ITIL Maturity Assessment Report Templates

Service Support Functions and Processes

Service Desk.  Score 1.5

Observation:
The Service Desk function is the primary point of contact for customers and users with the IT organization on a day-to-day basis. The assessment scored the <COMPANY> Service Desk at a 1.5 on the Capability Maturity Model (CMM) scale. The assessment showed that the Service Desk is the recognized point of contact for many <COMPANY> services.  The Service Desk provides management reports in the weekly operations meeting. Remedy provides a stable, robust tool to record customer and user contacts with the Service Desk.

Recommendations for improvement:

· Document Service Desk support procedures

· Make the Service Desk the single point of contact for internal IT staff. 

· Implement 24x7 phone coverage.

·  Improve communication channels using newsletters, e-mails, web content, automated notifications and escalations.

· Upgrade Remedy to version 6.0 

· Ensure Service Desk is part of the Change Management process so that the Service Desk is aware of changes that affect customers. 

· Provide access to monitoring tools to provide a visual update on servers, switches and routers to alert the Service Desk of degraded or failed services. 

Incident Management.  Score .5

Observation:

Incident Management (IM) records, monitors, classifies, investigates, diagnoses and resolves reported service anomalies.  The IM assessment scored the <COMPANY> IM process at .5.  Incidents are recorded using Remedy.  Incidents are classified using an escalation matrix that is based on scope and impact.  Automatic incident notification of support groups is integrated in Remedy. There is an incident manager who is responsible for managing and escalating incidents. Incident reports are created weekly and show incidents reported, resolved, missed SLA and outstanding tickets. 

Recommendations:

·  Develop processes, training and tools to support logging of all incidents (specifically password resets, after-hours calls, direct calls to support teams).

·  Rework Category, Type, Item (CTI) lists and resolve codes to improve incident classification and reporting

·  Enable automatic escalation within Remedy 

·  Formalize process to move tickets from resolved to closed status (7 day closure).

·  Implement audit process.

Problem Management.  Score 1

Observation

Problem Management detects the underlying causes of  reported incidents and their subsequent resolution and prevention.  The CMM assessment showed that <COMPANY> has a relatively low maturity rating at 1.  While there is no formal process or process owner, there are certain procedures in practice.  The Service Desk escalates problems to the appropriate <COMPANY> Technical Services group via the assignment of trouble tickets. Trouble tickets more accurately represent incidents at this point, but they can also represent problems.  There is no formal procedure for root cause analysis. 

Recommendations:

· - Define, document, and implement Problem Management process

· - Develop and implement Problem Management processes beginning with urgent problems.

Change Management.  Score .5

Observation

Change Management ensures that potential changes to IT service components are reviewed to minimize impact to service quality.  The <COMPANY> Change Management process is also immature as determined by our CMM assessment and scored as a .5.  Some level of change management is implemented.  However, not all changes are reviewed prior to implementation.  Customers and users are notified using a mailing list (which users must subscribe to) and the <COMPANY> web site.  Change management also takes place through Information Technology Advisory Committee (ITAC) and the Institutional Technology Committee (ITC).  These committees have change approval by majority vote on large scale projects across campus. 

Recommendations:

· - Document current change and maintenance procedures

· - Implement a formal Change Management procedure for all changes immediately

· - Implement the Post Implementation Review process for all changes

· - Empanel a Change Advisory Board to review and approve changes

· - Subscribe individuals in the Point of Contact list to the network-outage list

Configuration Management.  Score 1

Observation

Configuration Management provides direct control over IT assets to improve the quality of IT services.  The assessment scored the <COMPANY> Configuration Management process at 1. Configuration management maturity is highly dependent on the presence and active use of a configuration database along with mature change management processes.  The Office of IT does not have a comprehensive configuration database - although the Pinnacle system could be considered a special-purpose configuration database for voice services.  While the ITIL assessment revealed that there is some change management being performed it is not enough to create a foundation for a configuration database. 

Recommendations

· - Determine Configuration Management Database (CMDB) needs and evaluate CMDB tools 

· - Identify major Configuration Items (CIs) and associated attributes

Release Management.  Score .5

Observation

Release Management undertakes the planning, design, build, configuration and testing of hardware and software as well as planning, preparation and scheduling the release of changes into the live environment.  The assessment showed that the <COMPANY> Release Management (RM) process scored .5 on the maturity scale.  Many of the RM activities are not documented, although there are well established procedures to make changes and releases.  There is a formal process to notify customers of maintenance outages, but no formal policies.  Very often, no formal back-out plans are established when releasing new software or hardware.

Recommendations:

· - Document releases and the release procedures using a checklist

· - Establish a plan for each release which includes a back-out plan and a timetable when to initiate the back-out plan

· - Test releases before implementing in the live environment.

Service Delivery Functions and Processes

Service Level Management.  Score 1.5

Observation

Service level management is the process of planning, negotiating, coordinating, monitoring, and reporting on Service Level Agreements.  The assessment scored the <COMPANY> Service Level Management (SLM) process  at 1.5.  There are basic SLM activities being carried out.  The service catalog is being developed with 80% of the services documented.  There is an advisory committee (ITC) that is used to both get input for services as well as disseminate information about services to the campus.  However, there is no clear ownership of the SLM process.

Recommendations:

· - Complete the service catalog and implement procedures to keep it current (annual review)

· - Assign ownership of the SLM responsibilities

· - Annual review of SLA's with stakeholders and customers

· - Review and implement Remedy Resolve codes so that service levels can be monitored and reviewed

· - Develop SLAs for each new service with meaningful and measurable metrics

· - Establish OLAs and UCs to support SLAs.

Availability Management.  Score 1.5

Observation

Availability Management optimizes the availability and reliability of IT resources and of the supporting IT infrastructure by systematically undertaking preventative and corrective maintenance of IT services.  The assessment scored the <COMPANY> Availability Management (AM) process as a 1.5.  There are some AM activities such as monitoring of service components in place and assignment of AM activities to specific individuals.  Management supports the process and is committed to it.  There are specific procedures for maintaining IT security.

Recommendations:

· - Assign ownership of the process to an individual

· - Define scope of AM process within <COMPANY>
· - Define targets for availability, reliability, maintainability based on SLAs, OLAs, UCs

· - Develop an availability plan that prioritizes and plans for availability improvement

· - Monitor availability, reliability, and maintainability and use data to analyze for trends and forecast service availability

Capacity Management.  Score 1.5

Observation

Capacity Management helps match IT resources to business demands by ensuring the organization has the appropriate IT capacity to provide the optimum and cost-effective provisioning of IT services.  The assessment showed the <COMPANY> Capacity Management process was at a maturity level of 1.5 with many higher-level elements (2 - 2.5) in place.  There is budget allocated to monitor and measure capacity.  <COMPANY> has a 5-year strategic and operational plan that is reviewed regularly with resources allocated accordingly.  New services undergo a review process (6-step review and project management) that includes some capacity planning elements.

Recommendations:

· - Monitor SLA services and report actual performance versus agreed upon service level

· - Develop plan to monitor core services and resources used by those services

· - Analyze existing data using current tools for trends relating to capacity planning

· - Create ability to model systems and services under various workload conditions

Financial Management.  Score 4

Observation

Financial Management helps assess if the IT organization is doing the best it can with the money it has by managing costs and helping the organization understand the true cost of providing IT services.  The <COMPANY> Financial Management process is relatively mature in comparison to the other ITIL processes, scoring a 4 on the CMM maturity scale. This has much to do with sound financial practices that are actively enforced by management and accounting standards required of state government organizations.  Additional maturity in this area can be expected once dependent ITIL processes become a more routine part of the <COMPANY> operating environment.

Recommendations:

- Survey financial management customers to find out if current services are adequate and if there are additional services that are needed or desired.

Continuity Management.  Score 2

Observation

Continuity Management is concerned with the organization's ability to continue to provide a pre-determined and agreed level of IT services to support the minimum business requirements following a service interruption.  The assessment scored the <COMPANY> Continuity Management a 2 on the CMM maturity model.

Campus Wide

The University of Utah has organized an Emergency Operation Center (EOC) structure to handle continuity management. The EOC uses the Incident Command System (ICS) to manage emergencies. Meetings and activities are held regularly during the year. <COMPANY> senior management has made a commitment to the EOC with personnel and participation.

<COMPANY>
Before the Winter Olympics, an <COMPANY> business resumption plan with contact information (police, medical etc.) was documented.  Some system assessments were performed. Currently the Service Desk and ISO have completed a business resumption plan. 

Recommendations:

· Update the <COMPANY> business resumption manual

· Perform a risk assessment of critical <COMPANY> services.

· Create a business resumption plan for each group within <COMPANY> which would include:

· team alert lists, critical vendors, key customers, meeting place, critical resources list and detailed recovery plan.

·  Continue the effort with the Emergency Operation Center. 

