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Foreword

Wherever Service Management is discussed around the globe the topic of Metrics soon follows.
For those implementing or involved with IT service management a method of measuring results
is fundamental. 

Measurement within an organization can either be relatively subjective and informal or
rigorously applied within the context of a formal standard or framework.  However, regardless
of the interpretation, one factor remains: the Metrics used must be relevant to the business
objectives and the expected outcomes to be of any value.

I am pleased to say that this book will serve its readers well here. As the Chair for the itSMF
International Publication committee (IPESC), I am very proud to officially add our
Committee’s formal endorsement of this publication.

The IPESC, through its council of members, their efforts and dedication create added value to
the community of ITSM professionals, by endorsing the development of a common global
library which supports a uniform understanding of ITSM best practices and knowledge.

Our endorsement process is a rigorous one, with stringent criteria that any ITSM-related
publication must meet before it can be endorsed by the IPESC.

On behalf of the itSMF global community, I wish to thank the IPESC for their efforts and
endorsement of this book.

I know that you will find it informative and a valuable addition to your ITSM library in support
of your journey toward service excellence.

Sharon Taylor
Chair, International Publications Executive Committee
itSMF International, 2006
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Introduction

IT service organizations are increasingly implementing Quality and IT Service Management
standards. The IT Infrastructure Library (ITIL, ISO20000), Control Objectives for Information
and Related Technology (COBIT), Six Sigma, enhanced Telecom Operations Map (eTOM) and
Sarbanes Oxley (SOX) are emerging as some of the more popular standards in addressing IT
Service Management, governance, quality and operational issues.

This book considers the design and implementation of metrics in service organizations using one
or more of the frameworks mentioned above. It uses the ITIL process structure and many
principles from the ITIL and ISO20000 (originally produced in the UK as BS15000) as a basis.
It is a general guide to the use of metrics as a mechanism to control and steer IT service
organizations.

Implementing IT Service Management as a series of interlocking processes - with ‘process’
strictly defined - enables a consistent view to be taken across the many disciplines that exist in a
modern IT department.

This consistent view has been adopted as Best Practice by thousands of organizations across the
world, with excellent results. The itSMF is an independent organization that champions the
cause of IT Service Management in many countries by holding events, working to improve the
practice advocated by ITIL through knowledge and experience sharing, whereby driving
continuous refinement of the practice, and producing books such as this.

The ITIL processes all devote a section to possible metrics, giving an excellent starting
framework for setting up metrics. For example, there is a chapter focusing on Key Performance
Indicators (KPIs) in the ITIL Best Practice book ‘Planning to Implement Service Management’.
This guide deals specifically with the issue of setting up metrics in the context of IT Service
Management frameworks, with a special focus on ITIL.

A major reason for writing this book is that many organizations have found it very difficult to
use metrics properly. This book will deal with the causes of the difficulties to implementing
metrics and will present workable solutions.

The book is a general guide to the design, implementation and use of metrics as a mechanism
to control and steer IT service organizations. It also provides specific recommendations for
applying metrics across the ITIL, ISO20000 and other processes, discussing the rationale of the
recommendations. This enables an organization to implement the metrics as described directly
as a first-pass solution that can be benchmarked against other organizations. But they can also
be used as a starting point for customizing particular metrics.

Badly designed metrics can be actively harmful to an organization’s proper functioning.
Producing a set of metrics that avoids the pitfalls and delivers genuine value is not easy. This
book will make that task much simpler and less error prone.
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The recommended audience for this book is service managers, process owners, consultants,
general IT management and anybody interested in mastering metrics of IT Service
Management.

A worldwide review team of matter experts who have provided the benefit of many decades of
collective IT and Service Management experience has extensively reviewed this book. You can
rely on it as a guide to Best Practice in the field.
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