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Organisational, stakeholder and cust

confidenceour key to success
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Dons ITSM credentials

Co-author 1ISO20000 (the world-wide standard for IT
Service Management)

Co-author of ITIL v2 (the world-wide best practice for IT
Service Management)

Co-author of BS15000 (the British standard for IT
Service Management)

Co-author of Service Desk Institute service desk
standard

Co-author of the worlds 15t MSc Iin ITSM
400 ITIL & 1SO2000 implementations
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Award winning track recort

Marval customer projects
have won 9 of last 12
annual European IT
Service Management
Improvement Project of the

Year Awar ds o .
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servicedesk
- ' o The IT Service Management Forum
THE BRITISH COMPUTER SOCIETY
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Brganisational,
stakeholder & customer
confidence js essential

~ 10ICT’s continued
@ success
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Dons top tip

ISO/IEC 20000
Registered Company

ISO/EC 20000

DNV Certification




‘The customer assumes

1.We are IT professionals
2. Experts in our fielg

- 3.We're in control of the |T
- infrastructure
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The ICT Challenge

Standardis¢he efficient delivery of ICT services to the busines
Increased ICT infrastructure & seatadality

Increasedontrol & auditabilitgf the ICT infrastructure & service:
Increased customer satisfactmsi&ess confidence

Improve incre@eusines

efficiency, reducdill V&'ue OFICT, improv
guality, do more wit
costs

the same

.

Improved accountability, governance & complig




Worldwide IT Service
Management Standard
& Best Practice
Framework

Your Organisations &
individual groups
Continuabervice
ImprovemeRtogramme

Underpinnings standards:
e.g. ISO27000
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How t o Ol nspir
support teams on demonstratin
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15t- Identify your successes
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2ndi Communicate your succe

Customer example




'ITSMF. MAR /AL

Everything ITIL and 1SO/IEC 20000

39- Encourage continual improve

ldentify and
focus on being
even better
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How to easily-aggn the ICT focu
from technology to business ser
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Map all ICT activities to the

services they support

| denti1 fy and f ocus
to the organisation

Sell ICT improvements,

Investment and resources

justification linked to high profile
services & nWhatsd ho




To ensure gas &
electricity bills are
produced on-time

To assist the business i
To ass | Lgr ‘M

In selling more holidays .,

To assist

aircraft & general
handling services
In making a profit

To support government in
delivering value for money
& controlling expenditure

To reduce
To ensure ATM

) = Ty
r-d
operational costs | w ] & banking services are
& assist in selllng available to

. U
more beer : customers 7x24
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How to get staff boyand implement
continual service improvement pl
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Have a plan

0 ZH GRQIWY
we are going

Hhow do we know
when we have arrived

/4/778[6 fdam R Otfer, Qam

Delft Eindhoven




