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Challenges during ITSM Implementations (Mohammad Sharifi)

Interview with P J Corum
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Low (Process Improvement) Moderate High (Business Transformation)
Improvement Goal
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CobiT - provides tools to
assess and measure the IT
processes in a business ©SCM - describes best
practices in IT service provision
sourcing relationships
Baldrige Award - assessment
of seven aspects of process
implementation and results
ITIL - a framework of best
practice guidance for IT
Service Management
1SO 9000 -~ requirements on
the design of processes
involved in design and delivery CMMI - consists of best
practices that address product
development and maintenance
Six Sigma — uses root cause
analysis to identify process
improvements
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1- www.itgovernance.co.uk

2- “COBIT 4.17, IT governance Institute ,2007

3- “ISO/IEC 20000-17, ISO/IEC 2005
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Ltd,2007
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12- Best Practices for Information Technology Governance, a report
from the city auditor September 2005

13- Why IT Governance Matters, By Thomas Kay

14- How IT Governance benefits the Organizations by Padilla Jr.,
Tech Republic,2005

15- IT Governance, Center for Information Systems Research,
http://cisr.mit.edu/research/research-overview/classic-topics/I T-
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16- Recipe for Good Governance by, Jeanne Ross and Peter Weill,
CIO, 2004

17- IT Governance: Determine Who Decides, Andrew H. Clark,
Sydney University ,2005
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1-Control Objectives for Information and Related Technology
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6-Plan and Organize (PO)
7-Acquire and Implement (AI)
8-Deliver and Support (DS)

9- Monitor and Evaluate (ME)

2 -Business- Focused
3-Process- Oriented
4-Controls- Based

5- Measurement- Driven
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2-ISO-International Organization for Standardization

P30 3 oy 30 [TMIUIIMIS TS 5



9’;}& axbly ool

w oaid Jo oMl
Copde | o 5SS 2y
&6y -
Help Desk e
elp Des! s

it Sy g ppne 0315 olSly

RFC auys

Copde | Sl guisile) asliy
Ol yis |
Q " A

Sladswe (Slwyig, @
o35 3 g O3S

alyia

s S

S d 9S85 518 2l 990 335 5k loslw y3 ML
SleMb| (6 ludiinns 0926 dacllad &=, & SLA sile 28 Ll
w008 gl SleMbl (5 )ld i ;o Slojle loges rizren
9290 &dg (2 4hold lpe 48,5 0 )90 Gl 2 9 ko ) g

0,8 asin ITIL et 50 (goloiios slas,laslinl 4

Py L_;Lhd&ei‘,é C)La.al tpgo {.\lﬁ -Y-¥

Sz S Glole ;0 9250 slafedllygiws 5 ol dac—abw
Al pl 50000 5 AL ITIL gzl Glaal b o s gen
Oeizmad g ool wl (So S cde LITIL gz l> g 28,5 )1,8
S5t sl b 5 bgloslu 5l 6 ks lawgi aS ol 4 4z g5 L
> yo cnl 53285 513 B 3550 0980 Sleidy Sl
A 59 bl (Gley O 2 ITILVD) szl 0l 55, 2 Slelllas
Sy 5 oloas g eae 05,5 33 85 o sloaz ] 551
oz s s 4 Sloas L5 05,5 loany T8 e glaosls 5 5
a5 nl oo & rizmen g 095 o0 g e Dleas (Sliiy 095
S8 Oleas glociiy 059> j0 i a5 Lo oY gd adgl IS 4
wlen oloanlp Jol s as wloas Sluriy slaan] s sl
Vg3 Ll b laai |8 opl 235 )18 fdn (w8590 Dy
Sl 9 6l slapsd ;9 09290 )l Lol g a5 L
090,59 danT B 4 coamme g o ools il bl )| g aS—s
@l Slapss JLSlo )3 (6 paitie Slk ob &S Gaax sla)lS
C7)lr gl w8 5 (Slojl Cuglie cle &) WS sl
Sl Oyg0 4 b 29,5 ol ol (ppgad s i bgy |, ITIL
ik g Judo dedie 45 0305 ag (godme (—djge] Slud> 4

285,18 S ITIL Lty (6513800 5 el

3- Service Level Agreement
4-Service Delivery
5-Service Support

#6 WIS UMIS 90 9 o 9

o pde Sl (6 75 el pto Jolge 5l g 005 e b

L aS 09 Sl el (o g o0 b Lo slo il w0 az g5 L
et O (oo sl Shs 5 45 lee Y8 05,5 (Pl slails
L1, Seabon o it iy 45 5b 4 a3l als |, (6,550

Aslad H18 5 50 lesle ol 40 Sezge slas lasliwl plu

ITIL ,f il Lol Glanl ¥

SleMb| (6,5l Dlons o e pisanes Sl il 059 S Heb @

e b SBlawl glls as Lo o¥ed &5 5 0 ITIL b »

S Bt g (23 gy gelans i) LB )3 09290 g9 Sgat2 @
Sl Slons Cypde g (g g anlp 0 a s (ol
&,ls 3535 ledlb

Sz Sloile lai slml s plojlos b sloan] 3 Dol o
P9l ygo S ITIL slaan] B L ity ok

by oo b plnil glacdlad 5l (6 25 (5155 cblB (asl3l e
gl o Shee 25l s ©ledbl ,5lé lulis)lS

Sildiine sy, (0903 0325 g laly) (o903 pal 2 e

S oges patie LA ITIL slavs] b )il g >k
Slwls Ol lacalys o a4 (85wl Gad 55 50ie
S5y 5 A 55028 ilien sl (o ity Kinles

Olojls Ho ITIL (slais |3 Gloiidy e (s5looly 9 (>l 0

el el ¥
P45 208 S5 gl pe diz (6)15 asli G5l e3g 5 o
@olaad sl 093 (635 059> b cmlite 5 ol ye (nl 1 plas
kol slrai ]y las = G bl ) ISl ol el 5
bl ITIL il gl oy >,bo
w2300 o0 b ol 22 Slapls 990 50 Slies medg 4 asll o
15290 (29 Lol Jgl pls ¥
Sz Giyaeln (eized S9zge oy oS LSl B8 ()l 5l Sae



28,8 18 eolai il 050 g 3o,k il leawlss o cud ol w2l 3
S oS |z ails )13 (lizmen 5 (S8l ceslss s gy o 2 esdle
Salox b (izmen ol (o &5 5 gilate &5 o a5 psbo ar (il g,
485 Wz e LS G0l Sz o jsig plojls e
b ools Byl Lozl o iwy Sei> 8 Lol e g 0y 8
SFanl b jsre @ il o Co e gilwosly 5l
Sy S plojle SNl (6558 gla lyls Sy e any )8 e
20,5 (g5lwenls M 2SI Co i o Ol Co e F OIS
bl 5l oolii ol aiejli laasul 3 ol glzl &5l @y azgs Ly
2 &S o5 5l S el Hlole slea s L 55l 5 calis
Sz 5l )3 serge Layldle S (o) p SO0 g0 o
S sy 5l e el 00 TTIL (slaass 13 yog0s (55w, 505>
g ke ¥y bS8 Slejlw Ll S g Lad S O)50
S Glapias b bLS| o ST slasls
DBl o e dlpaiy 32 alio (izmen 5 Slojlos Ty e

S| s 5 053

5 YL 6 pdylasl collB as o ools e i eg 5)l38l0 5
asb hls 1y ole sl Q—I sl p guate

S5 Ao 0
20,5 lejlaw ol @ledbl g ,5ls Bloas o poe slaans
ool yo by (g5lbaiius 5 (gilwdlads )l )15 cols, il
s, bss il ( L8 o)ls 5l (6,0 00 Kol clons
Sygkd slaan e e alwlid 5 )5 slacled Bis
O 50 oo l38le 5 jlEiul g (o3lwosly uizmes .303,5 Sledlb
aVole a 365 oy )5 dli sl yules rals :asle (2uls olejle
g o alS o slwanine o Slociy o o8l o laaslgs o
3525 o lailiwl GKPI bl 5 o0 e gla iS5 351 ISl
ol @il o 0 KT o lolid 5 e iz slasjguils
Olal a5 L 0¥g8 5 i S ITIL el 4,0 S 51
(B Cariwo 108l 33 (6,500 mlio jo a4 plaS wo F LS
355 B 6)l0 0 g o3liiul 8590 5 (53l 9,093 5 Sl ple

&lw F

[1] P.Weill, J.W. Ross, IT Governance, Harvard Business School
Press, 2004

[2] W. A. Brown, G. Moore and W. Tegan , SOA governance—
IBM’s approach, 2006

8-Asset Management

9-Problem Management

10-Change Management
11-Knowledge Management
12-Management Information System
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service delivery, Improved ROI of IT

Question: What are main barriers in achieving
ITSM projects?

Answer: Cultural barriers, Lack of Training
Question: Which kind of software tools do you
recommend for ITIL implimentation? Please spec-
ify tool name and process that used it.

Answer: Due to the consulting nature of my busi-
ness, I do not recommend any specific tool without
knowing the customer’s requirements.

6- Respondent Profile in Detail

P J Corum is an internationally recognized author-
ity in Information Technology (IT) service man-
agement, quality and security. With over 35 years
of experience in accounting, auditing and as an IT
professional, P J has been both a practitioner and a
consultant for many of the Fortune 100 companies
and for several Central Banks around the world. He
has worked in Europe, Central and South America,
Far East and since 1995, in the Middle East.

P J has been a thought leader in quality activities
for many years. He was a founding member and
on the board of directors for the Quality Assur-
ance Institute (USA), served on President Rea-
gan’s “White House Conference on Productivity”
(which led to the creation of the Malcolm Baldrige
National Quality Award Criteria), and a founding
member of the EDP Auditors Association (Infor-
mation Systems Audit and Control Association). P
J was the Chairman of the IT Sub-Group for the
Dubai Quality Group for two years, and is a Dubai
Quality Award senior assessor.

P J is considered a pioneer in the audit and assess-
ment of data center operations. He was a member
of the team that performed the first US Govern-
ment evaluation of a large IBM mainframe instal-
lation. Over the years, he has performed over 100
data center reviews for such companies as Bank
of America, Bank of Montreal, Toronto Dominion
Bank, US Federal Reserve Bank, Central Bank
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of Indonesia, and many more. While working for
Saudi American Bank (partially owned by Citi-
bank), he managed Released Management, Con-
figuration Management, IT Service continuity, I'T
Financial Management, and served as a permanent
member of the Change Advisory Board as well as
being the Chief Architect.

The Quality Assurance Institute is a transi-
tion partner with Carnegie Mellon University
Software Engineering Institute for the Capabil-
ity Maturity Model Integration (CMMI) prod-
ucts suite, “Introduction to CMMI” course and
“Standard CMMI Appraisal Method for Process
Improvement (SCAMPI)”. In addition to work-
ing with a number of individual companies, P J
has worked with the Software Engineering Com-
petency Center, Ministry of Communications
and Technology, Arab Republic of Egypt for two
years to assist 24 software companies on their
path to CMMI. He taught 21 courses related to
various CMMI Maturity Levels, with empha-
sis on standards such as IEEE, ISO, and other
best practices and models. In addition, P J has
been working with the Pakistan Software Export
Board to guide 22 software companies in their
preparation for CMMI maturity level 2, 3 and 5.
In addition, work in underway with over 20 Chi-
nese companies helping them achieve level 2 and
3 certifications.

Complementary to the CMMI services, P J delivers
training and consulting services for IT Infrastruc-
ture Library (ITIL) IT Service Management, ISO
9000, ISO 20000, ISO 27001/2 and CobiT. P J is
an accredited instructor for ITIL Foundation and
IT Service Manager (V2 and V3), as well as CobiT
and ISO 20000. He was a member of the develop-
ment team for ITIL Version 3 Foundation Course.
Some of his most recent clients include: IBM, HP,
ADSIC, BMC, Aramco, ADIA, ADCO, Injazat
Data Systems, TNT, QTel, Omantel, STC, Kuwait
Oil Corporation, GASCO, Dubai Petroleum and
NYU Abu Dhabi.



Answer: To implement ISO 20000, you must first roll-
out ITIL. You can rollout ITIL and not use ISO 20000.
Question: Could you explain your approach in
ITSM implementation?

Answer: Step 1. Is a base line, followed by a series
of Process Improvement Projects that are high vis-
ibility and significant return on investment.
Question: Please describe the Process Improve-
ment Projects.

Answer: They are special type of project. What
makes them unique is the scope and objectives.
Their focus is on process and product improve-
ment as opposed to development.

Question: How do you usually prioritize the pro-
cesses in implementation process?

Answer: This is a customer decision.

Question: Could you explain one case of your ex-
periences in this regard?

Answer: As an example, one customer was loosing
customer at twice the industry rate, so they work-
ing a better Service Desk to improve retention.
Question: Would you explain the service architec-
ture requirement as a technical issue?

Answer: No, it is far more a business issue if you
want to achieve alignment and to be able to enable
new technologies.

Question: How can we apply enterprise architec-
ture in ITSM process?

Answer: The Service Design book is all about en-
terprise architecture.

Question: Which processes of ITIL have you im-
plemented?

Answer: All of them.

Question: Which kind of software tools or pack-
ages have you used for ITIL?

Answer: IBM, HP, CA, BMC, and Sun.
Question: How many organizations have you im-
plemented successfully?

Answer: All.

Question: How can everybody assess the success
rate of his work in implementation? Do you sug-
gest any process or any metrics for measurement?

Answer: The customer directly measures the suc-
cess rate. “Did we get to where we wanted”. On
a more objective basis, the use of Maturity Models
(ITIL is not very comprehensive so we use a blend
of CobiT and CMMI) as the lead indicator works
for the client and 1s measurable.

Question: Which kind of businesses and what size
of organizations do you implemented for?
Answer: Banks, Oil companies, IT service providers
Question: Could you briefly compare the process
of implementation in these three categories of or-
ganization? Are the any differences or difficulties
in any categories?

Answer: What the three categories have in com-
mon is they operate in high transaction environ-
ment. As such, they have been using automation
techniques for a long time and tend to be very ma-
ture user of IT.

5- Recommendations Part

Question: What are major challenges in ITSM im-
plementations?

Answer: Attitude, behavior, and culture of staff
and management.

Question: How can we face with these challeng-
es? Is it through training?

Answer: Training is the basis, but the need for
qualified coaches and mentor is paramount. But
please remember the old saying: you can lead a
camel to water, but you can’t make the camel drink.
Question: What are important considerations in
implementing ITSM for customers?

Answer: Having both a sponsor and a champion.
Question: What are main issues in implementing
ITIL?

Answer: Long lead time for processes like Con-
figuration Management.

Question: What are main drivers/goals for con-
ducting I'TSM projects?

Answer: Time to market and customer value per-
ception, Enable Effective Governance, Improved
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IBM, Citibank, Well Fargo Bank, Bank of Mon-
treal, Computer Associates and others. I have been
an accountant, an auditor, a security auditor, and
have held management and executive positions in
the ITC industry both in operations and develop-
ment.

Question: Please mention which businesses you
have implemented ITIL for.

Answer: About 45 in all. Most recently, Dubai Pe-
troleum and Injazat Data Systems.

Question: Would you explain the whole story of
implementation of ITIL in one of your projects?
I’m interested in one which you implemented ITIL
Answer: The process is simple. We first establish
a baseline (Where are we?). After the client has de-
cided which processes they wish to improve (The
“gap”), we set up Process Improvement Project
(PIP) to close the gaps (Where do we want to be?)
After the closure of each Process Improvement Pro-
ject, we perform an appraisal and update the base
line (Did we get there?). If we achieved the clients’
objective, we go to the next project; if not, we re-
execute the project after making adjustments.
Question: Could you show the schedule of the
project?

Answer: No, as this is proprietary.

Question: Could you mention the duration of the
project?

Answer: For maturity level 2, about 12 months;
for maturity level 3, about 18 months, maturity
level 4/5, about 30 months.

Question: Would you compare the ITIL imple-
mentations in one IT service customer and one
non-IT service customer organization? What’s the
similarities and differences?

Answer: The similarities are based on the number
and type of IT services provided (i.e., what is in the
Service Catalog and Service Portfolio). The focus
is on process creation, management and retirement.
For non-IT, we do not review the IT specific pro-
cess, but focus on business process management.
We performed an assessment on Gold Bouillon
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here in Dubai, UAE company using ITIL tech-
niques. It was a successful project

Question: Which kind of business is simpler in
ITIL implementation? For example, in industrial
or services companies. Which one is Impossible?
Answer: The companies that gain the most benefit
are banks, insurance companies and airlines. None
are impossible as all companies use processes even
if they are not documented.

Question: How do you realize the benefits of
ITSM/ITIL for the customers?

Answer: Reduced time to market, fewer post im-
plementation problems, more satisfied customers.
Question: What do you think about the gap of
developing countries and developed countries in
ITSM usage?

Answer: Developing countries have the advantage
of using the latest versions with out have to worry
about old process models.

Question: What about the UAE and other Middle
East countries like Iran? Do you have any statistics
in this regard?

Answer: Yes, but my clients will not give permis-
sion to publish.

4- ITSM Implementation

Question: Which type of standards/frameworks
have you implemented in ITSM?

Answer: ITIL, CMMI, CobiT, ISO 20000 and ISO
27000

Question: Could you compare ITIL V3 and ISO
20000 in objectives and implementation process?
Which one do you suggest implement firstly?



An Interview on
Successful Practices of ITSM implementation

Akbar Nabiollahi
Member of ITSMG Steering Committee of Informatics Society of Iran

Nabi.akbar@gmail.com

Abstract
The purpose of this interview is to investigate suc-
cessful practices on IT Service Management (ITSM)

implementations in developing countries for acqui-

sition of some guidelines for improvement of relat-

ed efforts in Iran.

1- Introduction

The ITSMG steering committee of Informatics
Society of Iran has identified Mr. P J Corum as an
expert in the domain of ITSM. We invited him to
spend a part of his valuable time to participate in
an interview to answer our questions. This inter-
view has been done in March 2012. T hope the re-
sult of this interview provide useful guideline for
Iranian stakeholders in implementation process of
ITSM.

1- ITSMG stands for IT Service Management and Govern-
ance

2- Respondent Profile

Name: P J Corum, ITIL Expert, CSQA, CSTE
Organization name: Quality Assurance Institute
Middle East and Africa Respondent Position:
Managing Director
Summary of experiences: Over 35 years of IT
experience in Banking, Airlines, Oil Companies
and Government Agencies. ITIL Expert, Certi-
fied Software Quality Analyst, Certified Software
Tester, CobiT Master Trainer, SEI CMMI Transi-
tion Partner, Certified instructor for ISO 20000 and
ISO 27000.

3- General Questions

Question: Please introduce yourself briefly.

Answer: | am the Managing Director for the Qual-
ity Assurance Institute, Middle East and Africa,
located in Dubai, UAE. I have held this position
for 11 years. I have also held senior positions with
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There are several reasons on why ITSM imple-
mentation projects fails in the target organizations.
Those reasons which mentioned in this paper were:
lack of management commitment, spending too
much time on complicated process diagrams, not
creating work instructions, not assigning process
owners, concentrating too much on performance,
being too ambitious, failing to maintain momen-
tum and allowing departmental demarcation.
However, there are not many cases implemented
or implementing such frameworks in Iran. There
needs the study to find out major reasons to do not
attempt to implement such frameworks, Also, their
obtained experiences have to be compared with in-
ternationally obtained experiences in this area.
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at least 12 months and CMMI-SVC needs al-
most the same time as ITIL to be implemented in
an organization and there needs a huge effort to
implement all of their processes in the target or-
ganization. Therefore, there should maintain a mo-
mentum during this implementation and it is hard
especially if the biggest gains come early in the
ITSM implementation. It should be mentioned that
ITSM implementation is like taking a course of an-
tibiotics when somebody is ill. After a few doses,
body feels better. But, if patient fail to complete
the whole course of the prescription, he will soon
be back to illness, again [6].

VIII. Allowing Departmental Demarcation

Every organization has its own structure. ITIL is
best practices which gathered from UK companies
or CMMI-SVC has gathered from US companies
and they do not mean that other companies have
to adapt them without any change or adoption. So,
one or some processes can cross more than one de-
partment and cause to integrate different parts of
organizations without any conflict and with higher
capability to collaboration, especially where de-
partment boundaries are rigid and ownership is im-
portant. Staff in all departments should understand
that such ITSM frameworks are a joint venture and
success comes from all working together; not just
some parts of organizations.

IX. Ignoring Solutions Other than ITSM

Although ITSM frameworks are documented the
industry best practices for IT service management,
many other best practices and frameworks is ap-
plicable, too. Control Objectives for Information
and related Technology (COBIT)[16], Six Sig-
ma[17], and ISO 27001[18] are some frameworks
and standards which are using to increase quality
of services in the organizations too. Therefore, it

is better to use concrete frameworks and standard
to increase quality of activities and tasks in the or-
ganizations. At the end, it is not important which
framework is using, it is important that quality of
the outputs are satisfying or not.

X. Ignoring Reviewing of the ITSM Every Time

Although Successful ITSM implementation is very
important but it does not means organization wins
on ITSM implementation. The more important
matter is maintaining ITSM best practices in the
organization. On that time, audit is very important
in the organization time to time. Especially, it is
better to review the security management process,
periodically [23].

XI. Not Memorizing ITSM Books and Documents,

Themselves

It is not good to just memorize and implement all
of the ITSM frameworks guidelines. It means that
ITSM cannot be implemented with some paper
based instructions without any attend to target or-
ganization. ITSM only can be successfully imple-
mented by understanding how those best practices
apply, based on target organization’s IT strengths
and abilities [7].

4. Conclusion and Future Work

In every organization today, IT services are very
important and must be delivered in a cost efficient
manner, mitigating security risks and comply-
ing with legal requirements. The most accepted
frameworks in the area of ITSM are ITIL, ISO/
IEC 20000 and CMMI-SVC in the majority of or-
ganizations in the world, now. Implementing such
frameworks needs a big effort comply with knowl-
edge on how to use documented ITSM based best
practices in the target organizations.
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orities, provide guidance for quality processes, and
provide a point of reference for appraising current
processes [21]. The CMMI suggests five maturity
levels of service processes [22], i.e. the initial, re-
peatable, defined, managed and optimizing level.
This framework includes 25 process areas.

3. Implementations Failure Considera-
tions

There are several major considerations on failing
ITSM implementation in the organizations. Most
of them are on practical implementation issues of
such frameworks implementation in the organiza-
tions in the world, which are [4,5,6,7]:

I. Lack of Top Management Support

It can be said that no project can be succeeded
without management commitment and drive. It
is possible to achieve isolated wins with ITSM
without management support, but these wins will
be few and far between. In addition, management
should involve on project to access organization to
its objectives [6].

I1. Spending too Much Time on Complicated Process
Diagrams
In the first step implementing of every ITSM
framework in such organizations, there is a great
temptation to produce complex and detailed pro-
cess maps. But it seems that producing such com-
plex processes is not necessary for most of the pro-
cesses and it 1s wastes valuable time and resources

[7].
I1I. Not Creating Work Instructions

There is no need to create any complicated com-
plex process map which is waste time because
some of the organizations fail to establish written
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work. It is better to have written, published, and
continually reviewed work instructions [6].

IV. Not Assigning Process Owners

Majority of IT departments are silo-based, not pro-
cess-oriented whilst ITSM frameworks are process
based. Therefore, a process owner should be as-
signed to each of the ITSM processes that cross
functional silos. It is better for the process owner
to concentrate on the structure and flow of the pro-
cess, without having to focus on staffing and other
departmental issues. Process owners should care-
fully monitor and manage the assigned processes,
so that it can be continually improved [5].

V. Concentrating Too Much on Performance

Usually, the most IT monitoring activities concen-
trate on performance, while ignoring quality and
processes. For example, most service desks can
report how quickly they escalate incidents, but
few can report how often they escalate incidents to
the wrong person. It can be said that organizations
need to spend more time on improving quality as
part of implementing ITSM processes [6].

VI. Being Too Ambitious

Base on ITSM structure, there are several service
management processes. Many of the organizations
attempt to implement all or many of the ITSM pro-
cesses at once, that it causes confusion, staff un-
rest, and poor integration between the processes.
Therefore, it is better to select the most important
processes for target organization and then schedule
their implementation [23].

VILI. Failing to Maintain Momentum

Different ITSM framework needs different period
to be implemented in the organizations. ITIL V3
needs three to five years, ISO/IEC 20000 needs



Therefore it is crucial to implement and manage IT
in the organizations. There are several standards,
tools, frameworks and best practices to manage
and maintain IT services within such organiza-
tions.

The most applicable and widely used frameworks
in this area are ITIL [3], ISO/IEC 20000 [20]
and CMMI-SVC [22]. ITIL is a de-facto stand-
ard which is used in the majority of IT companies
and organizations in the world. ISO/IEC 20000 is
a standard based on ITIL v2 which is implement-
ing by service provider companies to achieve this
standard certificate. CMMI-SVC is also the new
introduced framework in this area which aims to
enhance the performance of related IT processes in
the organizations.

However, in order to implement these frameworks,
every organization or company should adapt its ac-
tivities with the requirements of such ITSM frame-
works. Meaning that, staff, have to change their
behaviours based on those addressed expectations
by these ITSM frameworks. In addition, there are
several considerations to implementation of [TSM
in the target organizations, successfully. If imple-
menters do not pay effectively attention to those
considerations, the implementation of such I[TSM
frameworks would be tended to fail. There are a lot
of reports acknowledging their fails to implement
these frameworks in the world [4,5,6,7 ]. This pa-
per aims to at first describe every one of these three
frameworks and then addresses the reasons which
are cause to fail implementing of them in the target
organizations.

2. ITSM Frameworks

2.1 ITIL
ITIL (Information Technology Infrastructure Li-

brary) is a de-facto standard which is introduced
and distributed by Office of Government Com-
merce (OGC) in UK and includes all IT parts of
organizations [8, 15]. At present ITIL is the most
widely accepted approach to IT service manage-
ment in the world. It has an iterative, multidimen-
sional and lifecycle form structure managed within
five components in the latest version which is ver-
sion 3 namely [9] service strategy [10], service de-
sign [11], service transition [12], service operation
[13] and continual service improvement [ 14]. This
de-facto standard includes 26 processes.

2.2 ISO/IEC 20000

ISO/IEC 20000 is the first and unique global stand-
ard [20] for ITSM that describes the requirements
of ITSM system [19]. This standard enables IT or-
ganizations to ensure that their ITSM processes are
aligned with the business requirements and also in-
ternational best practices. It consists of five differ-
ent components that every one of it includes one
up to six different processes. These components
are service delivery, service support, relationship,
resolution, control and release components. This
standard includes 13 processes.

2.3 Capability Maturity Model Integration- SVC

Software Engineering Institute (SEI) as founder
of CMMI at Carnegie Mellon University claims
CMMI is a process improvement maturity model
for the development of products and services. It
consists of the best practices that address devel-
opment and maintenance activities that cover the
product lifecycle from conception through deliv-
ery and maintenance. Currently, there are three
constellations of CMMI including CMMI-DEYV,
CMMI-SVC and CMMI-ACQ. CMMI-SVC helps
integrate

traditionally separate organizational

functions, set process improvement goals and pri-
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The most Important Challenges during ITSM
Implementations

Mohammad Sharifi
PHD, Information Technology
IT Senior Consultant
Sharifi1400@yahoo.com

Abstract

ITSM (Information Technology Service Management) is referred to those frameworks which are aiming
to enhance and optimize the quality of IT service processes in the organizations. Nevertheless, the imple-
mentation of such best practice experiences which mainly refers to ITIL, ISO/IEC 20000 and CMMI-SVC in

an organization comes with several challenges including much time on complicated process diagrams, not

creating work instructions, not assigning process owners, concentrating too much on performance, being

too ambitious, failing to maintain momentum and allowing departmental demarcation. Therefore, the imple-
mentation of such frameworks is not easy and it can be caused of the organization destruction. This paper
tries to at first describe the overall view of ITIL, ISO/IEC 20000 and CMMI-SVC frameworks and then address
the major challenges during such ITSM projects implementations.

Key Words: ITSM, ITSM Implementation Challenge, ITIL, ISO/IEC 20000, CMMI-SVC

1. Introduction and offered as services by internal IT organizations

Information technology (IT) is a category of ser- ©F external service providers [1, 2]. IT has increas-

vices utilized by business. They are typically IT Ing role in the companies and every organization

applications and infrastructure that are packaged tries to use it to achieve its business objectives.
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