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The secret to all successful implementations is the integration of people, 
process, technology and data

� Planned implementation

� Realistic agreed to objectives

� Structured approach

� Reliance on project management disciplines

� Executive commitment

TechnologyTechnology

ServicesServices

ProcessProcess

InformationInformation PeoplePeople

Well trained people, armed with 
the right information, executing 

well defined, technology-enabled 
processes will deliver high quality 
services to the businesses they 

support.
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Delivering the vision

� Who can help us to deliver the vision and how can we measure success?
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In our experience, what works …

1. Initial contained scope

2. Tight project management

3. Structured approach

4. Integrated service management tool

5. Clear roles and responsibilities

6. Process owner involved in project

7. Integrated discovery tool/s

8. Clear process for audit and reconciliation

9. Senior management sponsorship

10.Clear communication of benefits

11.Service management skills

12.Stakeholders engaged

13.Don’t boil the ocean

14.Seamless integration with Change Management

15.Documented process flows and policies
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… and what doesn’t work?

A. Large initial scope

B. Islands of fragmented effort

C. Insufficient planning for organisational considerations

D. Insufficient process design effort

E. Inadequate planning – not considering the full breadth of work required

F. Unrealistic return-on-investment expectations

G. Lack of integration of people, process, technology and data

H. Unclear project objectives 

I. Insufficient consideration of other projects with dependencies

J. Inadequate tool selection

K. Lack of executive commitment
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What needs to be added to these lists? Are there any issues with any of the 
items listed in your view? How could the lists be grouped to assist in 
implementation considerations?

1. Initial contained scope

2. Tight project management

3. Structured approach

4. Integrated service management tool

5. Clear roles and responsibilities

6. Process owner involved in project

7. Integrated discovery tool/s

8. Clear process for audit and reconciliation

9. Senior management sponsorship

10. Clear communication of benefits

11. Service management skills

12. Stakeholders engaged

13. Don’t boil the ocean

14. Seamless integration with Change 
Management

15. Documented process flows and policies

A. Large initial scope

B. Islands of fragmented effort

C. Insufficient planning for organisational 
considerations

D. Insufficient process design effort

E. Inadequate planning – not considering the full 
breadth of work required

F. Unrealistic return-on-investment expectations

G. Lack of integration of people, process, 
technology and data

H. Unclear project objectives 

I. Insufficient consideration of other projects with 
dependencies

J. Inadequate tool selection

K. Lack of executive commitment



Performance and Service Management © Copyright IBM Corporation 2008

Trademarks & Acknowledgements

TRADEMARKS

� IBM is the trademark of International Business Machines 
Corporation in the United States, other countries, or both.

� Control Objectives for Information and related Technology 
(COBIT)® and Information Systems Audit and Control 
Association® are trademarks of the Information Systems 
Audit and Control Association (ISACA) and the IT 
Governance Institute 

� 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.

� IT Infrastructure Library® is a Registered Trademark of 
the Central Computer and Telecommunications Agency 
which is now part of the Office of Government Commerce

� Microsoft and Windows NT are trademarks of Microsoft 
Corporation in the United States, other countries, or both. 

� Other company, product or service names may be 
trademarks or service marks of others. 

ACKNOWLEDGEMENT

� This presentation may refer to intellectual property or its 
owner: 

� IBM Process Reference Model for IT (PRM-IT),  IBM 
Corporation

� eSourcing Capability Model for Service Providers (eSCM), 
Information Technology Service Qualification Center 
(ITsqc), Carnegie Mellon University, 

� Control Objectives for Information and related Technology 
(COBIT)® and Information Systems Audit and Control 
Association ®, Information Systems Audit and Control 
Association (ISACA) and the IT Governance Institute 

� IT Infrastructure Library®, the Central Computer and 
Telecommunications Agency which is now part of the 
Office of Government Commerce

� IT Service Management, Specifications for Service 
Management (BSI1500-1) and IT Service Management Code 
of Practice for Service Management (BS15000-2) , 
International Organization for Standardization (ISO) and 
International Electro technical Commission

� IT Service Management Forum (itSMF) 


