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And why not using ITIL
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What
• The S in GS stands for SERVICES
• SERVICES: are means of delivering value to 

customers without exposing these customers 
to the implementation details (HOW).

• Customers are concerned with the WHAT
– Benefit; fitness for purpose 
– Quality; fitness for use 

• We are concerned with the HOW 
• We are service managers
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Why
• Benefits of service management

– Uniform, defined and agreed services
– Improved communications 
– Measured value contribution through processes

• effective (repeatable, measurable, manageable) and
• efficient (minimal resource usage)

• Why now
– Only GS has an S in the name 

GS should lead the way ☺
– Management requests Dashboard, performance indicators, ..
– Prerequisite to obtain the resources necessary to provide the 

services at the accepted/agreed levels.
– Not doing it will expose us serious problems
– Etc....
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How: Service management standards
• ISO/IEC 20000

– Useful, but very “high level”, “Specification” only 16 pages, “Code of 
practice” 33 pages...not of any real practical use other than a 
checklist.

• ITIL V3 (published in May 2007)
– comprises five key volumes:

1. Service Strategy (373 pages)
2. Service Design (334 pages)
3. Service Transition (270 pages)
4. Service Operation (396 pages)
5. Continual Service Improvement (308 pages)

– HUGE; but mature, full of practical ideas, widely adopted, supported 
by tools, and is the “defacto standard”
While ISO/IEC 20000 is a standard to be achieved and maintained, ITIL 
offers a body of knowledge useful for achieving the standard.

It is suggested to use the ITIL V3 framework, but 
1. PRAGMATIC (only take what is useful; leave the rest for later ☺)

2. NO BUREAUCRACY



CERN – European Organization for Nuclear Research
Administrative Information Services

5

5

CERN GS Department
CH-1211 Genève 23

Switzerland
ais.cern.ch

ISO/IEC 20000 (example)
• 3.1 Management responsibility

– Through leadership and actions, top/executive management shall 
provide evidence of its commitment to developing, implementing and 
improving its service management capability within the context of the 
organization’s business and customers’ requirements.

– Management shall:
a) establish the service management policy, objectives and plans;
b) communicate the importance of meeting the service management 

objectives and the need for continual improvement;
c) ensure that customer requirements are determined and are met with the 

aim of improving customer satisfaction;
d) appoint a member of management responsible for the co-ordination and 

management of all services;
e) determine and provide resources to plan, implement, monitor, review and 

improve service delivery and management e.g. recruit appropriate staff, 
manage staff turnover;

f) manage risks to the service management organization and services; 
g) conduct reviews of service management, at planned intervals, to ensure 

continuing suitability, adequacy and effectiveness.
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ITIL V3 (Example)
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HOW: Phased approach
• First results fast (quick wins)
• Improve our “maturity” gradually.
BUT we need a common vision first 
1. May 2009 Define roadmap with experienced external help 

(Jochen Beuttel) (order is placed, intervention around 3rd week of May)

2. June/July 2009 In parallel:
– Top down: Define 

• service catalogue, 
• service level agreements, 
• etc....

– Bottom up: Create awareness via training
3. August .. December 2009

– Implement measures
– Deploy GS dashboard
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Questions and Suggestions
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