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Overview

For many years, companies have struggled with the need for tighter relationships between IT and business managers. Increasingly these companies are turning to ITIL best practice as the answer to this perennial management problem, resulting in sustained increases in service levels, combined with reduced operating costs.

These guidelines capture the proven practical experience of hundreds of IT Professionals, covering all sizes of organisations and industry sectors.

The promotion of a non-proprietary common language, covering “end to end” service is attracting the commitment of global organisations, with worldwide sales well into excess of six figures. Also the introduction of a British Standard, BS15000, with an ISO standard to follow, based on ITIL, allows organisations to audit the quality and contribution of IT service delivery to their business
ITIL is the acronym for the "IT Infrastructure Library" guidelines developed by the CCTA (now OGC) in Norwich, England, for the British government. Today, ITIL is the de-facto global standard in the area of service management. It contains comprehensive publicly accessible documentation on the planning, provision and support of IT services. 

ITIL provides the basis for improvement of the use and effect of an operationally deployed IT infrastructure. IT service organizations, employees from computing centers, suppliers, specialist consultants and trainers took part in the development of ITIL. 

ITIL describes the framework for establishing and operating IT service management. Apart from guidelines for service management, ITIL provides its users with a range of other products, for example, in the areas of:

· Training and coaching

· Vocational and professional examinations

· Consultancy
ITIL is best practice guidelines for service management, with the guidelines describing what rather than how. Service management is tailored to the size, the internal culture and, above all, the business requirements of the company. 

IT Service Management Model (according to ITIL)

ITIL Framework
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Service Desk is part of ITIL Service Support it is “a function not a process”

Security Management is part of ITIL, though not part of core Service Support and Delivery processes

Benefits of ITIL
In a survey, undertaken on behalf of the itSMF
, of 500 FTSE companies 97% demonstrated higher levels of business benefits (70% of which stated these were tangible) when their service delivery model and processes were based on ITIL.

So what benefits can you gain as an organization adopting ITIL Service Management “Best Practice”

· Improved quality of IT services

· Improved cost management of IT Services

· Closer alignment with business objectives

· Common processes across IT Service Delivery and Support

· A more robust and stable infrastructure

· Reductions in IT failures

· Increased productivity, releasing more capacity to exploit technology

· Greater customer satisfaction

· Defined processes that are not tied to individuals or suppliers

· Increased revenue opportunities for your business

· Increase customer satisfaction

The benefits you will gain are dependant on the objectives you begin with so it is important to be clear about these from the start.
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1. Industry leader in ITIL

Fox IT is a respected name in the industry, based on the quality of services and staff and our involvement in the continued enhancement of IT Service Management best practice.

2. Over 20 years of experience in IT Service Management

Have been involved with ITIL since its inception, authoring many of the original books, managing the ITIL refresh and providing lead authors on Service Delivery, Service Support and the “Planning to Implement Service Management” books.

3. Entire range of ITIL offerings

Provides extensive and integrated portfolio of education, review and implementation services that are customized to deliver business benefits. The range, scope and content are continually reviewed in line with market trends and customer feedback. 

4. Strength of the practice

Have a policy of only using permanently employed consultants in order to maintain continuity, consistency and added value in our service delivery. 

Our team of 25 consultants, each with a minimum of 10 years experience, is being extended through an active quality controlled recruitment program.

5. Expertise of the practice

Employs consultants who have previously held senior management positions and so are able to assist with strategic design and management activities, in addition to effective successful implementation.

6. Integrated quality approach

Have consultants who are able to adapt ITIL in support of formal quality and performance frameworks such as Six Sigma, ISO 9000, COBIT and European Foundation Quality Management (EFQM).

7. Global practices to the Indian industry

Deliver services in over 25 different countries and in 4 different languages. 

8. Experience

Customer base of over 500 organizations. A number of case studies are contained on the website www.foxit.net and references are available on request.

9. Ability to implement the latest in best practices 

Founder member organization and sponsor of the ITSMF. We also supply speakers for various industry seminars, supply articles for journals and are frequently requested for opinions by journalists.

10. Unique collaborative methodology

Our lead consultant, mentoring and “on-the-job” coaching provide effective skills transfer, ensuring the customer’s own staff is able to maintain improved service levels.
What is ITIL?


�





Case Study: Procter & Gamble 


Embarked on ITIL in 1999 with a worldwide effort to streamline the number of applications


During past four years Procter & Gamble have saved about $500 million


6 to 8 percent cut in operating costs


15 to 20 percent reduction in technology personnel


Root-cause analysis of trends in helpdesk requests resulted in 10 percent reduction in helpdesk calls





Case Study: Shell Oil


Overhauled global desktop consolidation, encompassing 80,000 desktops


Can now do software upgrades in less than 72 hours


Potentially saving 6000 man days and $5 million





Case Study: Caterpillar


Fortune 100 construction equipment and engine manufacturer used ITIL methods to address incident management for Web-related services in 2000


Internal service providers couldn’t meet target response time of 30 minutes between 60 and 70 percent of the time


Now service providers surpass the 90 percent mark





HCL Comnet & Fox IT 


HCL Comnet & Fox IT have entered into an exclusive partnership to deliver ITIL based education, assessment and implementation services in India. This will provide Indian organizations access to Fox IT’s global expertise & deliverables in IT Service Management.








� itSMF = IT Service Management Forum, a worldwide independent not-for-profit forum for service professionals. www.itsmf.com
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