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Foreword

The IT Service Management community is fast becoming the authoritative body of knowledge 
and practical advice for businesses wishing to make the best and most efficient use of its IT 
systems & implementation. For many companies this is an entirely new field of management 
science that needs careful exploration and exploitation. Other companies have been successfully 
implementing excellent IT Service Management for longer periods but the level of expertise 
varies tremendously. 

itSMFI sees the spreading of best practice and the further production of material highlighting 
best practice as essential to leveling the playing field and making sure that as a fledgling industry, 
the movement goes forward united. We believe that the material in this title helps organizations 
to get up to speed on what is good IT Service Management practice is all about, helping them 
to achieve more from what they have within their operations.  Greater efficiency means greater 
profitability!

This title looks practical implementation of Metrics within our Industry. It has received the 
benefits of a full global peer review and I believe there is real valuable material in here. The sister 
publication in the series: Metrics for IT Service Management makes the point that this activity 
is only useful if it communicates to the business as well as to the Service area. In addition, 
measurements are there to ensure the business runs smoothly, hits its objectives and that problems 
are ironed out even before they arise. My itSMF USA colleague Ken Wendle makes the point 
more succinctly:

“Yesterday’s hero is today’s suspect. If you could fix it at 3 am when it broke, chances are you could have 
prevented it from breaking in the first place.”

I’m sure that this guidance will prove invaluable to those addressing these two key points.

Many individuals and organizations have contributed to the development of this book. At itSMF 
we are indeed very fortunate to have so many people willing to put in time and effort to support 
our aims of spreading Best Practice throughout the world. I would like to thank all these people 
and especially those who have spent so much of their own time working on this particular title. 
They have a lot to be proud of.

Keith Aldis
Interim Chief Editor, ITSM Library   
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Even though we are often too busy to ask for directions, implementing a measurement 
framework should help align IT with the business objectives and create value through continuous 
improvements because it helps us create a roadmap and keeps us from getting lost.

It’s often been said that “you can’t manage what you don’t measure” which is still true to this 
day. Without purpose and a course to follow, the destination is uncertain and almost always 
unpredictable. Many management books have been written on this subject ranging from personal 
development to organizational leadership. They all agree in principle that a purpose, goal or 
destination must be determined in order to chart a course and path to achieve them. Once the 
path or road map has been defined, the journey must be carefully planned to guide safely the 
traveller to the desired destination in the prescribed time within planned costs.  

Measurements are like navigational aids. They help identify the destination, the road-map to 
follow, hazards to avoid, mile-stones to reach, fuel consumption, constraints or limitations, 
expected time of arrival, and so-on. Without navigational aids, one could get lost, end up 
anywhere, get stranded, fall off a cliff, run out of fuel, get in an accident or fall asleep at the 
wheel.

The challenge for Information Technology (IT) providers is that the destination can change 
quickly, frequently and without notice. The information age fuelled by IT has made it possible 
to accelerate the pace of business. Product and service lifecycles have been reduced from years to 
days in extreme cases. The business must now lead the market-place, stay close behind or it will 
vanish as a result of  heightened global competition. This has resulted in a run-away feedback 
loop, IT enables the business to evolve more quickly; competition requires IT to change more 
rapidly, efficiently and effectively. It’s “the nature of the beast”.

IT is quickly becoming one of business’s most costly, critical and strategic assets. Of late, the 
money spent on IT is in question, business leaders are continually asking for proof of value 
delivered. This has put more strain on IT leaders to demonstrate value, reduce costs and improve 
services or else be outsourced. 

Chapter 1
Introduction
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� Implementing Metrics for IT Service Management 

IT providers need navigational aids, more so than ever. This presents somewhat of a conundrum. 
Most IT providers are too busy to figure out how to implement measurements let alone become 
experts in their use to control and manage the business of IT. 

The purpose of this book is to endow IT providers with a flexible and scaleable measurement 
framework which is easy to learn, implement, manage and improve.  It provides methods, 
concepts, examples, techniques, check lists and metrics templates to accelerate adoption through 
a “how to” based approach.
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This book “Implementing Metrics for IT Service Management” provides a measurement 
framework which is based on a continual improvement lifecycle. The measurement framework 
is aligned with the IT Infrastructure Library (ITIL®)1 set of best practices. The framework is 
compatible with the Control Objectives for IT (CobiT®)2 framework and supports ISO/IEC 
20000 standard for IT service management3.

This book also provides the basic concepts around measurements for business/IT alignment, 
achieving compliance and driving operational efficiency, effectiveness and quality. Where possible, 
examples, case studies and check lists have been included along with a scorecard accelerator 
metrics templates to further improve the learning experience and accelerate the adoption of 
measurements.

2.1	 Goals	&	objectives
The goal of this book is to provide the reader with a measurement framework that helps align IT 
with the business objectives and create value through continual improvements; making processes 
and services more efficient and effective’. This book is complimentary to the book “Metrics for 
IT Service Management” published by Van Haren Publishing4. 

The objectives of the measurement framework are to help the reader determine ways to:
• help align IT with business objectives and verify results
• maintain compliance requirements for business operations
• drive operational efficiencies, effectiveness and quality

The measurement framework can be implemented as a comprehensive measurement program 
for all processes and services or selectively for individual process or services.

Chapter 2
What this book is about

Copyright protected. Use is for Single Users only via a VHP Approved License.
For information and printed versions please see www.vanharen.net



� Implementing Metrics for IT Service Management 

2.2	 What	you	will	learn
By reading this book, the reader will learn:
• Information Technology Service Management (ITSM) metrics overview
• basic measurement framework concepts, core elements, analysis and reporting techniques
• implementing ITSM metrics design approach for operational, tactical and strategic services
• measurement lifecycle of monitoring, analysis, tuning and process improvement
• costs, benefits and common problems
• implementing and optimizing the measurement system

By using the scorecard accelerator metrics templates included with this book, the reader will 
learn how to:
• conceptualize and apply many of the ideas presented in this book through visualization and 

practice creating scorecards
• plan the application of a measurement framework for IT service management processes
• personalize and test scorecards and dashboards using predefined metrics and templates
• implement a basic measurement framework pilot
• complete a measurement lifecycle of monitoring, analysis, tuning and process improvement
• report and verify performance improvements; and report value realized over time
• justify the adoption, continuance, customization, expansion, investment and optimization of 

the measurement framework (fit-for-purpose)

2.3	 Scope
Although this measurement framework can be applied to any technology, process or service, 
the scope of this book is primarily about strategic, tactical and operational processes from the 
IT Infrastructure Library ITIL®1 set of best practices. Examples of specific metrics for ITIL® 
processes can be found in the book “Metrics for IT Service Management”4 and in the scorecard 
metrics templates include with this book. Table 2.1 provides an example of strategic, tactical and 
operational processes: 

Strategic Tactical Operational

Business Perspective Service Level Management Service Desk

Service Improvement Program Problem Management Incident Management

Risk Management Financial Management Configuration Management

Document Management Availability Management Change Management

Competence, Awareness & Training Capacity Management Release Management

Program and Project Management Service Continuity Management Application Development

 Security Management Application Support

  Operations Management

Table �.1 Strategic, tactical and operational processes
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