IT SERVICE MANAGEMENT STRATEGY TEMPLATES

1
<COMPANY> SERVICE MANAGEMENT FRAMEWORK 

The <COMPANY> Service Management Framework is a set of organizational methods for providing value to customers in the form of services.  Service Management is achieved through a mix of People, Process and Technology. The implementation of IT Service Management will be achieved through the Service Management Framework, an internal guide for Service Managers providing context for IT Service Management in the <COMPANY> environment.

Within the <COMPANY> Information Technology (IT) environment mechanisms such as the Project Management Framework and ITIL (IT Infrastructure Library) are employed to shape best practice processes to effectively and efficiently manage the range of IT Services at <COMPANY>.

1.1
Background

The <COMPANY> IT community continually seeks to develop best practice IT management processes to improve IT services.  Since 2004 <COMPANY> IT has incorporated processes developed from the ITIL framework.  In 2007 this work guided the introduction of the Service Management Framework v1.0. 

In 2008 progress will be made into incorporating ITIL version 3, the Service Lifecycle Approach, while supporting work to date on improving processes for Problem, Incident and Change Management and to further distinguish the Roles and Responsibilities of supporting teams. 

1.2
Scope

The scope of this Service Management Framework is the IT services within <COMPANY>.

1.3
Aims and Objectives of Service Management Framework Version 2

The aim of this Service Management Framework is to ensure that Service Managers at <COMPANY> understand that managing a Service through the 'Service Lifecycle' involves continuous monitoring against the expected business outcomes.  

The ITIL Service Lifecycle 

This understanding is imperative in an environment that asks for clear correlation of investment value versus outcomes for clients and overall service performance. 

Version 2 of the Service Management Framework is an overview of the current processes, measures and responsibilities in place across IT services at <COMPANY> that are utilized with the expectation of consistent service outcomes.

2
DEFINITION OF A SERVICE

IT services are fundamental to all elements of <COMPANY> business.  A service can be defined as "one or more IT systems, which enable a business process". Within the <COMPANY> IT environment a service may include; provision of email, consistent secure access, or phone and computer installation for staff.

The aim of all IT services is to provide a "seamless" end to end service delivery.  This means when internal processes and communications are carried out according to best practice guiding principles over the service lifecycle the service remains transparent to the client.  

3
PEOPLE, PROCESS AND TECHNOLOGY

Service Management is achieved through a mix of People, Process and Technology.  The following details People; their roles and responsibilities within the <COMPANY> environment.

4
PEOPLE

4.1
Service Sponsor

For services delivered by the Division of Technology, Information and Learning Support (TILS) the service sponsor could be a business leader, the Deputy Vice Chancellor of TILS, the Director of the department or a member of the management team. Refer to http://www.its.<Company>.edu.au/about/mt/ for specific details on accountabilities for the Information Technology Services (ITS) management team.

4.2
Service Owner

The Service Owner is accountable for the end-to-end delivery of a complete service, regardless of which functional areas are involved in assisting with the service delivery. 

4.3
Service Manager 

Although each Service Manager has a unique position description associated within their area of expertise which outlines duties particular to that area, the generic responsibilities of a Service Manager within TILS are outlined below.

4.3.1
ITIL Compliance

A Service Manager will be ITIL certified (ITIL Foundations Certification minimum) 

The Foundation Certificate enables people to understand the terminology used within ITIL. It focuses upon foundation knowledge with regard to the Service Lifecycle as well as covering generic ITIL philosophy and its background.  For <COMPANY> this is vital for Service Managers to 'speak the same language', understand concepts and for the extension of dependable services supported by best practice processes.

4.3.2
Communication

A Service Manager will develop, maintain and progress communication with co-service providers, the support community, <COMPANY> internal clients and external business associates

Service Managers will ensure:

"
Client communication in relation to unexpected disruption to service

"
Information is provided to the IT Helpdesk in relation to unexpected disruption to service to assist Helpdesk in managing client queries

"
Proactive liaison with the IT Helpdesk to inform of changes to service delivery or a service improvement

"
Feedback channels are available for incorporating valid feedback into service improvement initiatives

"
Internal and client facing forums or other mechanisms are used  to facilitate the end-to-end flow of communication

Service Managers attend a variety of operational, strategic, general meetings and forums with <COMPANY> and external business associates.  It is the Service Managers responsibility to ensure a suitable nominee is available in their stead when required.

4.3
Capability Development

A Service Manager will ensure that identified members of the service team have the necessary skills and knowledge to fulfil integral back fill / back up roles to ensure service continuity.

4.4
Service Team

The Service Team includes the team members responsible for the day to day operation of the service. This team may span several functional areas for services with multiple components.

e.g. Email is provisioned to <COMPANY> staff and student users through activities provided by service teams including; Collaboration & Convergence Technologies, Client Systems Infrastructure, Enterprise Systems Services, Security, Technical Support Teams and the IT Helpdesk etc.

5
PROCESS

5.1
Compliance 

A Service Manager will ensure compliance with Government and International Standards as agreed by the governance groups (and developed through the Service Catalogue)

A Service Manager will be familiar with the specific IT Rules, Policies & Standards community.

The Service Manager will also be aware of Chapter F of The MOPP - Information Management which contains policies on management of information resources including records management, privacy, copyright, corporate identity and marketing.

A Service Manager will:

· Ensure the details in the Service Catalogue are current to the service 

· Develop and maintain appropriate documentation of processes and procedures for internal and external clients 

· Develop policy and guidelines for the service

5.2
Key Performance Indicators

A Service Manager will assist in determining service levels as negotiated with clients and report on the resulting Key Performance Indicators

Managing a service lifecycle requires the ability to measure and monitor the effectiveness of the service to defined business objectives.  Key Performance Indicators (KPI) is used to evaluate the efficiency and effectiveness of the service.  

It is important to understand the clients' genuine requirements.  Equally developing the clients understanding of what can be provided, with existing tools and mechanism is vital in determining these targets.

The Service Catalogue links below detail the Business Services offered by ITS and Integrated Help Services (IHS). Clicking on any of the services will display information about the management and support for that service. 

5.3
Reporting

A Service Manager is responsible for a range of operational and strategic reports during the lifecycle of the service

Reporting on service performance is a necessary requirement and is the responsibility of the Service Manager. Reporting can take the form of ad hoc notifications in the event of an unexpected service disruption or specific periodic reports on service performance.

A Service Manager will:

"
Report on the health of the service to the appropriate governance group. 

"
Provide meaningful targeted reports on the service for particular recipients

"
Report on monthly statistics to the appropriate governance group

"
Communicate when a Service Monitor is required and contribute to the details within the Service Monitor (a Service Monitor informs staff of the effects of changes and interruptions to <COMPANY>?s IT services).

"
Provide timely contributions to Service Disruption Reports (SDR)

5.4
Service Management

A Service Manager will:

· Allocate tasks to and change priorities for the service team to ensure service quality

· Escalate service issues to the Service Sponsor, Section Managers, the departmental Director

· Escalate major service improvements through the Project Portfolio processes

· Recommend improvements to, modifications to, termination of a service to the relevant governing body.

· Directly request the IT Support Community to adhere to recommendations and to indicate relative priority

5.5
Restoring service

A Service Manager is responsible for restoring the service to normal in the event of an incident, major incident or problem

The goal of the Incident Management process is to restore normal service operation as quickly as possible with minimum disruption to the business, thus ensuring that the best achievable levels of availability and service are maintained.  A complete reference guide for managing incidents in the <COMPANY> IT environment is available at the following link. 

The goal of the Problem Management process is to minimise the adverse effect on the business of incidents and problems caused by errors in the infrastructure, and to proactively prevent the occurrence of incidents, problems and errors.  

A complete reference guide for managing problems in the <COMPANY> IT environment is available at the following link http://www.itsmproject.<Company>.edu.au/resources/itsmimplemen/documents/ProblemManagementRefGuide.doc

A Service Manager will

"
Take ownership of problems associated with the service until resolved

"
Ensure any problems raised from sources other than Incident Management (meetings, emails) are registered appropriately

"
Bring together the service team to ensure speedy incident or problem resolution

"
Invoke a Rapid Response Team  if required

5.6
Change Management

In order to minimise disruption to clients, changes to services and IT infrastructure need to be coordinated and communicated appropriately to stakeholder groups. 

A Service Manager is responsible for: 

"
The coordination of Change Requests

"
The coordination and implementation of the change

The Change Management Reference Guide provides processes, guidelines and templates for the University Change Advisory Board (CAB) and local area change coordinators.  

6
TECHNOLOGY

ITSM FrontRange is the Service Management Support system utilized across ITS, IHS and the IT support community. 

7
THE ROLE OF THE SERVICE PORTFOLIO OFFICE (SPO)

The Service Portfolio is used to manage the entire Lifecycle of all services, and includes three categories: Service Pipeline (proposed or in Development); Service Catalogue (live or available for Deployment); and Retired Services . 

The Service Portfolio Office for ITS and IHS is responsible for Service Portfolio Management (SPM), which is the process responsible for managing the Service Portfolio. Service Portfolio Management considers services in terms of the business value that they provide .

Within the Service Portfolio Office the Business Relationship Managers will be responsible for IT Service Management best practice across ITS and IHS by ensuring that the service provider is satisfying the business needs of the customers .

7.1
The Service Portfolio Office will be responsible for:

"
The roadmap for the Service Portfolio Office

"
Coordination of IT Service Management Implementation (ITIL)

"
The Service Management Framework

"
Governance and Reporting

"
Service Quality

"
The Service Portfolio

"
Support for Service Managers

8
THE ROLE OF THE PROJECT PORTFOLIO OFFICE (PPO)

University funded IT projects are generally achieved through ITS. The project portfolio office has been established within TILS to effectively oversee the projects and activities of the IT component of the Asset Management Plan.  The PPO also provides progress reports and requests for funding to the University's IT governance body. 

The Project Portfolio Office has a primary role in the management of the portfolio of IT projects of the University.  A number of IT Governance strategic planning and project portfolio management activities are undertaken by this office.

For further information on the Project Portfolio office refer to the following website  In the <COMPANY> context, these projects generally deliver a new service or a significant improvement to existing services and therefore can be equated to the Service Pipeline. Once the project transitions to an ongoing service it ultimately becomes a component of the Service Catalogue

