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Copyright Notice

© 2005 BH Consulting IT Ltd. trading as BH Consulting, All rights reserved.
This whitepaper is protected by copyright. Any reproduction of material of this whitepaper
must be requested and authorised in writing from BH Consulting. Authorised reproduction
of material must include all copyright and proprietary notices in the same form and manner
as the original, and must not be modified in any way. Acknowledgement of the source of
the material must also be included in all references. BH Consulting reserves the right to
revoke such authorisation at any time, and any such use must be discontinued immediately
upon notice from BH Consulting.

Disclaimer:

BH Consulting has made every reasonable effort to ensure that information contained within
this document is accurate. However no representation or warranty, expressed or implied, is
given by BH Consulting as to the accuracy or completeness of the contents of this
document or any information supplied. Recommendations outlined in this document are
based on accepted industry best practises.

The information contained in this document has been provided by BH Consulting for
information purposes only. This information does not constitute legal, professional or
commercial advice. While every care has been taken to ensure that the content is useful
and accurate BH Consulting gives no guarantees, undertakings or warranties in this regard,
and does not accept any legal liability or responsibility for the content or the accuracy of the
information so provided, or, for any loss or damage caused arising directly or indirectly in
connection with reliance on the use of such information. Any errors or omissions brought to
the attention of BH Consulting will be corrected as soon as possible.

Any views, opinions and guidance set out in this document are provided for information
purposes only, and do not purport to be legal and/or professional advice or a definitive
interpretation of any law. Anyone contemplating action in respect of matters set out in this
document should obtain advice from a suitably qualified professional adviser based on their
unique requirements.

The information in this document may contain technical inaccuracies and typographical
errors. The information in this document may be updated from time to time and may at
times be out of date. BH Consulting accepts no responsibility for keeping the information in
this document up to date or any liability whatsoever for any failure to do so.

BH Consulting are under no obligation to update this document or correct any inaccuracies
or omissions in it which may exist or become apparent.
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1. Overview of ITIL

The Information Technology Infrastructure Library (ITIL) was developed in the late 1980’s
and has since become a world wide standard for Service Management. Initially developed
by the UK government and the British Standards Institute in response to the growing
dependency on Information Technology, the ITIL framework has now become accepted as
a series of best practises for successfully delivering IT services across all business sectors.

As a public framework, ITIL provides a range of service management best practices to help
organisations improve service levels and reduce the cost of IT operations. The value of
ITIL as a best practice framework is provided by broad service delivery and support
recommendations, as well as by common definitions and terminology. The ITIL framework
allows companies to standardise and leverage recognised best practices across the IT
organisation. This enables the IT department or service organisation to align with business
objectives and drive IT operational improvements.

ITIL defines a broad range of processes that are considered best practices which are
categorised as follows:

» Configuration management
» Change management
Release management
Incident management

Problem management

YV VvV V¥V V

Service desk management

A\

Service-level management
Capacity management
Financial management
Availability management

Continuity management (disaster recovery)
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Security management

ITIL includes both high-level overviews of the recommended processes and detailed
definitions of the steps in each process.
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2. Overview of BS 15000/ ISO 20000

The BS 15000 standard is published by the British Standards Institution and is certified by
the ITSMF (IT Service Managers Forum). The BS 15000 standard defines the features of
service management processes that are essential for the delivery of high quality services
and is the world’s first standard specifically aimed at service Management.

The standard is divided into two parts. The first part, BS 15000-1, is a formal specification
that defines what is required for service management processes to reach the standard. It is
against this part of the standard that audits are performed. The second part, BS 15000-2, is
a supporting Code of Practice that describes best practices and by doing so explains the
requirements of Part 1.
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3. BS 15000 and ITIL

Following an agreement between the BSI, The UK Office of Government Commerce and
the ITSMF, the BS 15000 standard and the ITIL framework were aligned. The alignment of
BS 15000 and ITIL means that industry best practises can now be implemented with a view
to being audited against an agreed standard.

It should be noted that the ITIL framework merely sets out recognised industry best
practices. If the ITIL Framework is implemented it can assist an organisation achieve the
quality of service management required by the BS 15000 standard.

Whereas, the BS 15000 standard is a recognised standard that can be audited against.
This provides organisations with independent third party verification that their service
management function meets an internationally recognised standard.

The International Organisation for Standardisation (ISO) is currently in the process of
ratifying the BS 15000 to be the world’s first world wide recognised standard as 1SO 20000.
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If you wish to contact us or provide any feedback on this whitepaper
you may do so using the following contact details.

Telephone : +353-(0)1-4404065

Website http://www.bhconsulting.ie

Email : info@bhconsulting.ie
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