleyn to the
Ministry of Defence in recent years, CA
taking on the property in 1997 and
sympathetically refurbishing the entire
site.

the transfer of a helpdesk to India. She
has established an organisation of some
400 people and gave an interesting
insight into how Fidelity had developed
and utilised Knowledge Management to
support the new organisation.

We were made extremely welcome by
CA who must be thanked for their totally
professional hosting of the day. This even
included a conducted tour around the site
– including the functional kitchen
garden!

The presentation stimulated much
discussion around Knowledge
Management; could we afford not to
utilise a Knowledge Management
system? Ownership? Control? Consider
as another configuration item? The
importance of a Technical Author and so
forth.

Anyway to business – as an itSMF
‘virgin’ I really didn’t know what to
expect from the day, having recently
completed the ITIL Foundation training
with the rest our my team I had some
preconceived ideas about what the itSMF
could offer me.
John McDermott gave an overview of the
itSMF – this had started in someone’s
bedroom and has now grown into a
£1.6M business doubling its turnover in
the last 2 years. It now has over 10,000
members – quite a success story. John
spoke of future planned developments
including ‘Version 3’ of ITIL which is
currently seen as a requirement by the
owner, the Office of Government &
Commerce (OGC). Apparently we can
have some influence on the development
this new version.
Finally, John distributed copies of the
new itSMF ‘Introductory Overview to
ITIL’ pocket book. Further copies can be
requested or downloaded from the
website www.itsmf.com
Next our facilitator, Ken Goff, introduced
the day. Ken is an IT director with
Prudential in his day job, but gave 110%
in organising and running an excellent
day. He is Chairman of the London &
South East group and certainly wasn’t
one of the dull ‘stuffed shirts’ I had
expected. He encouraged sharing of
information, participation, learning – this
sounded hopeful.
Ken has a knack of recruiting volunteers
– by hook or by crook – hence me
writing this review! Our first ‘volunteer’
speaker was Belinda Croft from Fidelity
Investments; her subject was ‘Where does
Knowledge Management fit into ITIL?’
Belinda has recently been responsible for
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Our next speaker was Enrico Boverino of
CA Infrastructure Management, our
hosts, whose subject was ‘A Vendor’s
Perspective’. Enrico gave an overview of
CA’s success story with 15,000
employees in 40 countries with a YOY
revenue of £3bn. Enrico spoke about the
challenges facing a vendor in today’s
marketplace. He majored on ‘Running IT
as a Business’. A lively discussion
followed facilitated by Ken Goff.
Sean Rudkin from BBC Radio Resources
took the ‘graveyard spot’ following lunch
with a talk entitled ‘Service Management
isn’t just I.T.’ Sean having been
‘volunteered’ at short notice gave an
intriguing overview of the work of his
team within the BBC and how he is
leading Project “Murpho” which aims to
equip them to support new technology
and provide improved support for the
essential legacy technologies with limited
resources.
Sean kept us interested with amusing
sound clips from BBC Radio archive.
Ken Goff lead the final session of the
afternoon entitled ‘What Subjects really
matter?’ two groups were formed to
identify future subjects for regional
Meetings. A wide and varied list of
potential subjects were drawn up and
presented by each team. These covered
all aspects of the Service Management
spectrum. Ken took these away for
further consideration.
So to summarise my expectations were
by far exceeded – an excellent day in
terms of business / professional interest /
networking, and also made most
enjoyable by the commitment of those
present.

Issue No. 68 August 2004

Midlands & East Anglia
NFU Mutual, Stratford-Upon-Avon
7th July 2004

John F McDermott
Services Manager itSMF
The day began with everyone’s arrival at
the impressive headquarters of the NFU
Mutual in Stratford-Upon-Avon. Our host
was Andrew Kirk who together with his
staff looked after us admirably. After a
brief introduction by Jim Davies of
Tradeteam, the Regional Chair, we all
followed suit and I extended my
introduction by updating everyone about
the goings-on in the office. (All these
happenings have been covered in other
reports, so I won’t repeat here).
We then had a short presentation from
roger Appleby of the Inland Revenue
who explained “How to Win Friends &
Influence People”. This included
references to Teamwork, Motivation,
Commitment and Training, all the
necessary ingredients in achieving this
goal. The response from the group was
fantastic.
We had a break for lunch and continued
the discussion and exchange of opinions
and views into the afternoon. Almost
everyone attending made a contribution,
which really was good to witness,
especially as some views expressed were
from different perspectives. Everyone
agreed that this area was contentious, but
about the focus of attention there was a
majority. This majority view, expressed
the opinion that it was not necessarily
senior management or the “worker bees”
but sometimes the middle managers that
were the cause of either inaction or
apathy and to get them on the “ITIL best
practice” side needed some work.
The conclusion drawn was simply that
this area will always require some
attention, if only to “maintain the
momentum” and that every organisation
no matter how big or small always has
room for improvement.
Attending most regional meetings is a
great experience for me as it allows me to
express my own opinions on subjects and
more importantly learn and enhance my
own personal service management
knowledge and experience as part of my
Institute CPD. This was another such
meeting – my thanks to all concerned. n
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“Creating and Maint
A Personal Message
Ian Bevan
Conference
Committee
Chair
I bet you’re
thinking is it
really that time again i.e. the Annual
itSMF Conference & Exhibition down in
Brighton is coming around again. A year
goes by very quickly and if you haven’t
already booked your place, then you had
better get it sorted. I have personally been
involved with the Conference Committee
for the last three years. In that short time,
attendance has continued to grow year on
year and is a testament to the industry’s
realisation of the benefits from adopting
best practice based on the IT
Infrastructure Library (ITIL).
This year (as always) there has been
much discussion around how we satisfy

Further Selection of Speakers
Further to June’s edition of servicetalk,
the Conference Committee confirm a
further selection of speakers. The full
programme will be available at the end of
August.
Keynote Speakers
Geoff Burch
Hailed as “The alternative business guru”
Geoff’s credentials are impressive having
worked extensively with the world’s
leading blue chip companies. The author
of “Resistance is Useless”, “Go It
Alone” and “The Art of Business
Persuasion” Geoff is one of the most
exciting business speakers in the UK. His
unconventional image and extensive use
of humour should not hide the fact that
he has a powerful business message.
Geoff absorbs key business messages and
turns them into hilarious but very
memorable stories.
Jim Steele
Jim is fascinated by the nature of peak
performance and has spent much of the
last decade working with highly
successful individuals from business and
from the world of sport. He has come to
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the needs of the “newcomer” and the
“veteran” alike. I am very pleased that
the Conference Committee has acquired a
number of new faces who bring with
them new thoughts and ideas, guarding
against complacency.
The success of the Conference is best
summed up with the volume and quality
of submissions as a result of the “Call for
Papers” issued earlier in the year. One of
the greatest requests received from
attendees at past events has been the
desire for more user based talks
focussing on case studies i.e. “been there,
done that”. I am thrilled to say that the
Committee has had a new headache this
time around because we have been
overwhelmed in comparison to previous
years. This has meant having to say no to
talks that are certainly worthy of a place
but we do only have three days! On that
note, for the first time since my
involvement the Conference will not
understand not just what makes these
people tick, but what makes them tick so
much faster, stronger and longer. Jim’s
keynotes are accessible and highly
practical. He explains certain key peak
performance strategies and offers
delegates the necessary tools to apply
these methods in any area of their life.
Jim Steele’s passion for excellence has
led him to address audiences worldwide,
and his energy, insight and great sense of
humour creates a massive impact
whenever he is on stage.
Mainstream Presentations
Alan Munday, Winterthur Life
“Process Implementation – it’s hardly
simple, it’s just simply hard”
Winterthur Life identified the need to
improve its IT Service Management
operations to move from the “corner
shop” to the “department store”
following the acquisition of Colonial that
more than trebled its size in the UK. The
presentation gives details of how the
company set about the task, the issues
along the way, success stories, lessons
learnt and where it is today in its vision
to become a world class internal IT
Service Management operation.
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finish at lunchtime on the Wednesday but
will carry on into the afternoon thus
providing even greater value for our
members.
We are also aware of the number of
attendees who arrive on the Sunday night
and therefore we have arranged a drinks
reception at the hotel to give people the
chance to meet up with old faces and
more importantly hopefully to forge new
friendships. Everyone is welcome but
especially newcomers who would like to
“learn the ropes”.
I would finally like to take this
opportunity to thank the members of the
Conference Committee for giving up
their time voluntarily and whose
endeavours will ensure a great three days
for all who attend.
I look forward to seeing you all in
November
Liz Evans-Jones,
Threadneedle Asset Management
“Moving from Change Administration
to Change Management and still going
strong!”
This presentation looks at the background
to Change Management, the problems
that were encountered with change
administration when moving from
Administration to Management. It looks
at where the company is now and how to
progress meeting people’s expectations.
Jon Efford, Abbey & Linh C Ho,
Proxima Technology
“Abbey case study; improving IT
Service Delivery”
At Abbey, the IT department has moved
from the traditional route of Operations
to Service Management. During this

taining Momentum”
presentation they show how their IT
department has:  Improved the
visualisation of IT infrastructure and
increased the visibility of IT to the
business  Increased the business
understanding of IT Support and
Delivery processes  Provided business
views of IT Services via real-time
dashboard views; available to users over
the Intranet  Increased dashboard
coverage, and use of dashboards for
Incident analysis and resolution
 Improved relationship with the business
groups  Improved productivity in
business teams  Reduced operation
costs.
Andrea Igl & Bernd Heckman,
O2 Germany
“Transforming IT Operations into IT
Service Management – a Real Life
Success Story”
In the context of several saving and
improvement initiatives the IS
department of O2 Germany realised that
the ambitious target of reducing IT
service cost while taking on board
additional services and improving the
service quality would need a profound
basis. Triggered by a group-wide
initiative (mmo2 plc) to optimise IT
Service Management O2 Germany
started introducing the ITIL best practice
framework in April 2003. In the first
phase processes with highest priority for
the outsourcing partner interfaces were
redesigned and new – process based –
contracts established. In September 2003
the project started to introduce all of ITIL
Service Management processes plus
some areas from BS 15000.
Graham Montgomery,
South African Revenue Services
“A Practical Process to Managing
Operational Crises within an IT
environment”
This is a process which has been
developed and evolved to deal with the
management of crises within an IT
environment. This process brings ‘sanity’
to a chaotic environment to achieve the
restoration of service in a structured
approach. It takes into account, escalation
procedures, the Management of the
‘Operational Crisis’, the subsequent Root

Cause Analysis and the interface to IT
Contingency planning. (This is a process
and toolset, which covers all areas within
the ITIL methodology. It is also a process
which leads into the IT Continuity
discipline!)

Gerry Mos, ISM & Jane Seeley, Exel
“Corporate Sponsorship – what’s the
advantage”
How the Corporate Sponsorship Package
(CSP) was initiated and developed, the
pilot operation and the results. What
effect the approach taken has on
organisational values and procedures,
related to individual development. What
the value and return on investment has
been and how your organisation can take
part in the CSP. (One of the members
from the pilot will also be present to give
their view as an individual to speak of
joining via a corporate sponsored
programme rather than individually – and
what it has meant to them individually.)

Michael F Meuser, California State
Teachers Retirement System
“Introduce, Implement and Evolve
ITSM at CalSTRS”
This presentation will discuss the
introduction, implementation and the
evolution of ITSM at California State
Teachers Retirement System (CalSTRS).
Being able to develop, implement,
manage and maintain IT Service
Management in a California state agency
with over 715,000 members and benefit
recipients with investments of over 116
Billion dollars; the agency has employed
IT consultants from all over the world.
With this expertise and knowledge it
became apparent that an Information
Technology Service Management
methodology and system was absolutely
essential. It was a goal of the agency to
change the culture from technology
management to customer focused IT
Service Management. It will cover how
we empowered our staff; influenced and
partnered with our vendors while
maintaining the system and evolving
ITSM.

Current Sponsors

BS 15000 Committee Workshop
“Achieving BS 15000 Certification”
A facilitated workshop covering:
 BS 15000 Standards and content
 The BS 15000 Certification scheme
 Organisation’s eligibility
 The issues of scooping BS 15000
certification
 How to approach certification 
Achieving certification
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Ask the Experts
As we had a large number of answers submitted to the questions raised in the
June issue, we have decided to provide a few more answers to the same
questions in this issue. We hope they provide a slightly different slant to the
issues raised in the questions.
QUESTION 1
My company is beginning an initiative
to introduce ITIL best practice into its
service management processes. The
company wishes to appoint an IT
Service Delivery Manager, how should
we go about finding the right person in
a cost effective way?

ANSWER 1-1
James Finister
Service Assurance Manager, AXA UK
To be cost effective you want to reduce
the time and effort spent on attracting,
sifting and interviewing potential
candidates who are a poor match to your
needs. Candidates will also be assessing
you and your organisation to assess how
serious you are about service
management and how you fit in with their
professional ambitions.
You need to be very clear about what you
really want an IT Service Delivery
Manager to do. Do you want a long term
appointee or someone to handle the
transitional stage with a mutual
understanding that they are likely to
move on within two to three years once
ITIL is established in your organisation?
Do you really want someone who is a
world class, all guns blazing, SDM if you
aren’t already a world class service
management organisation? Would you be
better off with an experienced, safe but
dull, steady hand on the tiller who would
oversee a period of incremental
improvement?
Perhaps rather than employing an SDM
you would be better served by buying in
an experienced interim manager from one
of the well established service
management consultancy houses. I would
certainly recommend involving an
experienced service management third
party in the recruitment process. My own
experience and that of others suggests
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that over reliance on the in house HR
function or generalist recruitment
agencies is not particularly effective in
such a specialist area.
Consider the full range of abilities you
want the candidate to posses to match
your intentions and your organisation’s
culture, but also remain open to the
possibility of coming across the “surprise
fit” – the candidate who offers a wholly
different, and often very challenging,
perspective on what the job should entail.
Consider weighting the different
requirements and opening them up to
challenge – is a knowledge of your
particular area of business really that
important compared to a successful track
record in process improvement?
Re-evaluate your criteria after meeting
the candidates face to face. As well as
weighting what you are looking for,
consider weighting the aspects of the job
that might appeal to the candidates. For
instance how many of us at the moment
would love the chance to oversee the
attainment of BS15000 in the next
eighteen months?
If you use a recruitment advert in the
national or specialist press make sure you
are honest about what the job is and what
your requirements are, whilst also
realising that you are selling the job to
potential recruits. Be very clear about
what you are offering the potential
candidate: a highly motivated and
experienced SDM will be looking for an
environment where there is real potential
to make a difference, where their
expertise will be valued and a role that is
genuinely senior in the IT management
hierarchy.
If the ITIL manager’s certificate and a
commitment to best practice is a must,
and surely it must be, then why not make
use of the under-utilised jobs section of
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the members’ area of our website? Make
use of the networking opportunities
provided by itSMF events, including the
regional events. The broadsheet
newspapers are another obvious place to
advertise. Depending on the type of
organisation you are in don’t neglect the
possibility of recruiting internally but
from outside of IT, perhaps from Finance
or Procurement.
When it comes to the sift, look for
breadth of experience and other
management skills rather than a purely IT
background. Avoid making the sift a
purely mechanical process, it is another
opportunity to assess whether you have
got the job description and candidate
profile right. Be flexible but don’t
compromise. If you are struggling to find
candidates who match your requirements
consider re-specifying the job.
At the interview the experienced SDM
will be assessing and judging you every
bit as much as you are evaluating them.
Do they trust you, and do they believe
you know what you are talking about?
Three sure-fire ways to turn off a SDM
are to:
 underestimate how difficult
implementing ITIL is
 overestimate your organisation’s
current level of service management
maturity
 undervalue the SDM’s past
experience
Again, learn from the experience. If a
candidate withdraws their application
post interview or declines the job offer
try and identify why.

ANSWER 1-2
Karen Ferris
KMF Advance (Melbourne, Australia)
There are no short cuts in terms of cost in
ensuring that the right people are selected

for roles within IT Service Management.
The success or failure of IT Service
Management within an organisation can
be dependent on having the right staff in
the management positions. “Things do
not happen in this world, they are
brought about” John M. Hay. Similarly,
in the words of Dale Carnegie: “The key
to managing through people is to have
the best possible people through who to
manage. Good people are not easy to
identify, locate and develop, yet
personnel are the most important
ingredient in the recipe for successful
management”.
The most cost effective way to find the
right person is to invest in the recruitment
and selection process, engage expert
assistance if necessary, employ the best
person for the role and in turn recognise
the return on investment. It is more costly
to recruit the wrong person and have to
start the process all over again and in the
meantime recruitment of the wrong
person may have had devastating effects.
What To Look For
It is imperative that we enter the staff
selection process with a clear view of the
criteria on which we will make our
selection. The majority of IT
Infrastructure Library (ITIL) modules
within Service Support and Service
Delivery contain job descriptions and
attributes for the person responsible for a
particular discipline. It is useful to
consolidate these and look at some of the
generic attributes and skills required by
IT Service Management Managers.
(These are in no specific order or
priority).
 Knowledge of ITIL (it may be that
you specify a level of qualification
required i.e. Foundation, Practitioner
or Management level certification)
 Good interpersonal skills
 Good communication skills
 Staff management and leadership
skills
 Project Management
 Sound IT knowledge and experience
 Budgetary management skills
 Business acumen
 Customer focus
 Motivational skill

Each discipline will require unique skills
and attributes in addition to the generic
ones described. These will need to be
identified and the selection process
designed to ensure that they are acquired.
For example, a Problem Manager will
require strong analytical and problem
solving skills, while a Service Level
Manager will need excellent negotiation
skills, patience and resilience.
The Selection Process
There are four steps in the selection
process:
 The application
 The interview
 The evaluation
 The reference
The Application
It is useful to request that applicants
complete a standard application form
even if a curriculum vitae has been
submitted. This allows easier comparison
of one candidate with another. In
selecting management staff I have found
a useful technique is to request that the
applicants provide a written response to

specific questions. The questions should
aim to determine the applicant’s “real”
understanding of the position for which
they are applying and their ability to put
their knowledge and experience into
practice. Although unpopular with some
applicants, a request for three written
answers, each 1500 words or less, will
ensure you only get responses from those
who are serious about their application.
The questions may relate to specific
issues currently existing within the
organisation.
For example, a question for a Problem
Manager may be: “Within this
organisation, responsibility for applications development and support; small
systems development, installation and
support; operations including managing
the hardware and environmental
maintenance contracts; and communications installation and support; are all
separate and some are outside of the IT
Service Centre in which Problem
Management will reside. What difficulties, if any, do you envisage there could be
in establishing organisation wide
Problem Management and how would
you overcome them?”
The responses to the questions assist in
determining which applicants are to be
considered for interview and acts as a
very effective filter technique. The
responses also provide excellent
discussion material for the interview,
assisting in determining the applicant’s
thought processes.
The Interview
An interview must be structured to obtain
information about the applicant, their
qualifications, knowledge and experience. It is also a two-way discussion.
The interview should also be used to
provide the applicant with information
about the organisation and the position
for which they are applying. This should
be an honest provision of information,
(albeit maintaining company
confidentiality), so that the applicant is
clear about the job (e.g. scope, staffing
levels, boundaries, restrictions), and the
organisation (e.g. culture and beliefs,
mission, objectives). Not everyone is able
to interview effectively. It is essential that
some training be undertaken in effective
interview techniques. Where necessary
ask assistance from the Personnel or HR
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The job descriptions contained within
ITIL can also be consolidated and a
generic list of responsibilities collated.
(These are in no specific order or

priority).
 Implementation of the Service
Management discipline(s) including
project management
 Budget acquisition and optimal use of
finances
 Objective setting
 Scope determination
 Awareness and marketing campaign
 Recruitment and training of staff
 Ensure efficiency and effectiveness of
function
 Evaluation and procurement of tools
 Audit of the discipline
 Implementation of remedial actions
for shortfalls
 Regular reviews of staff performance
 Monitoring of metrics and
management reporting
 Establishment of procedures
 Knowledge of latest technologies
pertinent to the discipline
 Knowledge of industry trends
pertinent to the discipline
 Implement and maintain effective
interfaces with other Service
Management disciplines and other
areas within IT and the business
 Attendance at the Change Advisory
Board as required
 Ensuring most effective combination
of staff and technology is employed
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department in the interview process.
Employment of inappropriate personnel
is not only costly but can have devastating effects on staff morale and the
credibility of the IT Service Management
function – including yourself.
The Evaluation
Various evaluation techniques are
available. Some employers may utilise
psychological interviews and tests to
evaluate the applicant’s work preferences,
leadership strengths, decision making,
interpersonal skills, team-building and
general personality traits. This can be
expensive but can prove cost justified in
order to obtain the right people for
management positions. Responses to the
questions provided with the application
forms can assist the evaluation process.
As mentioned earlier, the responses can
provide excellent discussion material to
determine a candidate’s thought
processes and preferred working
methods.
All applicants should be evaluated
against the selection criteria (skills,
attributes and ability to fulfil the job
description). Prior to evaluation the
criteria should be specified as mandatory
or optional. Suitable applicants MUST
meet all mandatory requirements.
The Reference
Usually, references are written. However,
consideration should be given to
telephone references. It is much easier to
determine the truth about a candidate
from a conversation than from the written
word. Ensure the telephone conversation
is structured and the same questions are
asked of each previous employer for each
candidate. This allows comparisons to be
drawn between the candidates.
Finally, you can choose the successful
candidate. Even though the process is
time consuming and therefore costly, it
cannot be stressed how important it is to
get the right staff in the right positions
first time.

with because the integrity of a despatch
system had been compromised?

The advantage of recruitment from
external sources is the injection of new
ideas and concepts. Make use of the
resources at your disposal as they can
prove cost effective in the long term.

This understanding of IT failures should
also be built in to the procedure for
allocating priorities to incidents at the
service desk and for reporting on the
impact of downtime. Are lives threatened
by this incident, were crews late on the
scene as a result of a system failure? This
can be, and has been, captured in SLAs:
“No engineer will be injured because a
powerstation configuration database
wrongly shows a component to be off-line
when the power is actually on”

QUESTION 2
Our primary objective is to save lives
and as a service manager within the
organisation what I do appears to be
far removed from this. How do or can I
relate my performance measures to
this objective?

ANSWER 2-1
James Finister
Service Assurance Manager, AXA UK
An interesting question which goes to the
heart of modern service management.
How easy it is to do depends on a
multitude of factors, but it is absolutely
what we must strive to do. We only run
computer systems to help our
organisations achieve their high level
objectives, and any measures of personal
or IT performance that don’t relate to
these high level objectives are effectively
meaningless. Some years ago Pete
Daffern and myself came up with the
Sunningdale Model1 to show how
objectives throughout the supply chain
have to be driven by high level outcomes
The starting point is to demonstrate to the
organisation how vital IT is to achieving
its operational goals. A good way of
doing this is to make IT an integral part
of any emergency planning.
What would happen if an emergency
service lost its command and control
system because of a technical failure?
What if emergency crews couldn’t trust
the information they were being provided

The standard case study for
demonstrating this remains the
introduction of the London Ambulance
Service despatch system (see http://
www.cems.uwe.ac.uk/teaching/notes/
UQI101S2/lascad.htm).
Hopefully the currently much vaunted
and high profile NHS IT programme
won’t provide the basis of a similar case
study in years to come.

If using this approach it is important that
the incident and problem management
tools capture information about the
potential life-threatening consequences of
failures.
More difficult is to identify the
contribution of IT to preventing loss of
life when systems are working normally.
“We didn’t kill anyone this month” isn’t
really the sort of metric you want to go to
the management board with, and it is
very hard to say “this person would have
died if IT wasn’t working” – hard but not
impossible. Perhaps an emergency crew
was able to respond in time to save a life
because an in-car GIS (Geographical
Information System) enabled them to
identify quickly which ‘bus stop outside
the Red Lion’ the stabbing had occurred
at. Some of these measures should have
been identified as part of the business
case for the introduction of the GIS.
The cascade of metrics down the service
chain does reach a point where the
language has to shift from operational
terms to technical terms, and that is
something we have to live with. Where is
that point? Perhaps a harsh distinction
can be drawn at the point between
criminal culpability and civil remedy? If I
fail to perform my job effectively and the
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Internal or External?
Do we recruit internally or externally?
There is no right answer. If possible,
given the right staff, recruit internally.
This demonstrates to other staff that there
is opportunity for progression within the
organisation. However, do not promote a
person into a position for which they are

not suitable purely because they are the
“logical” successor. If there are no
suitable people within the organisation
then recruitment externally will have to
take place. There are external agencies
able to assist in the recruitment process
and there are some agencies that
specialise only in ITIL qualified staff.
Utilise the skills of an IT Service
Management (ITIL) consultant to assist
in the recruitment process. They may
have years of experience and knowledge
enabling them to advise you on the best
candidate for the position.

IT system fails as a result might I, or my
organisation, face a charge of
manslaughter, or would it purely be a
contractual issue?
1
© James Finnister and Peter Daffern

might well measure that by less reactive
life-saving work after a particular
campaign. You measure through a
reduction in number of incidents in the
related category. You have something you
understand, they have likewise.

ANSWER 2-2
Barry Corless, Sysop
Cut to the chase here – Service Level
Management / Business Relationship
Management. You have identified an
endemic problem in the majority of
organisations where the IT is not seen as
the core business. I asked the same
question myself many times during 10
years with a retail organisation where the
primary goal was selling ‘tins of beans’.
What did 5 minutes downtime mean?
What did missing availability targets
mean?

There are more obvious examples in the
reactive side of life saving involving
communication systems and IT support
where a failure literally is the difference
between life and death.

If you break the issue down, best practice
gives us many guidelines on this. I am
making an assumption here that the life
saving objective is a proactive one
(prevention is better than cure) as well as
the obvious reactive side to the work.

The availability and performance of your
system is paramount and information is
vital if you’re waiting to be plucked from
a mountain side or from a stranded boat.
Although defining the training
programme for the IT department or
contracting for preventative maintenance
on a server that supports a business
process may seem like a million miles
from saving lives, without your work
those lives are, sadly, more likely to be
lost.

Best practice tells us that a crucial
element of making Service Management
work at any organisation is understanding
the culture within the working
environment. You have obviously made a
start here by being less than happy that
your targets are aligned and can be
related to organisational objectives. ITIL
tells us that we must seek to align our IT
service objectives with those of the
business. Good Service Level
Management obviously allows us to do
this by developing the relationship with
the business and understanding respective
priorities.
In short, ask them. It may be that what
you do now is EXACTLY what the
customer wants, thereby giving you
verbal and Service Target (if you have
SLAs) confirmation that you are indeed
“helping to save lives”. It may work
something like this as an example: YOU
DELIVER the right software / hardware /
documentation combination, the business
delivers its ‘life-saving’ presentation and
awareness in an effective manner, people
present now understand a particular
process and they take an action that saves
their life or that of another.
How do you measure that? The business
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Your IT infrastructure and supporting
organisation must help to meet the
business objectives of getting to an
incident in the shortest possible time.
YOU DELIVER additional information
to the lifesavers (location, condition of
victim) effectively using IT, for example,
police ‘Command and Control’ systems.

QUESTION 3
Our IT department has recently
adopted ITIL and to complement this
we undertook to do IT audits along the
ITIL framework. Due to the
interdependencies of ITIL, it appears
difficult to limit our audit to just the
one dimension and overwhelming to
tackle the entire list in one hit. Not all
our ITIL processes are mature, so how
do you carry out ITIL audits in an
evolving organisation? I am told we
wouldn’t have this problem at all using
a CoBiT approach.

ANSWER 3-1
James Finister
Service Assurance Manager, AXA UK
With the arguable exception of BS15000
most of the approaches to ITIL process
audit (Pink Scan, Quint Quest and Base
One, for examples) recognise that in
reality different processes will be at
different levels of maturity, so CoBIT
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isn’t unique in that.
Any audit can be scoped to suit your
circumstances, both in terms of the areas
you cover and the depth of review you
carry out. In some ways it is the least
mature processes that will most benefit
from an early audit, since this will
provide an objective baseline to measure
future progress against and will also
identify any quick wins. Don’t see the
purpose of audit as simply getting a tick
in a box, see the audit as a catalyst for
change.
Where CoBIT does score from an audit
perspective is that its scope is much
wider than ITIL, and in AXA we are
finding CoBIT particularly useful in
developing the Service Assurance role.
However we have close links with
internal audit, and I also have a
professional background in computer
audit so we can make intelligent choices
about how to use CoBIT pragmatically. I
think anyone without the specialist audit
knowledge would find it very hard to
identify which aspects of CoBIT to use
and would not easily be able to evaluate
the output from a review, because the
downside of CoBIT’s comprehensiveness
is that it is inherently complex.
Remember that the audit has to be cost
effective, balancing the resource it
absorbs with the benefits it produces.
If I was carrying out an initial internal
review I would consider making selective
use of BS15000, or use the selfassessment spreadsheets provided by the
itSMF (http://www.itsmf.com/
bestpractice/selfassessment.asp), but my
starting point of choice would be an
external review tied into the production
of a prioritised action plan. I wouldn’t
normally consider carrying out a CoBIT
review until at least a couple of years into
an improvement project.

ANSWER 3-2
Tony Price FISM
PinkRoccade
This question specifically references
maturity of process. To assess the
maturity of process you must look at
formal process maturity assessments that
are based on a methodology specifically
designed to measure maturity. As
referenced in ITIL publications and by
Gartner in their tutorial TU-17-3745

“The Best approach to improving IT
Management Processes”, I would
strongly recommend that you look for
assessments based on the Capability
Maturity Model (CMM).
CMM provides a very structured
approach to measuring process maturity
and very specifically identifies a point at
which interfaces must occur for the
processes to truly add value to your
organisation. I have found that
organisations who do not use CMM
based assessments often engineer a
process to the “nth” degree and think that
they have done an excellent job. Then
when they set about another process, they
find that the first process needs to be reengineered to pick up on the interfaces
from the new process. This is both costly
and an ineffective way of developing an
ITIL process based organisation and
CMM will help here. PinkScan, my
organisations CMM based assessment,
has been used extensively for over 15
years and has repeatedly proven this is

the case.
The question also references an
overwhelming requirement to tackle “the
entire list in one hit”. I truly believe that
this is when the process engineers come
into play as against IT people that are
implementing process. It is practical and
achievable to plan the implementation of
all of the ITIL processes. However you
will almost certainly not implement all
the ITIL process at the same time.
The planning or process engineering will
ensure you develop and operational
model and define how the processes in
ITIL support your model, plus how they
interface to one another. If you have
performed a CMM based assessment you
will then have a clear understanding of
where you are now. From this you can
plan where you want to be (a GAP
analysis from where we are, not to where
we want to be, can be performed).
Where you want to be should address
business priorities, which should

logically lead to a priority for process
implementation. Hence if you take this
approach you can audit individual
processes (as you should have interfaces
/ inputs / outputs) defined, or you can
audit all of the processes!
Finally the question also referenced in
the question is CoBIT which provides a
wider than ITIL view of process
Governance for and IT organisation.
CoBIT does provide significant amounts
of detail about process such as Key Goal
Indicators (KGIs), Critical Success
Factors (CSFs) and so on. CoBIT is
excellent for the wider issue of process
governance and gives provides and
excellent framework for this and
subsequent audits.
The question states that you have recently
adopted ITIL and in my experience
CoBIT may appear too big at this point in
time for you – though very relevant later.
Hence I would stick with a CMM based
assessment at this point. 
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In This ITSM Roll Out –
Everyone Is A Stakeholder
Steve Straker
Process and Quality Manager
Service Delivery Organisation
Fujitsu Alliance
That statement on the right is quite a bold
one considering Service Management
and ITIL deployments have been ongoing
for the last decade. So what makes this
project any different from all the others?
Well, for starters, the NHS National
Programme for IT (NPfIT) will see each
and every one of us having a record on
the National Care Record System
(NCRS) – a single source of output
information regarding our treatment, our
medication and our ongoing health
concerns. The information will be
available to NHS clinicians whereever
you will be treated. In summary:
1. A number of national applications, e.g.
a summary of patient records, through
a national IT infrastructure (‘the
Spine’) provided by a National
Application Service Provider (NASP),
plus,
2. Local applications across 5 geographic
clusters, being London, North East,
North West and West Midlands,
Eastern and Southern. Each cluster
comprises 5-7 Strategic Health
Authorities including all the NHS
trusts within each SHA. Local
applications will be provided by local
IT infrastructures supplied by Local
Service Providers (LSPs), which will
interact with the National Spine.
The new electronic patient records
service is called the National Care
Records System (formerly the Integrated
Care Records System or ICRS). Patient
records will be stored on the National
Spine database but accessed and updated
locally, using workstations and remote
devices.

“The biggest challenge
is a fundamental
understanding that
successful
implementation
depends on far more
than automation and
attention to hardware,
software and networks.
The most significant
obstacle in similar
projects has been the
lack of attention to the
human element of
changing behaviour.
The obstacles are not
technological or
resource but cultural.”
Aidan Halligan
joint senior responsible owner of
the National Programme for IT in
the NHS

NASP Services – the Spine
The Spine is a person-based information
service. Each person has ‘their spine’ that
is used in common for their healthcare.
This is illustrated in this diagram with
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example information.
When a clinician is providing care,
information will be brought together
from both the internal sources, shown to
the right of the diagram, and the common
patient-based Spine source, shown to the
left.
The internal sources will provide detailed
information necessary to the organisation
in which care is currently being provided,
such as in-patient medication records and
anaesthetic records in the case of a
hospital.

A patient’s ‘Spine’ will contain an up-todate summary of information and key
events in the patient’s life and care, of the
sort shown in the diagram.
Data migration remains very much an
important aspect of the project. There
may be some widescale conversion of
existing patient records; these electronic
records are required for each individual
and will commence when the system is
introduced.
Fujitsu Services, prime contractor in the
Fujitsu Alliance (FJA) is one of five
Local Service Providers for the NCRS.
There are also three National Providers –
the “Choose and Book” programme for
E-booking of appointments (a single
system for us to book hospital
appointments in real time); the Network
that brings all this together, and the
Spine. This is Europe’s biggest IT
programme of work in over twenty years
and is being managed using the OGC
(Office of Government Commerce)
framework. Contractually, the project has
to be delivered using ITIL guidelines and
the aim is for all LSP’s to be BS15000
certificated 18 months after contract start.
Our customers, the NHS, are the third
largest employer in the world –– behind
the Chinese Army and Indian Railways.
Our “local” area (shown graphically
below) covers Cornwall to Kent and as
far north as Oxfordshire.
A breakdown of the end user looks a little
like this:

 Overall Population
– 13,000,000
 NHS Staff
–
256,000
 Acute
–
36,500
 GPs
–
7,800
 GP Practices
–
1,900
 Primary Care Trusts
–
81
 LA Soc. Serv. Depts –
31
 Hospital Trusts
–
18
 Ambulance Trusts
–
12
Organisational structures will, where
possible, mirror the NPfIT’s own
structure leading to clearer
communication links and enhanced
business relationships. In Fujitsu we have

mapped the organisational structure with
such teams as Service Management,
Service Introduction, Applications,
Infrastructure, Service Desk and Service
Integrity (working on a zero data loss
scenario). The ITIL processes will be
designed as true end-to-end – with a
governance board to oversee the delivery,
build, test, deployment and live
production environments. FJA are at the
forefront of “managed service” delivery
using ITIL and who knows if the next
“Managed Services” book may see some
of this work contained within it!
Delivery of the service will be measured
using Fujitsu’s Service Performance
Analysis activity, catering for both
process and technology based KPI’s.
Continuous improvement has been built
as trigger points into all processes and
will be reviewed and acted upon, if
required, at pre-defined and agreed
intervals. In some respects, the more you
look at this ITSM programme of work, it
could be said, that ITIL may have been
designed with this customer in mind –
Emphasis on customer care, Commitment
to delivering the best service and
Focusing on improvement.
If there is space available in the next
issue, I hope to have the opportunity to
give servicetalk readers further insight
into this ITSM project. 
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An Adaptive IT
Infrastructure:
Who Needs It ?
Graham Huzzey-Morgan
HP
“Adaptive infrastructure” and “adaptive
enterprise” are some of the latest buzz
words to have entered the IT circles, but
few seem to have a clear idea about what
they mean. What exactly is an adaptive
infrastructure, who needs it and why?
As with many things, there are no easy
answers to these questions. In the first of
a series of articles, we will look at this
subject in detail and describe how IT
service management disciplines can
support and underpin constantly
changing business requirements.
We’ll start by looking at the current
market conditions where the economic
climate and uncertain political situation
are putting huge pressure on businesses
and making them more cautious about
capital investment. Organisations need to
make difficult decisions quickly, develop
customer loyalty and bring new products
to market or create new business models
in order to adjust to a changing
environment. This is not just normal
cyclical change – it is unpredictable,
disruptive change. This environment
requires that an organisation has an agile
business model for many reasons –
economic, market, technological,
customer and financial.

acquisitions), and CIOs are endeavouring
to get their IT infrastructures into shape
to be able to respond to these demands.
In fact the IT infrastructure is potentially
one of the key enablers of change for an
organisation and as such its strategic
importance is increasing along with the
pressures on the CIO to deliver this return
to the business. It is well understood that
getting the underlying IT infrastructure in
shape is the key to business success.
Traditionally, business requirements for
the IT infrastructure focused on three key
factors:
 Costs – both acquisition and
ownership.
 Risk management – continuity and
security.
 Quality of service – performance,
capacity and availability.
The marketplace has introduced a fourth
key factor – business agility:
 Agility – the capability swiftly and
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Delivering business value and return
on IT
CIOs have adopted a subtle change in
their focus as they move from managing
the cost of IT to managing the value of IT
– delivering real returns with tangible
value to the organisation. To obtain the
best return on information technology
(RoIT), it is critical to consider the interrelationship of all the four factors
mentioned above. Improved agility will
improve the return on IT.
Changes to improve agility cannot
negatively impact the other areas – in fact
if done well, improved agility can
positively affect the other measurement
areas (e.g. if an IT infrastructure is more
agile, it will be
easier to
implement the
changes and
will therefore
cost less to
maintain, it will
be less risky to
implement the
changes and the
service levels
will not be
impacted
during the
change).
Investments
may need to be
made to



Given this backdrop, it can be seen that
the ability to respond to change, in fact to
drive change, is now one of the most
important success factors for an
organisation. CEOs are demanding agility
of their organisations (e.g. speed to
implement new products, connect to new
suppliers, respond to business needs of
existing customers, change organisational
structures, complete mergers and

seamlessly to accommodate – and
even anticipate – change to benefit the
business enterprise and the ability of
the IT organisation to develop and
deliver highly synchronised support
for business services. (See figure.)
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improve agility but they will deliver
longer-term returns e.g. by resulting in a
lower cost of operation and maintenance.
It is therefore a combination of these
factors – cost, service, risk and agility
that will deliver the best return on IT
investment.

What’s stopping us from being more
agile ?
There are a number of inhibitors to
agility that have evolved over time. For
example, investments made in the past to
support separate business projects have
created silos of technology that are
harder to link, harder to maintain and at
the same time create pockets of underutilised but inaccessible capacity in the
organisation.
Similarly, many investments made to
create stability, reliability, security and
control were not necessarily made with a
view to enable change or to introduce
agility. This situation has forced IT
Organisations to establish pockets of
focused knowledge that aren’t shared,
creating a less flexible workforce and a
culture of siloed support.
In addition it has been hard to secure
investment for the infrastructure alone –
most investments have been made on the
back of specific business projects. This
situation is worsening as the economic
environment is exerting more and more
pressure on the cost base of an
organisation so that companies are

constantly trying to do more with fewer
and fewer resources.

benefits that will be returned need to be
defined. (See figure below.)

What do we need to get there?

In essence, organisations need to ensure
investments are made in areas that
address both business and IT concerns,
that improve agility and make sure that
progress can be tracked. The key point
here is to ensure that investments are
being made in a co-ordinated manner and
with a longer-term view as to how they
will impact the organisation’s agility and
capability.

The key elements needed to improve
business agility are:
 An IT organisation and infrastructure
that adapts quickly to business events
and process changes.
 The integration of people, process and
technology.
 A culture that embraces change.
 The ability to manage and collaborate
with partners with the necessary
skills.
 Flexibility to source and balance
enterprise resources that are owned,
leased and borrowed.
These are the key elements of an
adaptive enterprise.

How does an organisation get
there?
The main point is to understand what the
organisation wants to achieve and to
create a roadmap towards gaining an
improved state of agility.
The starting point is to work out the
current situation to understand the
immediate hot spots for both the business
and for IT. A plan then needs to be
devised that looks at the business to IT
relationship and outlines the investment
decisions that could be made to achieve
improvements. This then needs to be
broken into stages and the measurable

Evolution not revolution
Organisations cannot however simply
discard the IT investments already made
and the platforms and the partners that
have already been chosen. Quite the
reverse in fact. It is important to harness
the existing resources to their full
potential and utilise them as a catalyst for
change. In reality, most organisations
already have state of the art IT
infrastructures that can be tuned, the
strong points can be built on and the
existing areas of inefficiency can be
minimised.

What is the next step?
The first stage is to understand that there
is a need to evolve and change.
Companies need to recognise that they
have to adapt, they cannot simply bury
their heads in the sand and hope that
things will stay as they are or will return
to the ‘good old days’. If they don’t, they
will see others who have accepted this
concept taking larger and larger slices of
their business.
Companies need to take a holistic view
which recognises that business and IT
need to talk the same language. IT must
realise that it needs to be seen to run as a
service and must demonstrate value to the
business. Put simply, it could be summed
up by saying that IT must make it as big
as the business needs it when the business
needs it.
The Question:
An Adaptive IT Infrastructure –
Who Needs It?
The Answer: You Do
This subject will be discussed in greater
detail in future articles, starting with an
investigation into how Business and IT
can work more closely in partnership. 
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Beyond the Numbers
Why IT effectiveness is not just about counting costs
Brian Hendry
Senior assyst Consultant
Axios Systems
There is a general feeling in the IT
industry that measuring effectiveness is
simply a matter of calculating the money
involved. Managers routinely ask: ‘How
can we save hardware costs?’ ‘Are we
able to cut software licence fees?’ ‘Are
we performing in such a way that we are
lowering our overall expenditure?’
This is the wrong attitude. Managers
need to look beyond the numbers.
The flipside of the coin is that you might
be reducing costs but not be supporting
the business in the way it needs to be
supported.
Of course, you still need to measure costs
– indeed, an IT Service Management
solution allows you to do this accurately.
The tool can enable you to calculate
expenditure accurately, not just for
hardware and software but on a wider
front, including manpower statistics. It
can tell you which staff are doing the
work and how long it is taking them to
solve particular problems.
Those work study experts who used to go
around offices with clipboards are now a
distant memory for most organisations,
replaced by computing tools at the
service of the computing industry itself.
But you should also be viewing IT
effectiveness from a different angle, not
solely from the perspective of the cash
being spent on equipment and resources.
It is more important to look at things
from the standpoint of providing good
customer service. It may well be that by
cutting costs you are providing a worse
service or not satisfying the customer’s
requirements. The service which IT
delivers to the business is not always the
main thrust of IT effectiveness and
efficiency – but it should be.
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One hears a lot in the industry these days
about Return on Investment but that again
tends to be an analysis of cold, hard
numbers. ROI doesn’t always cover
issues like: Is the customer happier? Is he
pleased with our service? Are we giving
him what he wants when he needs it?
This means asking the customer, perhaps
by way of formal focus groups, research
surveys or questionnaires. If you don’t
ask the question you will not get the
answer.
IT effectiveness is not as simple as
saying: ‘We’ll only increase budget this
year by 2% which is less than inflation,
so we’re being efficient and effective.’ A
far better yardstick is: ‘We are providing
a better service to customers, availability
has increased. It may have cost us
slightly more but the business is happier.’

better performance with fewer people so
IT directors are constantly under
pressure. With software getting cleverer
and hardware becoming faster and more
powerful, Chief Executives demand these
achieve higher results with the same or
fewer staff.
Self-service tools such as Web interfaces
and knowledge bases can help trim costs
by allowing staff to resolve some of their
own problems and take some of the
workload from the Help Desk and others
in the IT department. Systems, however,
are getting more complex which involves
additional costs such as staff training.
A starting point for IT effectiveness is
better communication between IT and the
business. They need to sit down and talk
to each other, breaking down barriers.

I’m not making a case for unlimited IT
spending but if it gives the business a
competitive edge it’s worth investing a bit
more in it.

Quite often IT puts in place what it thinks
the business needs, which can be a
million miles away from reality. It’s a
two-way process, and the business must
involve IT management at an early stage,
explaining what it wants and why. The
business should divulge its plans. How
much does it plan to grow next year?
How many extra staff are likely to be
recruited? What are the implications for
computing services?

IT is usually not regarded as a revenue
generator but a drain on cash so there’s a
temptation to maintain a lean and mean
machine. This can be valid but sometimes
you need to increase costs in order to
improve service.

Something which IT thinks is important
may not be that vital to the business on a
day-to-day basis. Issues which IT
believes are relatively unimportant may
be a crucial part of the business process
or life cycle.

The overall IT budget does not have to
rise. By prioritising the business
requirements you can focus the IT
spending on the areas that will benefit the
customer most. The available budget
should be spent on items with the greatest
positive impact.

Following IT Infrastructure Library
(ITIL) principles is important because
they include emphasis on the importance
of communication between IT and the
business, and delivery of service rather
than just hardware and software.

IT has always been expected to deliver
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Adherence to BS15000 – the first global
standard for IT Service Management – is



Even if you do get a handle on your

costs, this still does not mean you are
efficient or effective. The business needs
to know it is getting what it wants when it
needs it, in a costly manner. An item
might be dearer but more cost-effective.
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also very useful.
This proves that the IT department has
the right processes and documentation in
place, and is therefore more likely to be
efficient and effective because it is
following the right routines and staff are
undertaking appropriate responsibilities.
This can be another way of saving costs
through eliminating duplication and
promoting consistent Best Practice.
In addition to comprehending their costs
IT Directors need to understand the
overall business. Above all they must
make sure that the service their

department provides matches what the
business requires. It may not always be
possible to give it precisely what it wants
but through negotiation there can be a
settlement which leaves everyone more
or less satisfied and provides IT with an
invaluable understanding of business
priorities.
It can help if IT people have worked in
other parts of the business. In some
organisations the IT Help Desk is staffed
not only by technical experts but also by
people who have different experience and
skills. This can help promote internal
communication and the smooth running

of the wider organisation.
To know where you’re going, of course,
you need to know where you are. What
does the business really think of the IT
department? How mature are the
organisation’s processes compared with
ITIL guidelines? An organisation can
either perform its own IT ‘health check’
or call in external experts for an
independent assessment.
IT exists to provide a service. If it is not
achieving this objective it is simply not
being effective – and customers will be
left to count the cost. 

Publications Update
Chris Lang
Project Manager, itSMF
In my last update (servicetalk Oct 2003)
I said that it had been a busy time in
Publications, well the last few months
have been, if it was possible, even more
hectic!!
Our new free pocket book ‘An
Introductory Overview of ITIL’ seems
to have taken the Service Management
world by storm. Only launched at HITSS
in April we have already distributed
15,000 copies and still have more
requests coming in every day. It is now
also available via a pdf file from the
website which will hopefully cut down
the email requests.
In parallel to the above, we have, since
the October update, published a new
pocket guide ‘IT Security Management’
(ISBN 0-9524706-8-3) – £ 6.95 and
FIVE new translations of the IT Service
Management pocket guide. This ever
popular book is now available in:
English, North American, French
(Canadian), German, Japanese,
Korean, Spanish, Portuguese, Italian
and the newest of all French
(European). They can be obtained from
the individual chapters concerned (where
one exists), our website bookstore or via
an email to publications@itsmf.com. A
Chinese (simplified) version will be the
next one off the production line, due for
publication in August.
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Two new pocket guides ‘Application
Management’ and ‘ICT Infrastructure
Management’ have been written and are
awaiting copyright approval. Due to
restructuring and revisiting of agreements
on copyright issues by the OGC (Office
of Government Commerce) this has taken
longer than anticipated but there appears
now to be an end in sight. Current plans
are that these guides should be available
within the next two months.
Sales of all ITIL books/CD’s and network
licences as well as BS 15000 literature
are well above previous years and the
translation projects for the ITIL Service
Support and Service Delivery books are
also progressing well.
The Japanese versions of these books
have been available since December 2003
and February 2004 respectively. In fact
initial print runs of both have been sold
out… a great success for itSMF Japan.
The German translations are well into
the QA phase (particularly Service
Support) and a launch target date aiming
towards the itSMF Germany conference
is still possible. The translations into
Spanish and French are moving at a
slower rate but in both cases the
translated ‘Dictionary’ has been agreed
and work on individual chapters has
begun.
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Finally… the much awaited Business
Perspective ITIL Best Practice book.
Long discussions have been had regards
scope, contents, structure and even title
but by the time you read this we will have
produced draft version number 1, 2, 3 or
is it even 4 and it will be out for its final
International QA.
There is a light at the end of a very long
tunnel!! 

Issue No. 68 August 2004

servicetalk 41

servicetalk
Deadline Dates

Issue
October 2004
December 2004
February 2005
April 2005
June 2005
August 2005
October 2005
December 2005

Copy Deadline
Tuesday September 7th
Tuesday November 2nd
Tuesday January 4th
Tuesday March 8th
Tuesday May 10th
Tuesday July 5th
Tuesday September 6th
Tuesday November 8th

Advertising
Thursday September 9th
Thursday November 4th
Thursday January 6th
Thursday March 10th
Thursday May 12th
Thursday July 7th
Thursday September 8th
Thursday November 10th

Advertising rates
1 x Full page
1 x Half-page

itSMF Vendor Members
£450
£275

Non-Vendor members
£650
£425

£150

£250

1 x Quarter page

A 10% reduction is available if a series of 6 adverts is booked and paid for in advance.
Contact publications@itsmf.com to book advertising.
Disclaimer Articles published reflect the opinions of the authors and are not necessarily those of the
publisher or his employees. While every reasonable effort is made to ensure that the contents of articles,
editorial and advertising are accurate no responsibility can be accepted by the publisher for errors,
misrepresentations or any resulting effects.

42 servicetalk

Issue No. 68 August 2004

Thinking about submitting an
article?
Articles should be between 1200 –
1500 words in length, and in PC
compatible format.
File Formats for Photos or
Graphics
Any accompanying photographs need
to be high resolution files (300dpi).
Graphics need to be supported by the
separate original files in which they
are created – not just a copy of the
Word document. Ideally these files
should be created in a high quality
programme such as Photoshop (as a
300dpi TIF file or JPG file for colour
material or BMP file for mono
material), or in Illustrator (as a high
resolution EPS file).
Articles should be emailed to
publications@itsmf.com as an
attachment to an accompanying email
detailing the topic of the article

Diary 2004
Date

Meeting

Venue

August 2- 4

itSMF Australia Annual Conference

Melbourne

August 25

Institute of Service Management Meeting

Reading

August 27

Events ESC Meeting

Reading

September 1

Scottish Regional Group Meeting

tba

September 2

Management Board

Reading

September 9

South West & Wales Regional Group Meeting

tba

September 9

itSMF Canada Annual Conference

Toronto

September 16

itSMF Seminar: The Calm Before the Storm

Leeds

September 21

BS 15000 ESC Meeting

Reading

September 27
– 2 October

itSMF USA Annual Conference

Long Beach

October 5

Institute of Service Management Meeting

Reading

October 6

Midlands & East Anglia Regional Group Meeting

tbc

October 7

Publications ESC meeting

Reading

November 8 – 10

itSMF 13th Annual UK Conference & Exhibition Brighton
Metropole

November 24

Scottish Regional Group Meeting

tba

December 1

itSMF First Italian Conference

Genoa

December 2

Management Board & Council of Members

Reading

December 7

Institute of Service Management Meeting

Reading

December 7-8

itSMF Germany Annual Conference

Hamburg

December 8

itSMF Seminar:
Change: The Fear Factor Exposed!

London

December 9

South West & Regional Group Meeting

tba

Comments

ITSM:
Beyond the Foundation,
Building the Future

“Creating & Maintaining
the Momentum” Book Early!

People on the Move
Sean Lewis has moved from Sysop to Fox IT as one of their IT Service Management Consultants.
Ian Bevan has left Fox IT Ltd to become the Managing Director of EastView (UK) Ltd. He will continue to deliver
consultancy and training as part of this new company’s offerings.

Staff News
Teresa Corré has joined the office as Aidan Lawes’ new PA.
Teresa replaces Maxine McMahon who is now the new Events Manager
Replacing Jenny Bogg as the new Events Administrator is Joanna Sheaves. She will be working alongside Maxine and
will be the first point of contact for seminar and conference enquiries and bookings.
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Forthcoming Seminars
The Calm Before the Storm
16th September 2004 Leeds
It’s a change freeze! Maybe, a seasonal lull in your business, but you know it won’t last, the STORM is on its way.
So how best can you take advantage of this time? What measures can you take to reduce the effects of the storm?
Why not look on this as an opportunity to:
 Talk to your Business about the challenges likely to be faced in the coming year
 Look at Capacity Issues
 Do all that Performance Management stuff you have been promising
 Use Planning to Achieve Amazing Service for the next twelve months
 Polish up your Service Provision
 Find New ways to Deliver Excellence
This seminar will help you to discover ways to engage in Business Capacity Management and to deliver service
excellence by meeting and LISTENING to your business. Equally important is how to maintain momentum through
those dark hours of the storm.

Change: The Fear Factor Exposed!
8th December 2004 London
The following is a true conversation overheard by the coffee machine at a major UK company:
Business Manager 1 “I hear our IT are upgrading the systems this weekend!”
Business Manager 2 “Yes, I know. I’ve booked myself holiday until the following
Wednesday. They should have sorted it all out by then.”
You might think that after years of trying we would have mastered Change Management:





Risk assessment automated and accurate
Testing would be total, complete and fit for purpose.
Authorisation levels matched to business criticality and not circumvented
Lessons learnt from change reviews.

However, the statistics suggest otherwise. An analysis of work undertaken by Qube on behalf of the itSMF earlier
this year, clearly shows Change Management is still priority number 1 or 2 across every industry sector in the UK!
So where are the success stories? Lessons must have been learnt (however painful the surgery). Our seminar will
expose the fear factors and point the way to let you manage change and not let change manage you!
Please check the website for a list of speakers and associated synopsis.
Recent Seminars organised and run by the it SMF have been extremely successful and
so we suggest you consider booking early to avoid disappointment.
Finally, future seminar topics are being considered.
Is there a subject matter that is becoming a burning issue?
Or do you have a story you wish to share by presenting a seminar?
Then please email Joanna at events@itsmf.com with your suggestion.

