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1. EXECUTI VE SUMMARY

For the acronym ITIL (the IT Infrastructure Library), the hunk of subs tantially more than the Best
practices, which describes the processes and procedures, that have been proven in IT practice.
Formal ITIL aim is to improve the quality and accessibility of servic es provided, reduce IT costs,
information technology infrastructure tuning capacity. More fundamental issue is a change in access
to IT as an organizational entity. That is not to be independent, isolated “island” in the corporate
organizational hierarchy, but the commercial department, which provides to all other departments
in the organization its services - the IT services. Each organization, such as university has an IT
department, which provides services to students and other departments at the university.

ITIL is a framework for managing IT services and recommends a technique for the implementation or
improvement process - continual service improvement. Continual service improvement provides
instrumental guidance in creating and maintaining value for users through better design, transition
and operation of services. It combines principles, practices and methods from quality management,
change management and capability improvement.

The article deals with main purpose and objectives of continual service improvement, based on
generic model. This model illustrates a constant cycle of improvement, which can be adapted by any
university environment.

The improvement process, which will be illustrated in the article, can be summarized in six steps:

- What is the vision?

- Where are we now?

- Where do we want to be?

- How do we get there?

- Did we get there?

- How do we keep the momentum going?

All steps of continual service improvement model will be explained in greater detail in the article.
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2. 1T SERVI CE MANAGEMENT BENEFI TS

IT Service Management is concerned with delivering and sup porting IT services that are appropriate
to the business requirements of the organization, such as universities. IT Infrastructure Library (ITIL)
provides a comprehensive, consistent and coherent set of best practices for IT Service Management
processes, promoting a quality approach to achieving business effectiveness and efficiency in the use
of information systems.

Implementing IT Service Management within an organization can result into financial, employee,
innovative and internal benefits. All improvements must contribute to benefiting the business, either
directly or indirectly.

There are two major drivers behind IT Service Management implementation, improvements and
change in any organization: the technology and the business. Technology investment is a Iways
predicated on supporting the business. Businesses become increasingly aware of the importance of IT
to support and enable their operations and achieving their objectives. Therefore, technology
developments need to be translated by the IT department i nto solutions for the business.

The IT Service Management processes defined by ITIL are evaluated a nd grouped into “Service
Strategy” and “Service Operation”, “Service Design”, “Service Transition” and “Continual Service
Improvement”.

Fi g u rArovetview of ITIL processes. System Online website (2009). Retrieved May 15, 2009, from:
http://www.sysonline.net/content.php?id=53 .

The article deals with main purpose and objectives of Continual Service Improvement, which
provides practical guidance in evaluating and improving the quality of services. It provides also
guidance on the measurement of service performance through the service life -cycle, suggesting
improvements to ensure that a service delivers the maximum benefit.

2. Purpose of Contiowame8eérvice | mpr

The primary purpose of Continual Service Improvement is to continually align and realign IT services
to the changing business needs by identifying and implementing improvements to IT services that
support business processes. The improvement activities support the lifecycle approach through
Service Strategy, Service Design, Service Transition and Service Operation, as shown in figure 1.
Continual Service Improvement is about looking for ways to improve process effectiveness and
efficiency as well as cost effectiveness.


http://www.sysonline.net/content.php

Continual Service Improvement objectives are:

Review, analyse and make recommendations on improvement opportunities in each lifecycle
phase (Service Strategy, Service Design, Service Transition and Service Operation).

Review and analyse Service Level achievement results.

Identify and implement individual activities to improve IT service quality and improve the
efficiency and effectiveness of enabling ITSM processes.

Ensure applicable quality management methods are used to support continu al improvement
activities.

2. 2Zontinual Service I mprovement program

As figure 2 shows, there are many opportunities for Continual Service Improvement. The figure
also illustrates a constant cycle of improvement. The improvement process can be summarized
in six steps.

1) “What i s t llee vision shoddha&ign the business and IT strategies. It is
necessary to underline the high-level business objectives.

It describes the goal and the purpose of a Continual Service Improvement Program.
Clear policies and standards should be in place to ensure a consistent and continuous
approach to IT Service Management. The IT management and tool architecture
should also support the business requirements.

2) “Where ar e Thisbaselinena8eé&ssment is an analysis of the cur rent position
in terms of the business, organization, people, technology and process.

How technology developments may best be deployed to support the business. The
business strategy, issues and direction must face the business. A clear understanding
of the current organization helps determine the scale, complexity and effort
required to achieve the vision.

Before embarking on Continual Service Improvement program, it is a vital to
understand the maturity level of the organization. Stakeholders can have a ne gative
or positive impact on a Continual Service Improvement.

Through benchmarking an organization is able to compare its performance to other
organizations. It can also be used to compare the performance between different
business units within an organization.

3) “Where do we Whe full visioromap ke years away, but this step provides
specific goals and a manageable timeframe . Goal is to understand and agree on the
priorities for improvement.

Clear goals must be set and aligned to the needs and exp ectation of the
stakeholders. Of the Continual Service Improvement program goals are vague or
cannot be measured, IT Service Management may become a problem rather than a
solution due to differing stakeholder expectations and the lack of demonstrable
results.

4) “How do we gDethil thelCentiru& Service Improvement plan to achieve
higher quality service provision by implementing ITSM processes.

How the required changes are going to be accomplished? Which items are essential
to be addressed within a Continual Service Improvement p rogram.

Good communication is required to raise an awareness of “How do we get there”.

5 “ Di d we g everifytthmemeas@rément and metrics are in place to ensure that
milestone were achieved, process compliance is high, an d business objectives and
priorities were met by the level of service.

To judge process performance, one should set clearly defined objectives with
measurable targets. These targets can describe what a process should be able to
achieve (output) but it can also contain maturity criteria of the process itself (such
as holding audits and reviews). We can subsequently confirm that these objectives



6)

and the Continual Service Improvement milestones have been reached, and that the
desired service quality improvement has been accomplished.

Every time a completion of each significant phase of the Continual Service
Improvement has been completed, one should conduct a post implementation review
to ensure, that the objectives have been met. The achievement should be comp ared
with the original goals and new improvement targets should be defined.

To confirm that the Continual Service Improvement milestones have been reached,
Key Performance Indicators need to be monitored constantly.

“How do we &keep the The precass should g@rsuren ghat”the
momentum for quality improvement is maintained by assuring that changes become
embedded in the organization.

The hardest part of any Continual Service Improvement program is maintaining the
improvements that have been achieved. Make sure to take action to ensure that
improvements efforts are not made in vain and that learning experiences and
acquired knowledge is being retained.
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F i g u Centinkal Service Improvement model.

Office of government commerce (2005). Int r oduc t i o n 1%tedition.Hendoh: ThelStationery
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i nual Service I mprovement processes

The Seven-step Improvement process of Continual Service Improvement is illustrated in figure 3 and

contains:



Define whaul dd omeasdhur e.

Compile a list of what you should measure - this will often be driven by business
requirements. It is recommended to make it simple (not to cover every single possible
metric in the world. It is necessary to identify following items:

corporate vision, mission, goals and objectives,
IT vision, mission, goals and objectives,
Critical success factors
Service level targets.

Define what you can measur e.

Every organization may find that they have limitations on what can actually be measured. If
you cannot measure something, then it should not appear in a Service Level Agreement.

Gathering the data.

Gathering data requires having some form of monitoring in place. Monitoring could be
executed using technology such as application, system and compon ent monitoring tools or
could even be a manual process for certain tasks.
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F i g BrCentinual Service Improvement: seven -step process.

Office of government commerce (2007). The of fi ci al introductionl™ o the
edition. London: The Stationery Office. 130 p.

Processing the data

Once data is gathered, the next step is to process the data into the required format. Report
generating technologies are used at this stage. The data is also typically put into a format,
that provides and end-to-end perspective on the overall performance of a service. There are
two aspects to data gathering. One is automated, and the other is manual.

Analyzing the data



Data analysis transforms the information into knowledge of the events that are affecting the
organization. More skills and experience is required to perform data analysis than data
gathering and processing.

Presenting and using the information

Turn our knowledge into wisdom by utilizing reports, monitors, action plans, reviews,
opportunities and evaluations. This stage involves presenting the information in a format
that is understandable, at the right level, provides value, notes exceptions to service,
identifies benefits that were revealed during the time period, and allows those receiving the
information to make strategic, tactical and operational decisions.

|l mpl ementing corrective action

Use the knowledge gained to optimize, improve and correct services. Explain how the
corrective actions to be taken will improve the service.

After a decision to improve a service and/or service management process is made, then the Service
Lifecycle continues. A new service strategy may be defined, service design builds the changes,
service transitions implements the changes into production and then service operat ion manages the
day-to-day operations of the service and/or service management processes.
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