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Introduction 
This paper proposes a methodology for qualifying and delivering IT Service 
Management Managed Services. The methodology was developed from 
experiences of assessment, planning, architect and designing, implementation, 
and support of varied and various ITSM solution services delivered to a number 
ITSM customers worldwide, and it’s applicability to a majority of other enterprise 
wide IT service management requirements and opportunities. 
 
What is a Managed Service? 
Most IT Service Management consulting firms that provide ITSM solution services 
are by nature either IT, Business, or hardware and/or software technology 
vendor consulting organizations. RL Information Consulting LLC is an example. 
 
These organizations have built an enviable reputation over a number of years 
that is unique in the market place, based upon the supply of quality IT products 
and solution services.  
 
Oftentimes these organizations are known for their business, organization, 
strategic, as well as technical expertise and responsiveness in supporting their 
customers and solving business and IT related problems. Further, in support of 
this, many organizations have a global IT support infrastructure with access to 
hundreds of IT specialists, worldwide. 
 
Conversely, each of the customers has a distinct business to run, be it Health, 
Government, Retail, Finance, Communications, Transportation, etc. The critical 
factor here is that these customers are not IT companies, they do however use 
IT to automate and augment their business processes. 
 
The proposition is therefore to let IT Service Management consulting firms that 
provide ITSM solution services manage the IT infrastructure and service 
management functions, and enable the customer to free up their staff for more 
valuable business related work. Additional customer benefits accrue in the form 
of predictable costs, the potential for service improvements, guaranteed service 
levels, and minimum management effort. 
 
In summary, an ITSM Managed Service is: 

• A component (or components) of the customer IT service. 
• Managed by an IT service management provider on behalf of the 

customer. 
• Delivered on the customer premises. 
• Supported by a traditional combination in-sourced customer and out-

sourced consulting vendor support. 
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Scope 
A typical ITSM Managed Service could embrace those elements of the IT 
infrastructure that are non-business related, and do not require knowledge of the 
business which the IT service is supporting. The current focus includes all areas 
that generally are ITSM implementation tasks and/or come under the heading of 
“technical support”, such as change management, incident management, software 
installation, customization, maintenance, distribution, support, and problem 
determination, and associated tasks such as capacity planning, performance 
management, storage management, and hardware installation planning and 
maintenance. 
 
Within the past several years an ever-increasing amount of ITSM opportunities 
within the United States, North America, and across the world have shown that 
there is a viable market for such a service to customers, and one that many 
customers who know and value ITSM subject matter expertise consulting firms, 
have expressed interest in.  
 
The benefits to the customer are that they can focus on their primary business 
and not the business of managing IT and the associated costs and the benefits 
to the ITSM consulting firm include providing the highest quality solutions and 
the most effective costs to its customers thereby meeting their requirements. 
 
An ITSM Managed Service is not a “product” - it is uniquely customized solution 
set of services for every customer. ITSM consulting firms will always be flexible 
enough to meet and exceed unique customer needs and requirements and to 
react to requirements as they change. 
 
A critical key to success of ITSM Managed Services is to build upon the subject 
matter expertise successes of solution services that address in some greater or 
lesser varying degree ITSM customer requirements. In addition there is a need 
to leverage subject matter expertise resources and skills to meet the customer’s 
requirements, based upon a common methodology for qualifying and delivering 
Managed Services that maximizes the use of the customer’s personnel and the 
ITSM consulting firm’s knowledge base. 
 
The Methodology 
 
The following is a partial list of critical success factors for an ITSM Managed 
Service: 

• The ITSM Managed Services provider has prime responsibility for the 
development best practice processes 
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• The ITSM Managed Services provider has prime responsibility for the 
project management 

• The ITSM Managed Services provider has prime responsibility for 
knowledge management of the best practice processes 

• The ITSM Managed Services provider has prime responsibility for the 
analysis and planning aspects of ITSM 
The customer has prime responsibility for the implementation and 
support aspects of ITSM 

• The ITSM Managed Services provider project manager and the 
customer project manager work closely in the joint assessment, 
architecture, design, planning, implementation, and support of the 
ITSM effort 

• The ITSM effort is driven by unique customer requirements and needs 
 

Summary 
In summary, there is a significant need for ITSM Managed Services. In particular, 
managing the ITSM service delivery and support function and technical support 
operation for customers allows such business to focus their skills on their own 
core competencies. 
 
IT Service Management consulting firms, such as RL Information Consulting LLC, 
as specialists ITIL/ITSM and infrastructure projects can, and do, offer such a 
solution set services based upon their own traditional skills. Recent studies and 
reports have highlighted the growth in various forms of outsourcing, although 
many customers will be just as keen to avoid full outsourcing and could possibly 
envision a in-house ITSM Managed Service for selected work areas as a 
preferable alternative. The ITSM Managed Service offering presented here is 
differentiated on this basis – a blend of in-sourcing and out-sourcing that 
maximizes the expertise of both the ITSM consulting subject matter expertise 
and the customer on-staff workforce. 
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