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Who is Kory Smith?

ÅDirector of IT Service Management (ITSM) at Seitel 
Leeds & Associates 

ÅFoundations and Managers Certificates in IT Service 
Management

ÅMBA in Information Systems Management (ISM)

Å9 years experience in IT:

ïNetwork Services Sales

ïIT Project Management

ïService Desk Management

ïITSM Training & Consulting



Who is Seitel Leeds?

ÅWe help organizations achieve IT Operational Excellence

ÅProvide an integrated set of IT consulting and engineering 

services in three practice areas:

Å16 years in business

ÅHeadquartered in Seattle

- IT Service Management       - IT Security      - IT Engineering 

http://upload.wikimedia.org/wikipedia/commons/1/16/Seattle%2C_Washington%2C_skyline.jpg


Who is Paul McCarthy?

ÅInformation Technology Manager at Loeb & Loeb 

ÅFoundations Certificate in IT Service Management

ÅMBA in Information Systems Management (NYU)

Å17 years of experience in IT:

ïHelpdesk

ïApplication Development/DBA

ïIT Management



Who is Loeb & Loeb, LLC?

ÅA leading multi-service national 

law firm, focused in the areas of:

Å225 attorneys 

ÅOffices in Los Angeles, New York, Chicago & Nashville

ïcorporate & securities

ïlitigation

ïentertainment & media

ïfinance

ïreal estate

ïintellectual property

ïprivate equity

ïemployment

ïadvertising & promotions

ïtax & wealth services



What is IT Operational Excellence?

ÅIT that can demonstrate its value to the business

ÅTrained and certified staff with clearly defined 
roles and responsibilities

ÅMature IT processes that are defined, repeatable, 
and utilized

ÅTechnology that is flexible, reliable, and 
maintainable

ÅIT systems that meet the audit and regulatory 
requirements of the business



ITIL: The IT Infrastructure Library

ÅBest practices approach to IT Service 
Management

ÅA process model

ÅFoundation for other ITSM best practices (e.g., 
MOFïMicrosoftôs Operations Framework)

ÅOwned by the British Office of Government 
Communications (OGC)



ITILõs Objectives

ÅAlign IT services with the current and future 
needs of the business 

ÅImprove the quality of IT services delivered

ÅImprove the long-term cost-
effectiveness of service provision

IT



ITILõs Basics

ÅITIL presents guidelines, not rules

ÅUse it to help evaluate and improve performance:

If you donôt know where you areé
how can you move forward?

ÅIdentify opportunities



Why is IT Service Management 

Important?

ÅGreater importance of IT systems

ÅAccelerating pace of change

ÅIncreasing complexity

ÅMore demanding users

ÅPressure to decrease costs

ÅCompetition for customers

ÅIT is becoming a competitive advantage



Service Delivery & 

Service Support 

Overviews



ITIL Processes
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Service Delivery

Service Level 
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Be able to distinguish between é..

A Customer: A User: 

Person who uses the 
services on a day-to-day 

basis

Person who commissions, 
pays for, and owns the IT 

services



Service Level Management (SLM)

Define, agree, monitor, manage, and gradually improve 

business-aligned IT service quality, at an agreed cost

Review 
SLAs, OLAs, 

UCs

Review SLM 
process

Create/ 
update 
Service 
Catalog

Meet & 
Identify 
Service 

Level Reqs

Draft & 
Negotiate 

SLA

Formalize 
SLA

Monitor 
SLA & 

produce 
reports

Plan & 
implement 
improve -

ments

Review 
underpinning 

contracts & 
OLAs



Service Level Management ??s

ÅWhat is a ñService?ò

ÅWho are our Customers?

ÅWhat are our most critical services?

ÅWhat should we capture in our SLAs?



Financial Management

Provide cost-effective stewardship of the IT assets 
and financial resources used in providing IT 
services; establish a fair means by which to recover 
costs

Budgeting Accounting Charging



Financial Management ??s

ÅDo we budget and account?

ÅIf so, to what granularity?

ÅDo we know what IT spends on specific services, 
customers, or locations?

ÅCan we charge?  Should we?



Capacity Management

Ensure that IT has sufficient resources to meet the 
requirements of business user communityðnow and 
in the future.

Business Capacity 
Management

What are the future needs of the business 
(relies on trends, forecasts, and models PLUS 
active discussion with the business)?

Service Capacity 
Management

Monitor, analyze, tune, and report on end-to-end 
service performance

Resource Capacity 
Management

Monitor, analyze, run, and report on utilization of 
infrastructure components



Capacity Management ??s

ÅDo we know what effect the businessô plans have 
on our capacity?

ÅDo we have a mechanism for capturing and 
evaluating future business impacts?

ÅCan we measure our end-to-end service 
performance?



Availability Management

Design, implement, monitor, and optimize the 
availability and recovery of defined IT services.

ID Business 
Requirements

Estimate 

Availability

Develop 

Availability 

Plan

Measure 

Effective 

Availability

Implement 

Improve-

ments



Availability Management ??s

ÅHow available do our systems need to be?

ÅHow do we determine and build in the right 
amount of availability?

ïReliability?

ïMaintainability?

ïServiceability?

ïSecurity?



Operational Management

IT Service Continuity Mgmt.

Support the overall 
business continuity 
process by 
ensuring that 
required IT 
functions can be 
recovered within an 
agreed time frame  

Implementation

Requirements & Strategy

Initiation



ITSCM Key ??s

ÅWhat is most critical to our business?

ïWhat can we live without?

ïHow much budget do we have?

ÅWhat are our key threats?

ïNatural disasters?

ïInternal threats?

ïSecurity threats?

ïTheft? Fire?

ÅHow must we respond??



Service Delivery Benefits

From the Customer perspective:
ÅAlignment of IT service offerings with needs of the business

Å Increased confidence in IT

ÅUnderstanding of IT costs

From the IT perspective: 
ÅMeasurable service level targets for IT

ÅAbility to achieve ñqualityò by defining it and delivering it

ÅAbility to design services based on identified requirements



Service Support

Incident Mgmt.

Release
Mgmt . Problem 

Mgmt.

Configuration
Mgmt .

Change Mgmt. 

Service Desk



Service 

Support

Service Desk:

A function, not a process. The 

central point of contact between 

Users and the IT Service 

Provider.  

Incident Management: 

Restore normal service

as quickly as possible.  

Problem Management: 

Minimize the adverse affect 

on the business of Incidents 

and Problems caused by 

errors in the infrastructure. 

Service Desk, Incident & Problem Mgmt.



Service Support: Key Definitions

ÅIncident: Any event that 1) is not part of the standard 

operation of a service and that 2) causes, or may cause, 

an interruption to or a degradation of the quality of that 

service

ÅProblem: The unknown, underlying cause of one or 

more Incidents

ÅKnown Error: A problem which has been successfully 

diagnosed and for which a permanent alternative or 

temporary circumvention exists



Service Desk Basics

ÅIncoming and outgoing single point of contact

ïCommunication central point of contact for 
Change and Release management

ÅMore than a Help Desk

ÅRecord, track, monitor and communicate 
incidents?

ÅTypical starting point for leveraging tools



Incident Management ??s

ÅHow many calls does your Help Desk handle 
on average per month?

ÅHow many calls actually get logged?

ÅHow many calls/tickets get lost?

ÅAre issues recorded and categorized?

ÅWhat are top 3 areas that users call most 
about?



Problem Management Basics

ÅAnalyze high volume incidents 

ÅFind groups of similar issues

ÅInvestigate and identify root cause(s)

ÅImprove/fix/train 

ÅIncident volume decreases for this issue



Change Management

Ensure that standardized 
methods are used for efficient 
and prompt handling of all 
Changes


