
Switzerland

1st  November 2006

Serge Thorn

Chairman  itSMF Switzerland

ITIL: to implement Service 
Management and move toward 

Operational Excellence 



2

Switzerland Agenda

u To provide a basic understanding (theory and 
concepts) of the ITIL Support and Delivery
components

1. Introduction to ITIL 
2. ITIL Service Support (operational processes)
3. ITIL Service Delivery (tactical processes)
4. An implementation case
5. itSMF
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Switzerland Introduction

ITIL and ITSM
Information Technology Infrastructure LibraryInformation Technology Infrastructure Library
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Switzerland What is ITIL?

§§ IInformation nformation TTechnology echnology IInfrastructure nfrastructure 
LLibraryibrary
• Result of years of analysis and research 
• Currently consists of 7 books providing 

guidance on the planning, delivery and 
management of quality IT services to support 
their business.

• THE de facto global standard of IT Service 
Management best practices

• An industry of products, services, and 
organizations
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Switzerland

u Defines quality as “matched to business needs and 
user requirements as these evolve”

u Contains codes of practice for quality management 
of IT services and infrastructure

u Standardized Approach & Terminology
u Focused on IT Services that promoted business/IT 

alignment
u Standardization of Processes and Measures
u Provides Quality Assurance foundation for ISO9000 

Certification

What is ITIL?
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Switzerland ITIL®’s Origin and History

u Developed by the
United Kingdom’s 
Office of Government Commerce 
(OGC) in the 1980’s*

u Intended to improve management of IT services 
in the UK Central Government

u Contributed to by expert IT practitioners 
around the world 

*Known then as the Central Computer and Telecommunications Agenc*Known then as the Central Computer and Telecommunications Agency (CCTA)y (CCTA)
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Switzerland ITIL (Publications Map)
ITIL (ITIL (Publications map)Publications map)

Planning to Implement Service Management

Service Management

Service
Support

Service
Delivery
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Applications Management

ICT
Infrastructure
Management
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Switzerland ITIL Publications

Service Support

Service Delivery

ICT Infrastructure
Management Planning to Implement

Service Management

Application ManagementSecurity Management

The Business Perspective
(Coming Soon)
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Switzerland
Core ITIL IT Service Management

Disciplines

Service Level Management

Financial Management for IT Services

IT Service Continuity Management

Availability Management

Service Delivery

Service Desk *

Problem Management

Service  Support

IT Service Management

Release Management

Change Management

Configuration Management

Incident Management

Capacity Management

* Note that Service Desk is a Function, not a process.

Customer Relationship Management - Appendix
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Switzerland

ITIL vs Actual Gap

Analysis Assessment

ITIL vs Actual Gap

Analysis Assessment
Develop High Level

Model

Develop High Level
Model Develop detailed

Process Model

Develop detailed
Process Model Implemention of 

processes

Implemention of 
processes

Gather Tool
Requirements

Gather Tool
Requirements Map Tool Capabilities

To Process Model

Map Tool Capabilities
To Process Model Install and ConfigureInstall and Configure

ITIL Awareness
Campaign

ITIL Awareness
Campaign ITIL TrainingITIL Training Process WorkshopsProcess Workshops

Process

Tool

People

Project Approach
It all starts with Process
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Switzerland
Process Orientated Organizations

u Process activities exist in many organizations. However, they are often 
carried out throughout an organization, but without any process-
oriented coordination. This results in problems, which have to be 
addressed during process implementation. Some examples include:
u processes lacking a clear purpose and focus on business results 
u similar processes with inconsistent approaches or performed many

times instead of once 
u activities that are missing 
u no focus on existing business-oriented results.

Task 1.1 Task 2.2 Task 3.3 Task 3. 4 Task 3.5 Task 4.1

Process

Organization IT Director

Application
Support

Development

Mid-Range
Server SupportOperations

Network/Systems
Monitoring

Maintenance
& Support

Service Desk
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Switzerland
ITIL®’s Service Support & Service

Service Management

Configuration

Service Desk

Incident

ProblemChange

Release

Service Level

Financial

IT Service
ContinuityAvailability

Capacity
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Switzerland Why use ITIL®?

IT service providers use ITIL® concepts 
and practices to:

u Increase satisfaction of customers with 
IT services

u Enhance communication with customers
u Achieve higher reliability in mission-critical 

systems and infrastructure
u Improve the cost/benefit of services
u Create a “common sense” among staff



14

Switzerland Who is using ITIL?

u 10,000+ Companies Worldwide

u European, Canadian, and Australian 
IT practitioners

u Microsoft, Hewlett-Packard, IBM, CA, Peregrine, 
Remedy, Tivoli, SUN

u IT support package vendors

u Companies seeking ISO-9002 certification
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Switzerland Who is using ITIL?
ABN-AMRO Bank
Aetna Life Insurance
Amgen
AT&T Solutions
Australia Post
AXA Insurance Group
Bank of Canada
Bank of Montreal (Cebra, Harris 
Bank)
Barclays Bank
Bass Breweries
British Airways
British Telecom
Cable & Wireless
Canadian Fed. & Prov. 
Governments
Capital One Services
CGI
CIBC
Computer Sciences Corporation
Consumers Gas
DLJ Pershing
Dutch Land Registry Office
Dutch Railways
EDS
Exxon

Federal Express
Firmenich
GE Capital
Genentech
General Accident
Great West Life
Guinness/UDV
Hewlett Packard
Hong Kong & Shanghai 
Bank
IBM/ISM
ING Bank
J.D. Edwards & Company
KPMG
Legal & General Insurance
Lucent Technologies
Mackenzie Financial Corp.
Manulife Financial
Menominee Indian Tribe of 
Wisconsin
Merrill Lynch
Microsoft Corp.
Mutual Life Assurance 
Company
National Westminster Bank
Nesbitt Burns

Nestlé
Network Associates
Novartis
Ontario Hydro
Oracle
Orange
Perot Systems
Philip Morris
UK Post Office
Peregrine Systems
Pictet
Procter & Gamble
Remedy Corp.
Roche
Royal Bank of Scotland
Royal Mail
Scottish Provident
Shell
GlaxoSmithKline
Standard Life Assurance
The Equitable Insurance 
Company
Toronto Dominion Bank
Union Gas
Virginia Power
Vodafone
Zurich Insurance
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Switzerland ITIL Certification ISEB/EXIN
uIT Organizations are looking for these certifications. 

u Foundation Certificate – Basic terminology and ITIL Theory.
u Practitioner’s Certificate – Designed for Managers and Process 

owners with responsibility for implementing individual 
components.

u Manager’s (Master’s) Certificate – Designed for Program 
Managers and Architect’s with responsibility for overseeing the 
implementation of a Service Management program.

Practitioner’s
Exam

Manager’s Exam

Service
Delivery

Service
Support

Case
Study

ITIL Foundation
Training

ITIL Foundation Exam

Process Owner Track

Se
rv
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e 

A
rc
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ct
 T
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ck

Release Management
Continuity Management

Service Level Management
Financial Management

Capacity Management
Availability Management

Change Management
Incident/Problem Management

Service Desk
Configuration Management
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Switzerland
Systems Versus Services 

Management

u Systems Management
u Isolated systems
u Technology and asset focused
u Systems monitoring
u IT perspective

u Service Management
u Service as experienced and/or consumed
u Technology transparent to customer 
u From customer perspective
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Switzerland Services Management Vision

End to End Service Management End to End Service Management –– Service LayerService Layer

End to End Service View End to End Service View –– Infrastructure LayerInfrastructure Layer

OrganizationOrganization

SLM

TechnologyTechnology ProcessProcess

Development

Planning

Server Support

Facilities

Net Support

Operations

….

Capacity

Problem

Change

Configuration

Fault/Event

…

Service A Service C
Service B

HQ

Sub BSub A Sub C

$$ $$ $$End to End Business Governance – Business LayerEnd to End Business Governance – Business Layer

FacilitiesFacilities
NOC Conference Management War RoomsData CenterSupport

Firewalls

Switches

Routers

SD

Cisco AS5800 S ERI ES

Power

C I SC O Y ST EM SS

latigid

Databases

Databases Desktop

Middleware

Systems
Databases

Middleware

Desktops
Networks
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Switzerland Definition: IT Service

u An IT Service is a described set of facilities, IT 
and non-IT, sustained by the IT service provider, 
that: 

u Fulfills one or more needs of the customer

u Supports the customer’s business objectives

u Is perceived by the customer as a coherent
whole
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Switzerland Systems Versus Service

Mainframe

GatewayWANRouter

Server

Hub

PC PC PC
E-mail service

System Availability 99.96%

System Availability 98%

System Availability 97.5%

System Availability 96%

Service Availability 91.69%

Availability = Ops * WAN * LAN * Desktop
Total Availability of Email Service = 91.69% 
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Switzerland

Service Support
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Switzerland
The Service Support Process

Model
Management

Tools
Difficulties
Queries, Enquiries

Communication
Updates

Workarounds

Service Desk

Incidents

Incidents

CMDB

Change Schedule
CAB Minutes
Change Statistics
Change Reviews
Audit Reports

Releases
CIs

RelationshipsProblems
Known Errors Changes

CMDB Reports
CMDB Statistics
Policy/Standards
Audit Reports

Release Schedule
Release Statistics
Release Reviews
Secure Library
Testing standards
Audit Reports

Problem Statistics
Trend Analysis
Problem Reports
Problem Reviews
Diagnostic Aids
Audit Reports

ProblemService Reports
Incident statistics
Audit Reports

Releases

Release

The Business, Customers & Users

ChangesIncident

Change

Incidents

Configuration
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Switzerland Service Desk

u Goal 
u To act as the central point of contact between the users and IT Service 

Management. To handle incidents and requests, and provide an interface for 
other activities such as Change, Problem, Configuration, Release, SLA and IT 
Service Continuity Management

u Responsibilities
u Receive and record all call from users

u Provide initial assessment of all incidents and make first attempts at resolution
and/or refer to 2nd level support based on agreed SLA/OLA

u Monitor and escalate all incidents

u Keep users informed on status and progress

u Benefits
u Improved user service, perception and satisfaction

u Consistency of service through Single Point Of Contact (SPOC)

u Improved monitoring of performance against SLA’s

u Reduced business impact of incidents by timely resolution

u Proactive identification of beneficial enhancements

u Improved quality and faster response to user requests
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Switzerland Configuration Management

Goal:

u To identify, record and report on all IT 
components that are under the control and scope 
of Configuration Management

u Provides a logical model of the infrastructure or a 
service by identifying, controlling, maintaining
and verifying the versions of Configuration Items 
(CIs) in existence  in the Configuration 
Management Database (CMDB)
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Switzerland

Configuration Management

Asset Management

Inventory Management

Software 
Configuration 
Management

Configuration Management
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Switzerland
Configuration Management 

Definitions

u Infrastructure: Includes hardware, software and any associated
documentation

u CMDB: A database which holds a record of all CIs associated
with IT infastructure

u Configuration Item (CI): A component of an infrastructure or 
item, such as a request for change, associated with an 
infrastructure, that is (or is to be) under the control of 
Configuration Management
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Switzerland

A CMDB, according to ITIL, manages:

• Hardware (including network components where relevant) 
• System software, including operating systems 
• Business systems - custom-built applications 
• Software packages 
• Database products 
• Physical databases 
• Environments 
• Feeds between databases, applications and EDI links 
• Configuration baselines 
• Software releases 
• Configuration documentation, e.g. system and interface specifications, 

licenses, maintenance agreements, SLAs, decommissioning statement 
• Change documentation, deviations and waivers 
• Other resources e.g. Users, suppliers, contracts 
• Other documentation e.g. IT business processes, workflow, procedures 
• Network components 
• Service Management components and records such as capacity plans, IT 

service continuity plans, Incidents, Problems, Known Errors, RFCs, etc. 

Configuration Management 
Definitions
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Switzerland

Categories include
u Programmes/Projects
u Services 
u Systems
u Hardware
u Software
u Documentation
u Environment
u People
u Data

A configuration Item
u Is needed to deliver a 

system/product/service
u Is uniquely identifiable
u Is subject to change
u Can be managed
u Belongs to a CI category
u Has relationships
u Has descriptive attributes
u Changes status over time

Configuration Management CIs 
Definition
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Switzerland

u Baseline: A product or system established at a specific point in 
time, which captures both the structure and the details of that
product or system and can be rebuilt at a later date

u Scope: The range of responsibility covered by Configuration 
Management

u CI Level: The degree of detail selected to describe each CI

u Attributes: Details that uniquely identify CIs such as location, 
version number, serial number, etc..

u Relationships: A description of the interfaces that exist between
CIs in the infrastructure

Configuration Management 
Definitions
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Switzerland

PC

D
E
T
A
I
L

D
E
T
A
I
L

SCOPESCOPE

Software Documen-
tation

SLA

W.P.DBMS E-mail

Bundled
s/w

Network
printer

VDU Keyboard

Local
printer

CPU

Hardware People
resources

Environ-
ment

No break
power

Service

Configuration Management CIs 
Scope and detail
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Switzerland
Configuration Management CIs  

Attributes

Own
attributes

Location

Description

Supplier

Owner

Version

Name

Status

Size/Capacity

Category
CI

number

Euro

Support
Group

Security
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Switzerland
Configuration Management 

CMDB Modeling

Master Service CI
(E-mail)

Tier 1 Tier 2 Tier 3

Master Service CI
(Domain Services)

Em Hardware

Em Software

Em Procedures

Em People

Server 1

Server 2

Router A

Em Policy

Notes

Em Security

Em HubDS Hardware 

Em Admin

uBusiness objectives

uIdentify impacts to Services following a CI failure

uIdentify impacts to existing configuration item related to a change request
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Switzerland
Configuration Management CI 

Relationships

Company

Marketing

Manufac-
turing

Financial
Applications

Office
Automation

Infrastructure
Services

Service

E-Mail

File / Print

Voice / 
Telecom

System

Oracle

Infrastructure
System

Subsystem

Oracle

Finance

Oracle

OPM

Oracle 
DB

Oracle 
Stor. Mgmt

Network

Network 
Devices

Server

Work
station

Buss.
Appl.

DBMS 
Service 

SAN NAS 

Router 

Hub 

Service – business view static (defined)

Logical relationships

Inventory

UNIX
Server

Oracle

OLTP

Network
Appliance

Router

Hub

Windows
Wokstation

Windows
Wokstation

Windows
Wokstation

System view

Oracle

OLTP

Router
#123

Hub
#123

CH1UX086
CH1UX086

CH1UX054

55PMT1V 56PMT1V 57PMT1V

Company

Physical relationships
(limited to certain levels)
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Switzerland
Configuration Management 

Activities

Configuration
Management

(CMDB)
Status

Accounting

Verification and 
Audit

Scope, CI Level, 
Attributes, 

Relationships

Planning

Identification And 
Registration (Naming)

Control 

Management
Information
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Switzerland Configuration Management Audit

App. Server
‘As Built’

NT Server
‘As Built’

Desktop 
‘As Built’

Appl. Server
‘Live’

NT Server
‘Live’

Desktop 
‘Live’

‘As Built’ Baseline Records Live Infrastructure 

Audit Tools & 
Scripts

Perform audit
• Log exceptions
• Notify exceptions
• Investigate exceptions
• Follow up & resolve
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Switzerland Configuration Management

Benefits:

u Accurate information on CIs and their
documentation

u Adherence to legal obligation

u Contributes to service continuity plan

u Helps with financial planning

Comment:

u Inventory Management and Asset Management 
are subsets of Configuration Management
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Switzerland Incident Management

Goal:

u To restore normal service operation as quickly as 
possible and minimize the adverse impact on 
business operations

Definition:

u Incident: Any event which is not part of the 
standard operation of a service, and which
causes, or may cause an interruption to, or a 
reduction in, the quality of that service
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Switzerland Incident Management Activities

Incident 
Closure

Service Request
Procedure

Classification And
Initial Support

Incident Detection
And Recording

Investigation And 
Diagnosis

Resolution And 
Recovery

Service 
Request

Yes

No
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w
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Switzerland Incident  Management

Benefits for the Business:

u Reduced business impact of incidents by timely resolution

u Proactive identification of beneficial system enhancements
and amendments

u Availability of business-focused management information 
related to the SLA/SLC

Benefits for IT:

u Improved monitoring of SLA’s

u Better staff utilization leading to greater efficiency

u Elimination of lost incidents

u More accurate CMDB information
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Switzerland Problem Management

Goal:

u To minimize the adverse impacts of incidents and 
problems on the business that are caused by 
errors in the IT infrastructure and to prevent
recurrence of incidents related to these errors

u Problem Management seeks to get to the root
cause and initiate action to remore error
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Switzerland
Problem Management 

Definitions

u Problem: A condition identified by multiple incidents 
exhibiting common symptoms, or from one single 
significant incident, indicative of a single error, for which the 
cause is unknown

u Known Error: A condition identified by successful
diagnosis of the root cause of a problem, when it is
confirmed which CI is at fault
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Switzerland
From Incident(s) To A Problem To 

A Known Error To A Change
Incident
Management

Problem
Management

Change
Management

Incident

Incident

Incident

Incident

Incident

Incident

Problem

CI at
Fault

Known Error

RFC

Change
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Switzerland Problem Management Activities
u Problem control

u Identifying problems and opening problem record

u Confirming or developing temporary solutions

u Root cause analysis to identify Configuration Item (CI) at fault

u Error control
u Develop solution to repair CI at fault

u Submit RFC to Change Management to remove error

u Proactive problem management
u Is concerned with identifying and resolving Problems and known error

before incidents occur, thus minimising the adverse impact on the 
service and business-related costs

u Identifying trends

u Targeting preventive action

u Complete major problem reviews

u Management Information
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Switzerland Problem Management

Benefits :

u More effective and efficient incident handling

u Increase service quality

u Reduction in the number of incidents and problems

u Permanent solutions
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Switzerland Change Management

Goal:

u To ensure that standardized methods and 
procedures are used for efficient and prompt 
handling of all changes to minimize the impact of 
change-related incidents and improve day-to-day
operations

Change

u An action that results in a new status for one or 
more IT infrastructure configuration items
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Switzerland Change Management Definitions

u Change: An action that results in a new status for one or more IT 
infrastructure Cis

u Standard Change (pre-approved): A change to the infrastructure 
that follows an established path and is relatively common

u Request For Change (RFC): Form or screen used to record 
details of a RFC

u Forward Schedule Of Changes (FSC): A schedule that contains
details of all changes approved and their proposed
implementation dates

u Change Advisory Board (CAB): A group of people who have 
decision authority for implementing significant changes

u Change Advisory Board Executive Committee (CAB/EC): A 
subset of the full CAB to handle emergency change requests

u Management Board: Endorses major changes before passing 
back to the CAB for scheduling and implementation



47

Switzerland

CIs

Hardware

SLA

Software

etc..

Environment

Documentation

Change
Sponsor & 
Originator

Justification

Change
Advisory Board
(if appropriate)

Service
impact

What, Why,
When

etc.. Category
Priority

Resource
Estimates

Change 
Request
(RFC) 

Change Management  RFC 
Scope and Contents
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Switzerland

Implement

Approve

Manage, 
monitor, 
report,
chase,
RFCs

Post Impl.
Review Audit CIs

Update CIs

Release CIs

Assess 
Impact

Raise RFC
CMDB

Identify CIs

CMDB

Close RFC

Change Management Activities
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Switzerland Change Management Activities

u Planning the implementation of the processes

u Change logging and filtering (Acceptance)

u Allocation of priorities and categorization

u CAB Meetings

u Impact and ressource assessment

u Change approval

u Change scheduling

u Change building, testing and implementation

u Change review

u Reviewing the Change Management process for efficiency
and effectiveness
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Change Management Process Part 1

Techn./Funct.
Change Managers

Change Advisory
Board Members

Configuration
ManagerChange ManagerChange Initiator

Submit RFC

Filters request
Initial Logging of

Request For
change

Allocate initial
priority

Accept

Update Log

Urgent
Request?

No

Yes Urgent Process C

D

A

Record basic
details (name of

requestor, affected
user, etc..)

Is it a standard pre-
aproved RFC?

Allocate priority &
Category and

process as per
procedures

Yes

B

No

Reject

1

2

3

4

5

9

8

Accepted or
Rejected on basis
of completeness?

6

7

Inform if the
Change impacts a
specific domain

(e.g. OS, Network,
etc.)

Change Management Process
(Example)

Change Management Process Part 2

Management
Board

Change Advisory
Board Members

Configuration
ManagerChange ManagerChange Initiator

Decides category
and/or use of

standard model

Authorise and
Schedules Minor

impact RFCs.
Informs of actions

taken to CAB

Passes approved
Changes to

Management
Board for

assessment
purposes

Circulate RFC's to
CAB Membersfor

assessment
purpose

Minor Significant Major

Estimate impact
and resources,

confirm agreement
to Change,

confirm priority,
Schedule Changes

Update Log
Issues forward

Schedules

Authorised?

No

Yes

D

A

10

Category 1 Category 2 Category 3

11 12 13

Endorsed?Yes

Assesses the RFC

14

14.1

RFC rejected &
closed (initatiator
informed with a

brief explanation of
why it was
rejected)

No

B

15

16

17
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Switzerland
Change  Management 

Coordination

u Build

u Test

u Implement

u Post implementation review
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Switzerland Change  Management

Benefits :

u Better alignment of IT services to business requirements

u Fewer changes to be backed out

u Increased productivity of users

u Greater ability to handle a large volume of changes
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Switzerland Release Management

Goal:

u Release Management take a holistic view of a 
change to an IT service and should ensure that
all aspects of a Release, both technical and non-
technical, are considered together



54

Switzerland Release Management Definitions

u Definitive Software Library (DSL): A secure software compound 
where all authorized versions of software are kept

u Definitive Hardware Store (DHS): An area set aside for the 
secure storage of hardware spares

u Delta Release: Only the Cis within the release unit that have 
changed or are new since the last full or delta release (« Patch »)

u Full Release: All components of the release unit are built, tested, 
distributed and implemented together (« New Version..1.0->2.0 »)

u Package Release: Includes at least two releases, delta, full, 
grouped together (« New Version + Patches »)
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Switzerland Release Management Activities

Development
Environment

Control Test
Environment

Live
Environment

RELEASE MANAGEMENT

Release
Policy

Release
Planning

Design and 
Develop, or Order, 

and Purchase
The Software

Buid and
Configure

The 
Release

Fit-For
Purpose
Testing

Release
Acceptance

Roll-out
Planning

Communication
Preparation

And Training

Distribution
And

Installation

Configuration Management Database (CMDB)
Definitive Software Library (DSL)
Definitive Hardware Store (DHS)



56

Switzerland
Release Management Platforms

and Cultural Challenges

Release 
management

Mainframes

Client/server

B2B
Systems

Personal
computers

Internet

Laptops

Network
Computer

Mobiles

Compact Disks

Balancing control of corporate, regulated systems with 
end user flexibility across platforms
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Switzerland Release Management Policy

Release
policy

4. Release
unit  - full/delta

5. Release
numbering

6. Release
frequency

7. Emergency
change

1. Roles & 
Responsibilities

2. Levels of 
Authority

3. Identification 
& Packaging

8. Business critical 
times & risks
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Switzerland Release Management Roll out

Build New 
Release

Distribute 
release

Definitive Software 
Library

CM 
SystemRelease

Record

Test New 
Release

CI records



59

Switzerland Release Management Planning

u What is to be released and to where?
u Who is responsible for what?
u How it will be done?
u How do we know it has worked?
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Switzerland Release  Management

Benefits :

u Consistency in the release processes

u Better expectation levels

u Improved historical data concerning releases

u Reduced risk of unauthorized or illegal software



61

Switzerland

Service Delivery
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Switzerland
The Service Delivery Process

Model

Availability 
Management

Capacity 
Management

IT Financial 
management

IT Service
Continuity

SLA’s, OLA’s, SLR’s
Service requests
Service catalogue
SIP
Exception reports
Audit reports

Availability Plan
AMDB
Design Criteria
Targets/Thresholds
Reports
Audit Reports

Capacity Plan
CDB
Targets/Thresholds
Capacity Reports
Schedule
Audit Reports

Financial Plans
Types & Models
Costs & Charges
Reports 
Budgets & Forecasts
Audit Reports

IT Continuity Plans
BIA & Risk Analysis
Define Requirements
Control Centers
DR Contacts
Reports
Audit Reports

The Business, Customers & 
Users

Requirements
Targets

Achievements

Queries
Enquiries

Communication
Updates
Reports

Service Level
Management
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Switzerland Service Level Management

Goal:

u To maintain and improve IT Service quality
through a constant cycle of agreeing, monitoring 
and reporting to meet the customer’s business 
objectives

u Service Level Management is the name given to 
the processes of planning, coordinating, drafting, 
agreeing, monitoring and reporting on SLAs, and 
on the on-going review of service achievements
to ensure that the required and cost-justifiable 
service quality is maintained and gradually
improved



64

Switzerland
Service Level Management 

Definitions
u Service Level Agreement (SLA): Written agreement between an 

IT service provider and the IT customer. SLAs are used for 
internal customers

u Operational Level Agreement (OLA): Agreement between two
internal IT areas/departments e.g. Network Management and 
Operations

u Underpinning contract: Contract between an external supplier 
providing services to IT

u Service Catalog: Define services available to the customer from
IT

u Service Improvement Program (SIP): Formal project undertaken
within Service Level Management, focusing on customer/staff 
satisfaction

u Service Level Requirements (SLR) : A listing of client’s service 
requirements that form the basis requirements for SLAs
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Switzerland
Service Level Management 

Definitions
Board of 
Directors

Business
Units Subsidiaries

Client Organization

Org. 
Unit

Org. 
Unit

Org. 
Unit

Org. 
Unit

Org. 
Unit

IT Products
Services

Service Level
AgreementService Level

Agreement

Service
Catalogue

Hardware Software Telecom Other
Suppliers

Underpinning
Contract

Operational Level
Agreement
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Service Level Management 

Activities

Establish FunctionEstablish Function

Implement SLA’sImplement SLA’s

Periodic ReviewsPeriodic Reviews
Manage the Ongoing ProcessManage the Ongoing Process

Planning
Planning

Implementation

Implementation

Catalogue Services

Catalogue Services

DraftDraft

Negotiate

Negotiate

Review Ucs and OLAs

Review Ucs and OLAs

Agree
Agree

Review SLAs

Review SLAs

Review SLM Process

Review SLM Process

Monitor
Monitor

Report
Report

Review
Review

Control

Define

Execute
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Switzerland
Service Level Agreement Contents: 

Example & KeyTargets

u Introduction

u Service Hours

u Availability

u Reliability

u Support

u Throughput

u Transaction response times

u Batch turnaround times

u Change

u IT Service continuity and 
security

u Charging

u Service reporting and 
reviewing

u Performance 
incentives/penalties

u Security

u Maintainability/serviceability
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Switzerland

Goal:

uTo optimize the capability of the IT infrastructure 
services and supporting organization to deliver a 
cost effective and sustained level of availability
enabling the business to meet their objectives

Availability Management
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Switzerland
Availability Management 

Definitions
u Availability: Ability of an IT Service or component to perform its

required function at a stated instant or a stated period of time (e.g. 
uptime 98.5 %)

u Reliability: Freedom from operational failure (frequence)

u Maintainability (Internal): Maintenance done from an internal
focus (covered by OLA)

u Serviceability (External): Maintenance done on our systems
from an external focus (outsourced)

u Resilience : Redundancy, to allow IT’s continued operation
despite the incorrect functioning, integrity, and availability of 
associated data (Backup)

u Security : (confidentiality, integrity, availability)

u Vital Business Function (VBF): The element of a business 
process considered business critical

u Availability Management Database (AMDB) : For report 
generation, statistical analysis, availability forecasting
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Switzerland
Availability Management 

Activities

Service Level Management

Determine Availability Requirements

Compile Availability Plan

Monitor Availability Monitor Maintenance 
Obligations (serviceability)
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Switzerland Availability Management

Benefits :

u Single point of accountability

u Services are designed for availability

u Optimal usage and performance

u Reduction of failures

u Shifting from an error correction state to a service 
enhancement state

u Adds value to business
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Switzerland

Goal:

uTo ensure that all the current and future capacity
and performance aspects of the business 
requirements are provided cost effectively

Capacity Management
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Switzerland
Capacity Management 

Definitions
u Capacity Database (CDB): Database used to record activity

within Capacity Management

u Demand Management: Seek to influence customers to use 
systems at different times to better control workloads

u Resource management: Controls file management space, 
evaluates new technology and developments in equipments, 
provides insight into the infrastructure and calculates the 
investment that must be made

u Modeling: Modeling techniques can determine how to achieve
optimal capacity and the division of this capacity

u Application sizing: Calculates new software requirements and 
can determine new hardware requirements for applications that
are bein developed
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Switzerland Capacity Management Process

•Technology
•SLAs, SLRs and 
Service catalog
•Business plans and 
strategy
•IS, IT plans and strategy
•Business requirements and
Volumes
•Operational Schedules
•Deployment and 
development
plans and programmes
•Forward schedule of 
change
•Incidents and problems
•Service reviews
•SLA breaches
•Financial plans
•Budgets

•Capacity plan
•Capacity Database
•Baselines and profiles
•Thresholds and alarms
•Capacity reports (regular, 
ad-hoc and exception)
•SLA and SLR 
recommandations
•Proactive changes and
service improvements
•Revised operational
schedule
•Effectiveness reviews
•Audit reports

Business Capacity
Management

Trend, forecast, model,
Prototype, size and

Document future business
requirements

Service Capacity
Management

Monitor, analyse, tune and 
Report on service performance, 

Establish baselines and 
Profiles use of services, manage

Demand of services

Resource Capacity
Management

Monitor, analyse, tune and 
Report on the utilisation 

of components, 
Establish baselines and 

Profiles  of use of components

Inputs

Sub-processes

Outputs
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Switzerland Capacity Management Activities

Workload
Management

Modeling

Resource 
management

Performance 
management

Demand
Management

Capacity
planning

Technical Infastructure

Customers

Application sizing

D
ev

el
op

m
en

t
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Switzerland
Capacity Management Iterative

Activities

Implementation

Monitoring

Analysis

SLM 
Exception 

Reports

Tuning

Resource
Utilization
Exception
Reports

Resource
Utilization

Thresholds
SLM

Thresholds
Capacity Management

Database (CDB)
Business data
Service data

Technical data
Financial data
Utilisation data
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Switzerland

Goals:
uSupport the overall Business Continuity Management 
process by ensuring that the required IT technical and 
services facilities (including computer systems, networks, 
applications, telecommunications, technicl support and 
Service) can be recovered within required, and agreed, 
business timescales.

uIT Service Continuity Planning is a systematic approach to 
the creation of a plan and/or procedures (which are regularly
updated and tested) to prevent, cope with and recover from
the loss of critical services for extended periods

IT Service Continuity
Management
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Switzerland
IT Service Continuity

Management Activities
Initiate BCM

Business Impact Analysis

Risk Assessment

Business Continuity Strategy

Organization and Implementation
Planning

Inokement Stand-by
Arrangement

Develop
Recovery Plans

Implement Risk Reduction
Measures

Initial Testing

Develop Procedures

Assurance

Education and
Awareness Review and Audit Testing Change

Management Training

Stage 1
Initiation

Stage 2
Requirements
And
Strategy

Stage 3
Implementation

Stage 4
Operation Management
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Switzerland

Goal:
uTo provide cost-effective stewardship of the IT assets and 
resources used in providing IT Services

Financial Management
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Switzerland
Financial Management 

Definitions

u Costs can be

u Direct or Indirect

u Fixed or Variable

u Capital or Operational

u Unabsorbed

u Costs elements can be

u Hardware

u Software

u People

u Accomodation

u Transfer

u External services
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Switzerland
Financial Management 

Activities

Business IT
Requirements

IT Operational Plan
(Inc. Budgets)

Cost Analysis
(Accounting)

Charges

Financial Targets
Costing Models

Charging Policies

Feedback Of Proposed Charges To Business
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Switzerland

« IT organizations must operate efficiently if they are to add value 
to the company »

Some challenges faced by companies include:
• Increasing demand for new IT services 
• Increasing requirements for quality and value for money 

from IT services
• Increasing demand for measurable return on IT investments
• Increasing complexity of IT infrastructure
• Increasing frequency of IT changes
• Almost total dependency on IT services and increasing 

availability requirements
• Increasing concern for security
• Customisation and personalisation

Operational Excellence
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Switzerland

• « For these reasons, there are IT Best Practices that can help 
companies build Operational Excellence »

• The main phases of such a program can be:

• Inventory all IT operations (Complete and map current 
processes)

• Identification of the IT processes which should be 
integrated in the program

• Identification, selection and use of market best practices 
standards 

• Conduct a gap analysis (assessment)
• Fill the gaps and optimize the processes (if they exist)
• Develop Centers of Excellence with Process owners
• Use of tools
• Conduct training 
• Internal certification

Operational Excellence
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Switzerland IT Operations Processes
Identified typical IT Operations Processes:

§ Application optimization (application efficiency and performance)
§ Negotiation management (best terms with all vendors)
§ Network management, monitoring (network availability)
§ Asset management (hard., soft., com. infrastructure)
§ Budget management
§ Output management
§ Disaster recovery plan
§ Performance management (end to end performance for all workloads and 

environments)
§ Business relationship management (liaison between IT Operations and customers))
§ Physical database management (physical design, integrity, performance, 

accesses)
§ Capacity management (future resource requirements)
§ Change management (IT organizational change policies, systems, 

network, apps.)
§ Incident management (restore normal service operation as quickly as 

possible)
§ Problem management (minimize the resolution time for problem)
§ Production acceptance (criteria for the rls. and migration of new apps. 

into prod, SDLC) 
§ Production control (production integrity) 
§ Content management
§ Configuration management (hardw., softw., netwrk., infrastr. Information) 
§ Quality assurance and control
§ Contract management (terms and conditions) 
§ Contractor management (activities and deliverables of all IT vendors) 
§ Security management
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Switzerland IT Operations Processes
§ Cost Recovery management (costs centers and rates)
§ Service-Level management
§ Service-Level agreement management
§ Customer service-Help Desk management-Service desk
§ Disk Storage management (SAN, Backup and recovery, storage

systems)
§ Service request management
§ Documentation management
§ Facilities management (Space planning, systems planning)
§ Software distribution (Microsoft SMS, Tivoli Soft. Dist., ZENworks, 

etc.))
§ Systems monitoring
§ Release management
§ Inventory management
§ Tape management
§ Test lab management
§ Workload monitoring
§ Record Management (Purge)
§ Enterprise directories management
§ Knowledge Management (Enterprise Data classification/management)
§ License management
§ Middleware management
§ IT Architecture management
§ IT Localisation management
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Switzerland
Project Approach

Processes Improvement Model

Where do we want to be?

Where are we now?

How do we get there
where we want to be?

How do we know we
have arrived?

Vision and Business
Objectives

Assessments

Process improvements
Or re-engineering

Metrics & Measurements
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Switzerland Processes
Disk Storage Management
1   2   3   4   5   6   7   8   9   10 1   2   3   4   5   6   7   8   9   10

The Automation Balance
1=Manual 10=Automated

The Stability Balance
1=Dynamic 10=Stable

Staffing
•Storage management specialist
•Direct Access Storage (DASD) specialist
•Backup and recovery specialist

Best Practices
•Validate and test backup and 
recovery concepts
•Make overall storage management 
approach completely cross-platform
•Prioritize all applications based on 
business driven recovery 
requirements
•List what should be recovered and 
how long it should take
• Implement an ongoing performance
management/optimization process
(such as a schedule for the next x 
days or months):

•List which databases should 
be reorganized next
•List which volumes should be 
compressed/compacted next
•Maximize utilization and 
minimize application failures 
(space allocation)

Process manager

Technology manager

Goal

Measure

Location
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Switzerland Processes
Disk Storage Management

1   2   3   4   5   6   7   8   9   10 1   2   3   4   5   6   7   8   9   10

The Automation Balance
1=Manual 10=Automated

The Stability Balance
1=Dynamic 10=Stable

Metrics

•Time to restore, recover, and backup
•Year-to-year improvements in:

• Utilization
• $/GB
• Staffing/unit capacity (staffing/terabyte)
• Mean-time-between-failures—how many
applications were affected for how long?

Futures

•Encryption
•Globalization of solution across enterprise
(elimination of batch and preventative maintenance
windows)
•Technology
•Storage Area Networking (SAN)
•Media Commoditization
•Intelligent Storage Controllers—understanding
characteristics of data/usage and making educated
decisions on where data is stored
•Electronic Commerce

Process Integration

•none
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Switzerland Best Practices

u What are needed for a succesfull implementation of any
services Best Practices program?

u Clear understanding of the objectives and scope of the 
implementation (areas to be covered)

u What improvements are sought?
u Which stakeholders will be affected?
u What are the relevant metrics that will be used to track 

progress against defined objectives? 
u Absolute (and sustained) management backing from the top 
u Allocating appropriate resources to being involved in regular 

reviews and leading by example any cultural changes that 
will be required as well as implementing any necessary 
organizational change.

u A project approach
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Switzerland Best Practices

u An understanding of the current state in order to provide an 
effective baseline and a clear route to success

u An initial feasibility study/health check/audit is a good way of
starting the process 

u A realistic, phased approach: what will be done in what order? 
(Scope and phasing must be tied to objectives.)

u An acceptance that new skills may be required, through training 
and recruitment

u Recognition that, while this is not a tools issue, some updating
of tools may be required to reflect process changes

u Willingness to be in this for the long haul (continuity)
u Depending on the size of the IT organization and the scope of 

the project, this is likely to last anywhere between six months 
and 18 months
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Switzerland

The itSMF and The itSMF and 
itSMF itSMF 
SwitzerlandSwitzerland
ITIT SService ervice MManagement anagement FForumorum
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Switzerland

ITILUG (ITIL User Group)
2 may 1991

ITIMF (IT Infrastructure Management Forum)
15 july 1991

ITSMF (IT Service Management Forum)
+ some years

Evolution

Switzerland Today
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Switzerland What is it ?

§ itSMF is the only internationally recognized and 
independent  organization dedicated to IT Service 
Management

§ It is a not-for-profit body, wholly owned, and 
principally operated, by its membership

§ It was formed in the UK in 1991 & has national 
chapters around the globe
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Switzerland Ambitions

To have a predominant role into:

§ Development and building of standards around IT 
Service Management 

§ To promote industry best practice in service 
management

§ Development and building of the ITIL (IT 
Infrastructure Library) Best Practices

§ To engender greater professionalism within 
service management personnel
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Switzerland Objectives

§ Gather a large population of members from all 
horizons interested in Service Management

§ Represent and defend members interests and 
vision

§ Implement and maintain forums for users, 
consultants, software and hardware vendors and 
other actors

§ itSMF is a major influence on and contributor to 
Industry Best Practices and Standards across the 
world

§ Organize the usage and the evolution of ITIL
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Switzerland itSMF International

§ +35 chapters
• ,Argentina, Australia, Austria, Belgium, Brazil, 

Canada, Denmark, Estonia, United States of America, 
Finland, France, Germany. Greece, Gulf, United 
Kingdom, Hong-Kong, Hungary, India, Ireland, Israel, 
Italy, Japan, Korea, Norway, Luxemburg, Mexico, 
Netherlands, New Zealand, Poland, Portugal, 
Romania, Russia, Singapore, South Africa, Spain, 
Sweden and Switzerland

• Unquantified interest

• China, Czech Republic, Malaysia, Taiwan, Venezuela
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Switzerland itSMF International

§ + than 50’000 ITIL certified people

§ + than 5’000 companies members 
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Switzerland Who is the itSMF??

§ Membership is made up of vendor, public and 
private sector organizations, large & small 
organizations alike
§ Two categories:

User:
Organizations/individuals working to 
implement Service Management solutions 
internally
Vendor:
Organizations which offer products &/or 
services to users

Approximately 80% of current membership 
consists of “user” organizations 
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Switzerland Who is the itSMF?

A list of current members

§ Accenture Technology Solutions AG, Basel
§ Autodesk SARL, Neuchâtel
§ Avaya, Belp
§ AWK Engineering AG, Zürich
§ Axept AG, Glattbrugg
§ BC Basel Consulting Group AG, Basel
§ Blue-Infinity, Préverenges
§ BMC Software, Kloten
§ Centre Hospitalier Universitaire Vaudois, 

Lausanne
§ CeRFI SA, Genève
§ Ciba Specialités Chimiques Monthey, 

Monthey
§ Computer Associates AG, Kloten
§ Compuware AG, Dättwil
§ Credit Suisse IT Architektur , Zürich
§ Delec AG, Gümligen
§ Die Schweizerische Post IT-Services / 

Operations IT2, Bern-Zollikofen
§ Easy's, Lausanne
§ EDS
§ EOS - Energie Ouest Suisse, Genève
§ Etat du Valais, Sion
§ Etat de Genève, Centre des Technologies de 

l’Information, Genève
§ F. Hoffmann-La Roche AG, Basel
§ Fédération des Entreprises Romandes, 

Genève
§ Firmenich SA, Meyrin
§ Freestar-Informatik AG, Hünenberg
§ get IT Services GmbH, Zürich
§ Givaudan Suisse SA, Vernier
§ Glenfis AG, Hünenberg

§ Hewlett Packard, Urdorf
§ Höhere Fachschule für

Wirtschaftsinformatik, Olten
§ IBM Business Consulting Services, Basel
§ Ilem, Plan-les-Ouates
§ Institut Central des Hôpitaux Valaisans, 

Sion
§ Itecor Suisse SA, Vevey
§ it Solution Crew GmbH, Argau
§ iSource, Glattbrugg
§ Johnson + Johnson  Networking + 

Computing Services, Zug
§ Kudelski Group, Cheseaux
§ Logitech Europe S.A., Romanel-sur-Morges
§ Mercury
§ Metalor Technologies SA, Neuchâtel
§ Microsoft, Wallisellen
§ Netexpert SA, Renens
§ Novartis Pharma AG, Basel
§ Penta Group AG, St Gallen
§ Perseo Consult AG, Basel
§ PIDAS AG, Basel
§ Rentenanstalt/Swiss Life CH/IB, Zürich
§ Richemont International, Genève
§ Schweizerische Bundesbahnen SBB, Bern
§ Schweizerische Vereinigung für Qualitäts-

und Management-Systeme (SQS)
§ Serono International SA, Genève 20
§ Siemens Schweiz AG, Zürich

§ SIG - Services Industriels de 
Genève

§ Sika Informationssysteme AG, 
Widen

§ Société cooperative Migros, 
Genève

§ Sogeti, genève
§ Solog SA, Perly
§ Schweiz, Zollikofen
§ Striker, Montreux
§ Sun Microsystems 

(Schweiz) AG, Hegnau
§ Swisscom AG IT Services, 

Bern
§ Swisscom Mobile 

Network&Service Delivery, 
Brütten

§ SWX Swiss Exchange, Zürich
§ TCS – Touring Club Suisse, 

Genève
§ Thales Suisse S.A., Genève
§ Universität St. Gallen Institut

für Wirtschaftsinformatik, 
St. Gallen

§ Upsolut GmbH, Bolligen
§ Wendia AG, Zug
§ World Health Organisation, 

Genève
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Switzerland Toward an International  Standard

• 2000 - Self-assessment Workbook [PD0015]
- Specification [BS15000]

• 2001 - Early adopters  à Feedback

• 2002 - Rewrite as Part 1 & 2  (release 11/02)
- Rewrite PD0005/PD0015 

• 2003 - Formal certification scheme

• BSI decided to formally proceed with submitting BS15000 to ISO/IEC 
JTC1/SC7 for fast-tracking to an ISO standard. If all goes according to 
plan, this should be achieved in late 2005.

• 2006- ISO Standard (ISO 20000)

British Standards Institution (BSi)
• 1998 - Code of Practice [PD0005]
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Switzerland
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Switzerland Benefits of itSMF membership

§ Web site accesses
§ Access to and reduced registration fees for 

itSMF seminars and conferences 
§ Opportunity to participate to workshops
§ Participation to forums (on line end Q3 05)
§ Access to Local Interest Groups, providing 

opportunities to network with your peers 
and keep current in your specialty and to 
meet with colleagues in your field
§ Discounted prices on books and 

publications
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Switzerland The current team

§ Serge Thorn, Chairman of the board, Serono 
International, Geneva

§ Matthias Traugott, Manager Best Practices
Swisscom, Bern

§ Matthias Hall,
AWK Group

§ Barbara Schiesser, Event Manager
SwissICT (Independent)

§ Alain Mageux, Communication Manager, Genève



104

Switzerland Last Events

§ 7th February 2005 in Geneva 
• Presentations from Isaca, Cosba Private Banking, Altria and Serono International 

Ø Sponsored by SIG
§ 22nd June 2005 in Prangins 

• Presentations from DHL, Firmenich, Swisscom and Axa
Ø Sponsored by Computer Associates

§ 15th September 2005 in Geneva 
• Presentations from DHL, HDI, Carlson Wagonlit Travel and Crédit Suisse

Ø Sponsored by Microsoft
§ 22nd March 2006 in Geneva 

• Presentations from ITSM vendors
Ø Sponsored by blue-infinity

§ 1st June 2006 in Geneva 
• Presentations from ITSM vendors

Ø Sponsored by Common-romandie

More to come!

Register on the website www.itsmf.ch!!

www.itsmf.ch
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Switzerland And  YOU ?

http://www.itsmf.ch

§ To be a member

§ To be an active member

§ To be a sponsor

§ To testimony in events

§ To moderate and animate workshops 

§ To bring and share his ideas…

www.itsmf.ch
http://www.itsmf.ch
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Switzerland Questions

Thank you!

Serge.Thorn@itsmf.ch


