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Vorbemerkungen zur vorliegenden Folienserie 

• Achtung: Diese Folienserie kann nur einen kleinen Überblick 

darüber vermitteln, was ITIL Implementation und ITIL Maturity 

Management umfasst. 

• Die umfassende Darstellung finden Sie in: Rudd, C. (2010): 

ITIL V3 – Planning to implement Service Management, 

OGC/TSO. 

• Maturitäts-Management wird auch im Band Service Design 

abgehandelt, allerdings mit einem wesentlich einfacheren 

Maturitäts-Modell. 
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Überblick - Inhalt 

• Einführung 

• Achieving cultural change 

• What is the vision? 

• Where are we now? 

• Where do we want to be? 

• How do we get there? 

• Did we get there? 

• How do we keep the momentum going? 

• Relationships, roles, organisation, and structure 

Basierend auf Rudd, C. (2010): 
ITIL V3 – Planning to implement 
Service Management, OGC/TSO  
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Behavior, Attitude und Culture 

Basierend auf Rudd, C. (2010): 
ITIL V3 – Planning to implement 
Service Management, OGC/TSO  4 



Deming Cycle – Plan-Do-Check-Act 
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Technologie- und Geschäfts-orientierte 
Maturitätslevel der IT 
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Service Levels sowie organisatorische 
Maturität und Kultur 
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Schritt 1: Create the vision with supporting 
high-level objectives 
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Was ist die Eigenart einer Vision? 

• Definition der Vision: Kurz, prägnant, einleuchtend, 

leitend …  

• Kommunikation der Vision, z.B. an alle Stakeholder 

• Andere zum gleich agieren bringen – in Richtung Vision 

• Vorgaben machen 
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Schritt 2: Provide baseline or benchmark of 
current state of the service provider org. 
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Schritt 2: Provide baseline or benchmark of 
current state of the service provider org. 

• Changing environment 

• Capability and maturity of IT organisations 

• Understanding where we are 

• Stakeholder analysis 

• Benchmarking  

• Assessment: Vision, governance, Steering and 

Strategy, service management, people, products, 

technology, tools, culture, service and attitude, etc. etc.  
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Stakeholder-Analysis 
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Categorization of stakeholders 
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Wie messen wir? Was messen wir? 
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ISO/IEC 38500 – IT-Governance 
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IT-Governance De-facto-Standard COBIT 4.1 
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ISO/IEC 20000 – IT-Servicemanagement 

Basierend auf Rudd, C. (2010): 
ITIL V3 – Planning to implement 
Service Management, OGC/TSO  19 



B
ei

sp
ie

l e
in

es
 I

S
O

/IE
C

 2
00

00
 C

on
fo

rm
an

ce
 

A
ss

es
sm

en
ts

 

Ba
si

er
en

d 
au

f R
ud

d,
 C

. (
20

10
): 

IT
IL

 V
3 

– 
Pl

an
ni

ng
 to

 im
pl

em
en

t 
Se

rv
ic

e 
M

an
ag

em
en

t, 
O

G
C

/T
SO

  

20 



Step 3: Define the desired future state in 
targets and measurable terms 
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Step 3: Define the desired future state in 
targets and measurable terms 

• Defining future desired state 

• Gap analyses 

• Business case for implementation service management 

• Identifying and managing risks 

• Planning for quick wins 

• Defining Vision and setting goals 

• Expectation setting 

• Goals, questions, metrics 

• Tools 

• Conformance 22 



Baseline versus Future state ... Einfache 
Darstellungsformen zur einfacheren 
Kommunikation 
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Assessing improvement actions 
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Identifying quick wins 
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Alternative quick wins 
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Step 4: Produce a detailed plan to ensure that 
goals and objectives of the service mgt 
initiative are delivered 
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Step 4: Produce a detailed plan to ensure that 
goals and objectives of the service mgt 
initiative are delivered 
• Governance and strategy 

• Where to start 

• Where to finish 

• Producing a plan 

• Objectives, targets, measurement and metrics 

• Awareness 

• Managing cultural changes 

• Roles for implementation 

• Training 

• Use of tools 28 



Aspects of continual service improvement 
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Detaillierte Planung in Phasen und Bereichen 
über die Jahre 
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Detaillierte Planung in Phasen und Bereichen 
über die Jahre 
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Konkrete Darstellung eines Change Manage-
ment Prozesses (wohl Soll-Zustand) 
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Step 5: Review the outcomes of the service 
management initiatives to determine whether 
they had the desired outcomes/effects 
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• Critical success factors 

• Key performance indicators 

• Organisational drivers 

Step 5: Review the outcomes of the service 
management initiatives to determine whether 
they had the desired outcomes/effects 
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Schritt 6 – How do we keep the momentum 
going? 
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Schritt 6 – How do we keep the momentum 
going? 

• Consolidate changees, produce more change 

• Institutionalize the change 

• Ongoing monitoring and process reviews 

• Reinforce business and IT integration continuously 

• Knowledge management 

• Continual learning and improvement 
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Key relationships within IT Service provisioning 
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Business relationship managers and their key 
interfaces 
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Service level managers, service owners and 
their key interfaces 

Basierend auf Rudd, C. (2010): 
ITIL V3 – Planning to implement 
Service Management, OGC/TSO  40 



Supplier managers 

Basierend auf Rudd, C. (2010): 
ITIL V3 – Planning to implement 
Service Management, OGC/TSO  41 



Single points of contact and accountability 
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The service provider ‘front office’ and ‘back 
office’ function 
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Vision and governance 

Steering and strategy 

Processes 

People 

Products and technology 
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Culture, service and attitude 

Organization, commu- 
nication, and relationships 
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Vision and governance 

Steering and strategy 

Processes 

People 

Products and technology 

Culture, service and attitude 

Organization, commu- 
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