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This book considers the design and implementation of metrics in service organizations using industry
standard frameworks. It uses the ITIL process structure and many principles from the ITIL and 1ISO20000
(BS15000) as a basis. It is a general guide to the use of metrics as a mechanism to control and steer IT
service organizations. A major reason for covering this topic 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. It provides 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 (BS15000) and other processes,
discussing the rationale of the recommendations. Key Features Uses the ITIL process structure and
principles from 1ISO20000 as a basis This title can be used as a starting point for customizing particular
metrics Contains practical sheets for day-to-day use Provides much-needed approach to the issue of
measuring deliverables within Service Management Operations Covers the IT-Business interface
Endorsed by itSMF's Publications Group (IPESC) Endorsements "This book not only covers what metrics
need to be seriously considered, but explains the ‘why' and 'how' behind selecting and defining them,
pointing out along the way many of the dangers and pitfalls of selecting the wrong ones; or too many." -
Ken Wendle (FISM) previous President of the itSMF USA, works as a Senior Solution Architect for
Hewlett Packard's OpenView Software division "Metrics for IT Service Organisations provides a vast
array of possible audiences something that many ITSM volumes do not, and this is a Practical, useable
view of "How" to plan for, design, manage and improve the critical measures IT Service organisations
require from both a strategic, tactical and operational perspective. | don't carry many books around with
me, this one, | most certainly will!" - lan Clark, Principal ITSM Consultant Foster-Melliar "Given that
itSMF is the source, readers of this book will naturally expect a 'best practices' view on metrics, and a
highly practical reference text. More particularly, though, the special merit of the text is its carefulness in
stressing that metrics must be both useful and meaningful, and that the meaning comes from the

business perspective on IT management processes - a perspective always represented by a stated
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business objective. By encouraging readers to seriously commit to defining clear business objectives, the
text aims the reader at measurement that avoids excess or irrelevance” - Malcolm Ryder, CA Architect
"With all the focus on IT Governance and IT Business process management. It is easy to see why metric
are becoming hugely important for the management of organisations. In reality however, getting the right
set of metrics in place is by no means a simple exercise. Metrics for IT service organisations can be a
great help. Using ITIL as the basis the book lists many useful examples of metrics. But what is more
important, is that it gives us insight into to creation of "good" metrics and the dangers of "bad" metrics" -
Emma Speakman IT BPM consultant SA/NL/UK Related Books: Implementing Metrics for IT Service
ManagementAuthor: Peter Brooks, Peter Publisher: Van Haren Publishing Illustration: N Language: ENG
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