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SERVICE MANAGEMENT

Since the IT Infrastructure Library’s (ITIL®) update in 2000, the business environment has changed significantly,  requiring 

a less IT centric and more holistic approach to the business of service management.  The newest version of ITIL (ITIL V3),  

takes the form of processes and functions that are managed throughout the lifecycle of the service.  This paper describes 

the underlying principles of the library and how FrontRange Solutions IT Service Management (ITSM) supports those 

principles.

ITIL 
ITIL® is a set of specialized organizational capabilities for providing value to customers in the form of services

ITIL Goals

Match customer expectations with service provider capabilities

Improve quality

Reduce the long term costs 

Deliver core processes

Leverage best practices

Demystifying ITIL V3
The central feature of the new version is an enhanced business relevance of IT Operations.  There is emphasis on cultural 

and organizational issues as well delivering service management from a service life cycle perspective.

To support this change in emphasis, several business concepts are now considered core best practice:

Service strategies: Integration of business strategies with IT strategies

ROI of a business case: Expected return of investments in improved service

Service design: Establishment of innovative service planning to support sustainable day-to-day operations 

Knowledge database: Best practices and expertise in service implementation  

ITIL V3 focuses on:

Business usage

Service life cycle 

Processes 

Compliance requirements (SOX, HPPA, etc.)

Quality management

Value network innovation

Dynamic service portfolios

ISO/IEC 20000

These points are among those described in greater detail throughout the life cycle perspective.  The five volumes that 

describe the life cycle are: 

Service Strategy

Service Design

Service Transition

Service Operations  

Continual Service Improvement
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Service Strategy
A key theme of Service Strategy is the integration and alignment of business goals and objectives with IT, reducing 

silos and improving communication across the organization. IT is considered a service provider to the business and 

concentrates on the delivery of core business benefits. This includes strategic planning with an emphasis on value to the 

business. By creating bi-directional links between business and IT, the strategies help to define the definition of roles and 

responsibilities.  Challenges, risks and desired business outcomes are all identified. This strategic emphasis also serves to  

justify investments to support compliance to standards such as ISO/IEC 20000.

How can FrontRange Solutions help you?

FrontRange Solutions is committed to delivering powerful yet flexible solutions designed specifically to help overcome 

the business challenges faced by your enterprise. FrontRange products can enable you to achieve the customer focus, 

productivity and optimization that support extraordinary business relationships.

Because FrontRange delivers business solutions – with a holistic approach - based on industry best practices, organizations 

will benefit from proven solutions that can be deployed quickly to produce real return on investment.  Armed with 

solutions that are flexible enough to configure to match business needs will aid in achieving success against desired 

objectives and metrics. FrontRange services are designed to support you early in planning the business strategies as well as 

defining risks, roles, and  responsibilities for the project.

Service Design
Service Design describes design elements of the IT infrastructure, including underlying policies, architecture design as well 

as documentation strategy for the consistent delivery of service solutions and processes.  As the second stage in the service 

life cycle, it defines service objectives and elements, market models and policies.  Roles and responsibilities are defined and 

necessary tools are identified.  Cost models, risk-benefit analysis, and controlling procedures round out the best practices 

identified in this volume.

How can FrontRange Solutions help you?

The FrontRange technology vision is straightforward, providing powerful, ready-to-deploy solutions that can be extended 

to meet exact business needs. The FrontRange Foundation architecture supports the vision by providing a platform that is:

Built on a common architecture supporting all FrontRange applications

Built to create generic service processes, policies, service objectives and process modeling 

Flexible enough to be configured and supported by  non-technical experts yet powerful enough to satisfy the most 

demanding enterprises

Designed to integrate with third-party applications and legacy data sources 

Built on industry standards

Designed to be secure, scalable and extendable 

ITIL Service Design Core Processes supported by FrontRange ITSM:

Availability Management
Availability Management is the process that measures the availability of a component or service to perform its specific 

function over time. Real-time dashboard reporting provides accurate representation of components and services. 

Availability reports provide information on configuration and service availability. Incident reports provide feedback on 

mean time between failures (MTBF) and mean time to repair (MTTR).  This process is tightly integrated with Service Level 

Management.
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Service Level Management
This process maintains and improves IT service quality through an ongoing cycle of agreement, monitoring and reporting 

on IT service achievements, as well as taking action to eradicate poor service.  Service catalogs, service level and 

operational level agreements, and underlying contracts are defined and managed.

Service Transition
Service Transition focuses on core change and configuration management processes to ease ongoing service operations.  

This includes risk  and delivery options for smooth and continual business operations. This is the stage of the lifecycle  

where IT service transitions to support the business requirements. Managing organizational and cultural change are key 

issues for a smooth service transition.  Also important is the implementation of a knowledge database, methods, tools and 

practices, and risk analysis.

How can FrontRange Solutions help you?

Change and configuration management are the key Service Transition capabilities delivered by the FrontRange IT Service 

Management solution to ensure smooth transition of services.  The solution increases the likelihood of a successful 

transition by including considerations for business risks at all levels.

ITIL Service Transition Core Processes supported by FrontRange ITSM:

Change Management
Change Management ensures that standardized methods and procedures are used for efficient and prompt handling of 

all changes. This minimizes the impact of change-related incidents on IT services and improves the day-to-day operation 

of your organization. Complete life-cycle management capabilities are included. Automated approval and assignment 

processes result in efficient change management.

Release Management
With this process, you are able to plan and oversee the successful rollout of software and hardware to system users. You 

can also design and implement efficient procedures to distribute and implement changes to the system, and effectively 

communicate and manage customer expectations during release planning and rollout.

Configuration Management
Configuration management is the process of identifying configuration items in a system, recording and reporting the 

status of configurations and requests for change, and verifying the completeness and correctness of configuration items 

(CIs). FrontRange IT Service Management supports best practices that provide dynamic object models to easily relate assets 

to owners and view their relationships. Current and historical views of real-time status of assets and their relationships to 

incidents, problems and changes are available, as is a native, centralized configuration management database (CMDB), 

providing a single repository for all CIs.

Service Operations
Service Operations describes the activities required to keep the day-to-day operations up and running. The primary 

purpose of this phase is the delivery and support of services through the management of the infrastructure and 

operational activities.  Service improvements are identified by monitoring performance, assessing metrics and the 

systematic gathering of data.
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How can FrontRange Solutions help you?

ITIL Service Operations Core Processes supported by FrontRange ITSM:

 

Incident Management
This process restores normal service operations as quickly as possible and seeks to minimize any adverse impacts on 

business operations. Included are best practices that easily categorize incidents. Functions include automation and work 

flow capabilities, assignment management and real-time dashboard reports.

Problem Management
This process focuses on the identifying the root cause of errors in the IT infrastructure in order to minimize their adverse 

impact. It then allows the initiation of  actions to improve or correct the situation. Problems can be related to incidents 

and changes, and quickly associated with their resolution.

Service improvement
The importance of service improvement is one of the most critical and value-driven aspects of the ITIL V3. The assurance 

of consistent delivery of service and its continual improvement is key to service quality. Identification and introduction 

of process elements for a better service completes the loop. Key elements contain core business and technology drivers 

for improvements, justification of achieved service quality, business benefits, as well as implementation of service 

improvements.

How can FrontRange Solutions help you?

The message to IT has been delivered – collaborate and communicate across all departments to deliver seamless, 

transparent services to benefit the business and achieve its objectives.  Ensuring that the organization has consistent 

processes that align with the business,  ITIL provides a set of consistent IT best practices to improve processes for IT and 

deliver service improvements that are aligned with business needs.

Business has never been more reliant on IT than it is today. From acquisition to order processing to customer care, IT is 

involved in every element of every business.  Nevertheless, IT organizations are struggling with the requirements of the 

business and are looking toward best practices for answers to the challenges they face.  Best practice is simple, common 

sense that leverages other organizations’ successes and failures.  The core business driver within IT senior management 

continues to be the reduction of complexity to drive cost reduction. This objective drives alignment between IT and the 

business.

With FrontRange IT Service Management, IT best practices are incorporated into organizational activity to provide better, 

personalized customer and user services and increased productivity while lowering total cost of ownership. Because 

FrontRange IT Service Management shares a common architectural platform with the full suite of FrontRange business 

solutions,  organizations have access to a range of service lifecycle capabilities that extend well beyond core IT Service 

Management functions.

FrontRange IT Service Management (ITSM) provides solutions based on the ITIL best practice framework for service 

management and is ideal for distributed and mid-to-enterprise organizations that have embraced IT best practices.  

ITSM delivers a fully navigable Configuration Management Database, streamlining IT services and delivering them in a 

language that the business user understands. FrontRange ITSM enables the service desk in these organizations to be more 

effective in following their processes by automating and aligning with established ITIL modules. The tools scale well both 

technologically and with process maturation.
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FrontRange provides services through it’s global Professional Services Organization and through a network of 

Certified Consulting Partners. The FrontRange Deployment Methodology focuses on rapid, economic and predictable 

implementations. FrontRange can help organizations adopt best practices, build them into their ITSM solution and gain 

the cultural and process change necessary to get the most from the ITSM solution.  FrontRange takes a partnership 

approach both in the initial planning and implementation phases and throughout the entire life cycle. Rather than having 

a group of generalists, FrontRange has taken an approach similar to that of a neurosurgical team - specific roles and 

responsibilities allow a specialists’ knowledge to be focused to a deeper level in a particular subject matter. The result is a 

team whose members are the best of the best at what they do. FrontRange practice teams work directly with customers 

as well as with their outside deployment specialists  - a true partnership approach to assist customers to achieve success 

against their IT goals.


