
W ith the release of IT Infrastructure 

Library (ITIL®) version 3 (ITIL V3), 

it’s clear that your goal as an IT 

professional has changed. You’re no longer 

tasked with aligning IT with the business. 

Now your goal is to integrate IT with the 

business. The distinction between IT and 

the business has blurred, and the language 

of IT has been replaced with the language 

of the business.

So what does ITIL V3 have to do with BSM 

(Business Service Management)? BSM is 

now an ITIL best practice. ITIL V3 defines  

it as “the ongoing practice of governing, 

monitoring, and reporting on IT and the 

business service it impacts.” It’s an approach 

that leverages processes and technology to 

make the goals of IT and the goals of the 

business one and the same. 

BSM solutions and ITIL practices work 

together to help you manage IT from a 

business perspective. Solution developers 

are working closely with ITIL architects  

to ensure that ITIL processes and service 

management solutions continue to con

verge. Their solutions can put you ahead of 

the curve when it comes to implementing 

ITIL best practices.

Integrating I.T. with the Business 
Successful IT organizations should consider 

IT’s contribution to business value in every 

decision they make and every project they 

undertake. ITIL best practices support this 

approach to managing the IT infrastructure. 

ITIL V3 builds on the version 2 foundation 

to advance IT industry thinking to the next 

level of service management maturity. 

Likewise, BSM takes IT to the next level  

of service management maturity. The core 

ITIL service management practices for V3 

focus on demonstrating business value.  

For example, Service Strategy, the first of 

the five core ITIL publications, positions IT 

service management and BSM. This posi

tioning is important because so many 

organizations are attempting to integrate 

business applications to automate end-to-

end business processes and deliver business 

services. Deriving operational objectives 

from business services and managing the 

services accordingly, however, is a difficult 

challenge.  Examples of this type of objec

tive include reducing manual errors through 

automation and processing transactions faster. 

Taking a business approach, instead of a 

technology perspective, helps you establish 

appropriate objectives for managing business 

services. Dynamic mapping of IT assets to 

business services lets you shift your view 

of the IT infrastructure from a topological 

architectural map to a model that identifies 

the asset-to-service linkages. Consequently, 

you can tie infrastructure events to 

business outcomes. 

Here’s an example: You need to understand 

how a change on a particular server will affect 

related IT and business services. The services 

comprise processes that are vital to your 

business. Mapping the server to those 

services and processes is critical to ensuring 

business continuity. In the past, you might 

have been able to see that a change to that 

server could affect a critical application, such 

as SAP. BSM enhances your visibility by 

giving you far greater detail. You can see 
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more specifically that the change might 

degrade performance of a specific SAP 

module — for instance, the online ordering 

module. Furthermore, you can see that slow 

performance of this module will likely impact 

Web sales, causing revenues to drop. Clearly 

this change is one that will affect business 

performance. Visibility into the relationship 

of technology to services and business 

processes gives you the insight you need 

to make decisions and take action based  

on business impact.

Other Key V3 Enhancements
One of the best things about ITIL V3 is that 

it leverages everything your organization did 

in adopting ITIL version 2. Version 3 is more 

of an evolution than a revolution. The evolu

tion from IT/business alignment to IT/business 

integration is one of the biggest differences 

in the two versions. Other enhancements 

include (but aren’t limited to) the new focus 

on service lifecycle management, the intro

duction of the services-as-assets concept, 

and the quantification of return on invest

ment (ROI) and return on value (ROV). 

BSM solutions help you in addressing 

these V3 enhancements as well.
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Service Lifecycle Management

ITIL V3 defines five stages of the service 

lifecycle: service strategy, service design, 

service transition, service operations, and 

continual service improvement. The model 

contains the processes needed to manage 

services within this lifecycle structure.  

The objective of every stage in the service 

lifecycle is to produce business value. BSM 

also takes a lifecycle approach to service 

management. BSM solutions, for example, 

provide end-to-end, closed-loop change 

management that extends from change 

requests, to planning, to approval, to 

implementation, to verification, and finally 

to notification of successful completion. 

Services As Assets

ITIL V2 deals primarily with tangible assets, 

such as IT infrastructure components. 

Version 3 introduces the concept of 

services as assets. Service assets consist 

of utility and warranty. Utility is the service 

itself, provided by a combination of people, 

processes, and technology. Warranty is the 

assurance that the utility will perform to an 

expected level. With insight into the business 

impact of services, you can weight the value 

of service assets based on their business 

impact. As a result, they help you prioritize 

actions and make other important decisions 

based on the weighted business value of 

the service assets involved.

Quantification of ROI and ROV

With V3, return encompasses not only 

financial results, but also key indicators, 

such as customer and employee satis

faction. V3 helps you quantify, measure, 

and optimize return based on both ROV 

and ROI. It gives you guidance on what  

to measure and how, as well as what 

metrics to use and how to use metrics to 

demonstrate achievement. By mapping  

the IT infrastructure components to 

services and business processes, you  

can focus your efforts on those services 

and processes that contribute to ROI or 

ROV, and establish priorities accordingly. 

What’s more, you can better gauge and 

demonstrate the contribution of IT to 

business value. The ROI can be substantial 

in IT cost savings alone. According to 

Forrester Research, “By hitting all of the 

stepping stones toward BSM, Forrester 

estimates that companies can save as 

much as a third of their IT operations 

budget. As 76 percent of the IT budget 

goes to operations, firms that implement 

BSM can potentially save 25 percent  

of their overall IT budget.” 1

New Goal, New Role
ITIL V3 is changing the IT/business 

relationship. The new goal of integrating  

IT with the business means a new role  

for IT professionals. Business managers 

today expect you to leverage technology  

in ways that will make the business more 

innovative. To meet their expectations,  

you need to understand new technology 

directions so you can unleash the power 

of technological innovations, not only to 

increase the effectiveness of business 

processes, but also to open up new 

business opportunities with creative  

new services and products. This new  

role requires a major step forward in 

service management maturity. Simply 

having good structure and rigorous control 

and process elements for effective service 

management is no longer enough. Your 

goal now must be to reinvent IT, making it 

a partner in the business. Fortunately, with 

ITIL V3 and BSM, you have the processes 

and tools to make this leap to an exciting 

and challenging future. 
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