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ABSTRACT 

 

 

The Sri Lankan telecommunication industry has an immense competition today, in which a 

number of major players are battling to increase their subscribers and most importantly, their 

market share. On the other hand over the past several decades, "Information Technology" has 

become the primary technology that affects everyone in the modern world in their day-to-day 

lives. As telecommunication is a technology driven industry where information technology 

plays an important role in, telecommunication companies are required to strengthen their 

Information Technology Services Management (ITSM) framework in alignment with the 

present environment and its challenges. 

 

This research is carried out to find out, to what extend the Sri Lankan telecommunication 

industry uses ITSM and to find out the challenges faced by them when implementing ITSM. 

The research identifies the major challenges that the local telecommunication organizations 

have to face when implementing ITSM. As a preparation for the research an extensive literature 

review was done in the areas of ITSM implementation frameworks, key success factors in ITSM 

implementation, and challenges in implementing ITSM for various industries. The research was 

done based on a survey among the IT management staff of Sri Lankan telecommunication 

companies, using a questionnaire. Based on the challenges identified from the research, the 

recommendations were made to overcome them. 

 

The findings of this research and proposed recommendations are helpful for any 

telecommunication organization, which is going to implement IT service management. Also this 

research findings and recommendations are useful not only for the local telecommunication 

industry but also for many other local industries which may be considering ITSM 

implementation. 
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CHAPTER 1 - INTRODUCTION 

 

Background of the Research  

 

Information Technology (IT) is seen as a mean of delivering products like hardware, 

systems, software and personal computers traditionally. However the highly continuous 

dependency of modern business upon IT has made it clear that, this is no longer the 

case. Although IT uses IT products in the delivery of IT services, it is now considered to 

be in the typical services domain (Bon, J. V.  et al., 2007). Currently almost all the 

modern product and service companies worldwide are highly reliant on IT services. A 

company can implement and maintain these IT services which they require to run the 

business, internally (insource) or can outsource to an IT service providing organization. 

Either insourced or outsourced the proper management of quality IT services is very 

useful for the business. Modern oraganizations are becoming increasingly dependent on 

IT to fullfill their corporate objectives. The result is the growing need for IT services of 

a quality which meets the requirements and expectations of the customers. IT service 

managers are responsible for an increasingly diverse and crucial infrastructure. They are 

under pressure to reduce costs while helping the organisation to generate revenue, and 

to provide a fast, cost effective service to their customers. As a result the IT service 

management is of paramaount importance to reach the business goals. 

 

IT service management (ITSM) refers to the implementation and management of quality 

IT services that meet the needs of the business. IT service management is performed by 

IT service providers through an appropriate mix of people, process and information 

technology. A business depending on IT has many IT related objectives such as 

optimizing IT resource utilization, reduction of costs, improved availability, improved 

scalability and increased throughput. Proper ITSM systems can facilitate the realization 

of these business IT objectives. Other than the above ITSM enables a company to    align 

IT with their business needs, improve the ability to absorb rapid change, improve the 

quality of IT services, obtain better information on current IT services,   get a clearer 

view of the current IT capability, enhance customer satisfaction, improve IT staff 
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motivation and greater flexibility for the business through improved understanding of IT 

support. 

 

Most of the present companies in the world have realized ITSM as a part of 

streamlining their IT operations and have moved forward in adopting ITSM using 

various frameworks. There is an international, chapter-based professional association 

for ITSM known as IT Service Management Forum (ITSMF). Also certifications are 

available for ITSM under different frameworks. Several benchmarks and assessment 

criteria have emerged to measure the capability of an organization and the maturity of 

its approach to ITSM. However in Sri Lanka, though most companies depend on IT 

services the concepts of ITSM, ITSM implementation and ITSM frameworks are not 

adopted widely. In most of the industries it is still at a very immature stage. 

 

The telecommunication industry which is among one of the leading industreis in Sri 

Lanka is highly dependent on IT. The Sri Lankan telecom market has been 

characterized by fierce competition in which, a number of major players are battling for 

the market share. There are eight major competitors namely, Sri Lanka Telecom, 

Mobitel, Dialog, Suntel, Lankabell, Etisalat, Airtel and Hutch. As telecommunication is 

a technology driven industry where IT plays an important role in sustaining growth, the 

telecom companies are compelled to strengthen their ITSM framework in alignment 

with the telecom environment and its challenges. 

 

Purpose of Study 

 

When introducing or implementing any new standard or any new procedure to an 

organization setting the goals and developing a proper implementation plan is the 

beginning of the success of the implementation. Throughout the implementation one of 

the most usual consequences is the implementation challenges. It is fairly usual to face 

numerous challenges throughout the journey to the success.  In order to set goals that 

are achievable and to develop a more practical implementation plan, it is useful to 

identify the possible implementation challenges in advance. 

 

http://en.wikipedia.org/wiki/IT_Service_Management_Forum
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The same scenario applies to ITSM implementation. There can be many ITSM 

implementation challenges, which can be vary from country to country, industry to 

industry. Rather than conducting a general study for all industries around the world, this 

study has been narrowed down to telecommunication industry of Sri Lanka, which is 

one of the leading and very competitive IT services dependant industries in the country.  

 

The purpose of the research is to make the telecommunication sector of Sri Lanka aware 

of the possible ITSM implementation challenges when adopting ITSM for a 

telecommunication service providing company. This will be a support to the Sri Lankan 

telecommunication industry to successfully adopt ITSM overcoming the identified 

challenges. This study supports them to organize their implementation plan in such a 

manner so that it eliminates or overcomes the pre identified challenges in this study. 

This will be helpful to the company to reach a successful ITSM implementation saving 

the implementation costs, time and efforts. This will not be a benefit limited to the 

company but also a benefit to the customers of the company and ultimately to the entire 

county.  

 

 

1.3 Research Objectives 

 

The objectives of the research are: 

1. Identify the current level of ITSM implementation in Sri Lankan 

telecommunication organizations. 

2. Identify the issues in implementing ITSM for Sri Lankan Telecommunication 

sector.  

3. Develop a guideline for the implementation of ITSM based on the above research 

findings, so that any telecommunication organization implementing ITSM can 

refer. 

 

 

 

 



 

4 

 

The below research questions can be derived from the above mentioned research 

objectives. 

 What are the ITSM practices and frameworks used by Sri Lankan 

Telecommunication Industries? 

 What are the challenges in Implementing ITSM for Sri Lankan 

Telecommunication industry?  

 

Research Design  
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This section describes how this research is conducted. Figure 1.1 shows the flow of the 

research. The initial step is the literature survey. Literature survey is helpful to develop 

a good understanding and insight into previous relevant research and trends that have 

been emerged. The second step is the identification of research variables. This can be 

done using the available literature. By going through the literature with the research 

objective in mind, the variables that are relevant to the research can be identified. Since 

the deductive research approach is followed in this research, the next step is to develop 

a theoretical framework for the research. This framework helps to organize and direct 

the data that will be gathered in the research. The next step is the identification of the 

relationships among the variables and development of hypothesis. Next a questionnaire 

is developed to measure those identified variables and related hypotheses. After 

completing the questionnaire, it is necessary to conduct a preliminary survey to 

understand any issues related to the questionnaire before proceeding the research work 

with that questionnaire. Any issues identified should be corrected and then the 

questionnaire can be used for actual survey and gather the data. After gathering the 

required data, it is analyzed through statistical and mathematical methods. Based on the 

above analysis and the research objectives the conclusions and recommendations are 

proposed. 

 

 

The Significance of the Research 

This research will be a valuable contribution to both ITSM and telecommunication 

fields in Sri Lanka. It will provide useful information for IT managers in 

telecommunication sector, in terms of the impact, challenges and benefits to expect 

when implementing ITSM. Also the research findings will be helpful for Sri Lankan 

Telecommunication organizations to carry out a successful ITSM implementation and to 

improve the company‘s quality of services which will be an ultimate benefit to the 

company itself, the customers and the entire country. In addition to that although the 

research is confined only to the telecommunication industry, even other IT dependent 

industries planning to implement ITSM  can use the research findings to a certain 

extend. Finally, this study will contributed to the research literature on IT service 

management in Sri Lankan context.  
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Overview of Chapters  

This thesis consists of five chapters and this section provides an overview to each 

chapter in the thesis.The chapter 1 describes the background to the study and the 

purpose of the study. It also focuses on elements/issues to be identified from the 

research under the objectives. Then it describes the research methodology used for this 

research. Chapter one also describes the significance of the study and it provides a brief 

overview to each chapter of the thesis. 

 

The chapter 2 of the research is on the literature review. First it gives a brief 

introduction on reader what is meant by the terms, service, service management, IT 

service and IT service management. It introduces various types of IT services, the 

characteristics and areas of IT service management and its‘ benefits. Further it explains 

the most common ITSM related terminologies and different types of frameworks used 

for ITSM implementation. Then it describes the findings on the existing literature on 

ITSM, ITSM implementation challenges, ITSM implementation critical success factors 

and other relevant areas. Finally it gives a view to the reader about the level of ITSM 

implementation in Sri Lanka. 

 

The research methodology is described in the chapter 3 of the research. This chapter 

explains variable identification, theoretical framework and hypothesis development. It 

also describes the questionnaire instrument development. Under that, how the 

questionnaire is designed, and how variable mapping is done for the questions. Finally, 

it discusses the preliminary survey and its outcome and the data collection procedures. 

 

The data analysis of the research is included in the chapter 4. It discusses the data 

editing techniques used in this research, rules of coding and reliability analysis. It also 

focuses on frequency distribution of the descriptive variables. The chapter produces 

graphs to demonstrate the frequency distribution visually. Under descriptive analysis, 

the mean distribution of the independent and dependent variables are also analyzed. 

Finally, it analyses the hypothesis developed in chapter 3. 

 



 

7 

 

Chapter 5 gives the conclusion and recommendations of the research. It will give the 

conclusion of the research according to the results achieved in the analysis. Next, it 

proposes a set of guidelines under recommendations. This is the final chapter of the 

research and it will focus on how to fulfill objectives defined in chapter 1. 
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CHAPTER 2 – LITERATURE REVIEW 

 

Conducting a literature review is a means of demonstrating the knowledge gathered by 

the researcher about a particular field of study, including vocabulary, theories, key 

variables and phenomena, methods and history. Conducting a literature review also 

informs the researcher of the influential researchers and research groups in the field 

(Randolph, J. J., 2009). 

 

There is extensive literature related to various areas of ITSM. This literature review 

includes the knowledge gathered on the ITSM related terminology and definitions, 

History of ITSM, various ITSM frame works and the critical success factors in 

implementing ITSM ,the benefits and impact of ITSM towards organizations, the 

literature that describes the case studies on ITSM implementation in different industries 

and ITSM implementation related challenges. In addition to that the literature was 

reviewed on other areas like ITIM, IT governance, ISMS, ISO standards and how they 

are related to ITSM.  

 

This literature review was helpful for distinguishing what has been done in the area of 

ITSM and what needs to be done. Further it helps to establish the context of the research 

problem, rationalize the significance of the problem, enhance and acquire the subject 

vocabulary, understand the structure of the subject, relating ideas and theory to 

applications, discover important variables and dimensions relevant to the research 

problem and identify relationships between ideas and practices. Apart from the literature 

related to above, the literature was further reviewed on the areas such as various 

research approaches, research methodologies, building of theoretical and conceptual 

research frameworks, data collection and data analysis techniques. 
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2.1 Introduction to Service and Service Management  

 
To understand what IT service is and what IT service management is, it is required to 

understand what services are and how service management can help service providers to 

deliver and manage these services. According to office of governance report in 2007 ―A 

service is a means of delivering value to recipients by facilitating outcomes they want to 

achieve without the ownership of specific costs and risks‖ (Office of Governance 

Commerce,2007) (Cartlidge, A. et al. 2007). The outcomes that customers want to 

achieve are the reasons why they purchase or use the service. The value of the service to 

the customers directly depends on how well it facilitates these outcomes. Service 

management is what enables a service provider to ensure that the services really do 

facilitate the outcomes their customers want to achieve. Further service management 

helps the service providers to understand the value of the services to their customers and 

to manage all of the costs and risks associated with those services. 

 

ITSMF overview of ITIL V3 defines service management as a set of specialized 

organizational capabilities for providing value to customers in the form of services 

(Cartlidge, A. et al. 2007). According to Fry and Mastenbroek, service culture of an 

organization is a pre requisite for service management and quality service provisioning. 

―Service management is reliant on the existence of a service culture in the organisation. 

A service culture is an organisational culture which emphasises satisfying customer 

requirement (Fry, 1989) and the existence of a service culture is seen as a prerequisite 

for delivering a quality service‖ (Mastenbroek, 1991). 

 

2.2 IT Service 

 

An IT service is a set of related components provided in support of one or more 

business processes.  An IT service comprises of a range of configuration items (CI) 

types but will be perceived by customer and users as a self-contained, single, coherent 

entity. The difference between IT products and IT services is, that unlike IT products, 

IT services are highly intangible, produced and consumed at the same time, very 
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variable and the satisfaction is subjective. Also unlike in IT products the user/customer 

takes part in the production of IT services (Bon, J. V.  et al., 2007). 

 

2.2.1 Key words related to IT service  

 

IT system: 

 

 An IT system is an integrated composite that consists of one or more of the processes, 

hardware, software, facilities and people, that provides a capability to satisfy a stated 

need or objective. An IT system is a collection of resources and configuration items or 

assets that are necessary to deliver an IT service. It is sometimes referred to as a 

technology system. A technology system is the complete composite of IT components 

from various domains which, when brought together in a relationship, represent a value-

added technology solution; for example, a LAN (Local Area Network) or an application 

system such as an enterprise resource planning solution. A system is not referring to the 

application as a stand-alone element but to all of the components which build the 

complete solution. (applications, databases, servers and middleware, etc.) (DuMoulin, 

T., 2007). 

 

Configuration Item (CI): 

 

A configuration item is a component of an IT infrastructure that is a part of an IT   

system. CIs may vary widely in complexity, size and type from a document or policy to 

an entire system or a single module or a minor hardware component (DuMoulin, T., 

2007). 

 

2.2.2 The characteristics of an IT service 

 

An IT Service exhibits the following characteristics (DuMoulin, T., 2007): 

 

 A good IT service should fulfill one or more needs of the customer. This is a very 

important characteristic of an IT service because for a service organization the 

customer is the king. The basic needs expected by a customer are friendliness, 

understanding, fairness, control, information, options and alternatives. An IT service 
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should essentially have the characteristic of supporting this kind of human 

expectations. 

 The next important characteristic of an IT service is supporting the business 

objectives. Usually any  business organization is having objectives like ensuring 

compliance ,managing risk, increasing revenue, optimizing  stakeholder returns, 

strategic positioning, corporate and social responsibility and reducing costs.IT 

services should be able to support this kind of business objectives as well. 

 The customer is not worried on what is the back end of the organization is doing, 

how the services are provided, what are the systems, infrastructure and underlying 

processes. The customer needs only a consumable product or a service.  Therefore 

the next most important characteristic of an IT service is that it should be perceived 

by the customer as a coherent whole or as a consumable product. 

 

2.2.3 Types of IT services 

When defining IT services it is necessary to understand that there are two basic types of 

services. These two types can be classified as either ―Technical‖ or ―Professional‖ 

services (DuMoulin, T., 2007). 

 

Technical services 

A technical service is defined as a technology-based capability that the customer 

consumes in order to facilitate a business process/function or a component service 

which supports another IT Service which is customer facing. Technical services can be 

further understood either as general infrastructure services or as application services 

(DuMoulin, T., 2007). General infrastructure services are services such as providing 

email facility, messaging facilities, print services, network or internet access, desktop 

productivity, voice communications, application hosting and storage management. 

 

The application based services are named as closely as possible to the name of the 

business process it supports. This is considered as the best practice because it will be a 

critical step in understanding the business impact of IT service or component failure. 

When the IT service names are aligned with business processes, both the business 

http://www.data3.com.au/customer-objectives/ensure-compliance-and-manage-risk/
http://www.data3.com.au/customer-objectives/ensure-compliance-and-manage-risk/
http://www.data3.com.au/customer-objectives/increase-revenue/
http://www.data3.com.au/customer-objectives/optimise-stakeholder-returns/
http://www.data3.com.au/customer-objectives/strategic-positioning/
http://www.data3.com.au/customer-objectives/corporate-social-responsibility/
http://www.data3.com.au/customer-objectives/reduce-cost/
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customer and IT staff have a clearer understanding on how technology is aligned to 

meet business objectives. The examples for application based services are financial 

management systems, HR support systems, power generation applications and refining 

and control systems. 

 

Professional service 

 

A professional service is defined as the value-added activities that IT staff provides in 

order to support, maintain, monitor or ensure the consistent and reliable delivery of the 

technical services. It is very important that the IT organization takes the time to define 

professional services, since in most organizations over 60% of the annual IT budget is 

spent on these activities. If these services are not defined, all of this cost is reported as a 

non-value added overhead (DuMoulin, T., 2007). Examples for professional services are 

IT architecture and engineering, IT security, IT support, project management services, 

IT consulting, application development and enhancement services. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1 Different types of IT services 
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Technical 

services 

Professional 
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infrastructure 

services 

Application based  

services 

• Messaging/Email 

• File/Print 

• Network or Internet access 

• Office or desktop productivity 

• Voice Communications 

• Application Hosting 

• Storage Management 

 

• Financial Management Systems 

• HR Support Systems 

• Power Generation Applications 

• Refining and Control Systems 
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2.3 IT Service Management 

In recent decades IT developments have had a major impact on the business processes. 

The introduction of the personal computers, laptops, local area networks, client/server 

technology and the internet have enabled organizations to bring their products and 

services to markets more quickly. This development has ushered in the transition from 

the industrial to the information age. Everything has become faster and more dynamic. 

Traditional hierarchical organizations often find it difficult to respond to rapidly 

changing markets, which has led to a trend towards less hierarchical and more flexible 

organizations. Similarly emphasis within organization has shifted from vertical 

functions or departments to horizontal processes that run across the organization and 

decision making authority is increasingly granted to personnel at lower level. The ITSM 

processes were developed against this background (Office of Government Commerce, 

2005). However, In this information age,modern oraganizations are becoming 

increasingly dependant on IT to fullfill their corporate objectives. The result is the 

growing need or IT services of a quality which meets the requirements and expectations 

of the customers. 

According to Garner research, in the overall life cycle of IT products, the operation 

phase amounts to between 70% and 80% of overall time and cost. Hence effective and 

efficient ITSM systems, processes and strategies are essential to the success of business. 

This applies to any type of large, small, public or private organization with centralized 

or decentralized IT services, with insourced or outsourced IT services. In all cases the 

service has to be reliable, consistent, high in quality and acceptable in cost (Office of 

Government Commerce, 2005). 

Different researchers bear different views on ITSM. Below are few such views found 

from the literature. 

 ITSM is a part of the service sciences that concentrates on IT operations (Galup et al. 

2009). 

 It can be defined as ―a set of processes that cooperate to ensure the quality of live IT 

services, according to the levels of service agreed to by the customer‖ (Young 2004). 
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 IT service management is the management of all processes, through the use of 

industry best practices to improve the business functions to ensure the quality of live 

IT services according to the levels of service agreed with the customer (Bon, J. V.  et 

al., 2007),( Office of Information Technology, 2008). 

 

 ITSM addresses many areas including the initiation, design, organization, 

management, provision, support and improvement of IT services tailored to the needs 

of the organization (Bon, J. V.  et al., 2007). 

The ultimate goal of ITSM is well described in one sentence in the official Information 

technology website of University of Maryland as ―The goal of IT Service Management 

is to align services with current and future needs of the customer; to improve the quality 

of IT services, in whatever way the customer expresses "quality" and to reduce the long 

term cost of service provision‖ (Office of Information Technology University of 

Maryland, 2008). 

2.4 IT Service Management Focus Areas 

IT Service Management mainly focuses on six areas which are organization, 

technology, process, data, service and the customers. 

 

 

 

 

 

 

 

Figure 2.3 IT service Management focus areas 
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Data: Data is information that has been translated into a form that is more convenient to 

move or process. What information is available and how it should be stored, processed, 

shared and safeguarded are the important concerns with respect to data of an 

organization. 

 

Technology: Technology is the discipline dealing with the art or science of applying 

scientific knowledge to practical problems. Under technology it considers what the 

infrastructure is and what the tools are available in the organization to manage the 

infrastructure. 

Process: A process is a structured set of activities designed to achieve a specific 

objective. What is the objective of the process and how effectively, efficiently it can be 

achieved is very important. According to the definition by IT Governance Institute, 

process is the most enduring of the three primary components process, people & 

technology of a management system. Process serves as the foundation for the definition 

of the remaining elements.Processes ensure a stable, controlled, repeatable service that 

can be objectively measured against deliverables and service levels. Further processes 

enable efficient and effective services to meet business requirements, cost and quality 

improvements. Good corporate governance goes beyond the conduct and responsibility 

of boards and directors, integrating these with issues of risk management, internal 

control, value delivery and integrated sustainability reporting, compliance and 

performance measurement. Since IT has a profound effect on the business processes 

within organisations, boards and executive management need to ensure that the 

necessary skills are in place, that their responsibilities in respect of internal controls are 

adequately discharged, and the potential benefits that result from using technology to 

improve business results, reporting and transparency are being embraced (IT 

Governance Network LLC., 2011). 

Organization: Organization is a social unit of people that is structured and managed to 

meet a need or to pursue collective goals. In an organization people are grouped into 

different departments, sections depending on their capabilities and various 

responsibilities and authorities are assigned.  

 

http://www.itgovernance.com/
http://www.itgovernance.com/
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Service: A service is what is delivered to the customer and how well the customers‘ 

mission is served. Clearly defined services enable customers to understand service 

offerings, including what each service does and does not include, eligibility, service 

limitations, cost, how to request services, and how to get help. A well-defined service 

also identifies internal processes necessary to provide and support the service. 

 

Customer: The customer pays for or commissions the service. The customer cares 

about the cost and value of the services provided and how it helps the organization to 

achieve their business mission. 

 

2.5 Benefits of ITSM  

The benefits of IT Service Management affect the four major distinct areas in an 

organization which are business, financial, employee and internal (Patty, 2010). 

2.5.1 Business benefits of ITSM:  

Business benefits of ITSM have a big relationship with the customer satisfaction and 

customer retention. Implementation of IT processes in a service organization 

strengthens the business process, improves the quality of service operations and service 

delivery. ITSM methodology makes it clear to service providers, what is expected by a 

customer and how to meet customer expectations in terms of service.                      

                                                                                                                                       

2.5.2 Financial benefits of ITSM:  

Financial benefits can be obtained by a successful Implementation of ITSM by 

following means. The reduction of the cost of service operation by introducing 

customer-focused service operations in the business and by stream lining the three 

major components of a business people, process, and technology. The cost can be 

reduced due to over-engineered services and recurrence of problems can be avoided by 

adopting a well-defined root cause analysis. Financial impact to the business due to 

changes can be reduced by implementing proper change management processes. As 

stated at Microsoft‘s 2004 IT Forum Conference, ―Recent studies are showing that an IT 
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service organization could achieve up to a 48 percent cost reduction by applying ITSM 

principles.‖ According to Forrester, ITIL adoption by large companies with revenue in 

excess 1 billion dollars increased from 13% to 20% during 2006. 

2.5.3 Employee benefits of ITSM:  

A well implemented IT service management provides employees with simplified work 

flows and procedures and helps them to identify their roles and responsibilities. 

Training on ITSM helps the employee to become more motivated and productive.        

2.5.4 Internal benefits of ITSM:  

The main internal benefit an organization can achieve from ITSM is the improvement in 

inter team communication. ITSM has a straight forward approach of ‗roles and 

responsibilities' of people participating in IT service operations. As a result each of 

them gets to know their area of operations and responsibilities which helps to improve 

inter-team communication. Further, according to a research conducted by IDC (the 

premier global market intelligence and advisory firm in the information technology) , 

MIT- Massachusetts Institute of Technology and Alinean ( the leading developer of ROI 

and TCO analysis methodologies and tools) the following benefits have been observed 

in enterprises as they improve their level of infrastructure optimization (Provance 

Technologies, 2010),( Microsoft Corporation, 2008).The benefits are better business 

and IT alignment, enhanced agility, reduced IT costs, better profitability, reduced 

regulatory and security risks and improved satisfaction with IT. The study calculates 

that, on average, the cost benefit to companies who improve their optimization is an 83 

percent reduction in IT cost structure (per PC, per year). About 90% of USA companies 

have one or more ITSM implementations underway. There are many case examples that 

testify to the value of incorporating a standardized approach to IT services. Three often-

cited cases in the trade publications, such as InfoWorld and Computerworld, are (Galup, 

S.D., et.al., 2009): 

 In 2000, target response time for resolving web incidents at Caterpillar IT was 30 

minutes, but it hit that goal only 30 percent of the time. After Caterpillar 

implemented ITIL, its IT providers hit the benchmark more than 90 percent of the 
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time. In addition, Caterpillar has been able to grow its business exponentially in the 

past five years with only 1 percent increase in its IT budget. 

 

 Proctor & Gamble implemented service management processes outlined by ITIL 

and saved $125 million, according to company officials. 

 

 In March 2006, Affiliated Computer Services (ACS) became the first company in 

the USA to be ISO/IEC 20000 certified for standardizing and implementing ITSM 

processes across six data centers. In addition to re-certifying the initial locations, 

six other data centers were certified in 2007.  

 

Mauricio Marrone had summarized the ITSM benefits mentioned in major literature as 

below.  

Table 2.1: Summary of benefits of ITSM 

Source: (Marrone, M. Kolbe, L.M. 2011) 

Improvement of … Hochstein 

et al. 

(2005) 

Potgieter 

et al. 

(2005) 

Marrone 

et al 

(2010) 

Cater-

Steel    

et al. 

(2007,  

2008) 

Cervone  

(2008) 

service quality X X X X X 

 

standardization of 

services 

X 

 

  X X   

customer satisfaction   

 

X X X 

 

  

Return on investment   

 

 

  X X X 

Business IT alignment       X 

 

  

Reduction of IT 

downtime 

      X 

 

X 

operations through 

implementation of best 

practices 

 

X 

        

Financial contribution 

control 

      X   

call fix rate       X 

 

  

Morale of IT       X 
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2.6 ITSM Related Terminology 

According to HP IT Service Management an organizations‘ IT evolves through three 

stages as mentioned below (Sallé, M., 2004). 

 

2.6.1 IT Infrastructure Management (ITIM) 

Stage 1 is the IT Infrastructure Management (ITIM) where the focus is on improving the 

management of the enterprise infrastructure. Effective infrastructure management 

means maximizing return on computing assets and taking control of the infrastructure, 

and the devices it contains and the data it generates. In an organization infrastructure 

management (IM) is the management of essential operation components, such as 

policies, processes, equipment, data, human resources and external contacts for overall 

effectiveness. Infrastructure management is sometimes divided into categories of 

systems management, network management and storage management. 

 

2.6.2 IT Service Management (ITSM) 

Stage 2 is the IT Service Management (ITSM) where the organization sees the needs of 

its customers and focuses on planning and delivering the services in order to meet 

availability and security requirements. In addition, IT is managing service-level 

agreements, both internally and externally, to meet agreed quality and cost targets.IT 

Service Management (ITSM) is a process-based practice intended to align the delivery 

of information technology (IT) services with needs of the enterprise, emphasizing 

benefits to customers. ITSM involves a paradigm shift from managing IT as stacks of 

individual components to focus on the delivery of end-to-end services using best 

practice process models. 

 

2.6.3 IT Governance 

Stage 3 is the IT Governance, where IT processes are fully integrated with the business 

lifecycle that they become true business partners. IT governance is senior managements‘ 

ability to direct, measure and evaluate the use of an enterprises‘ IT resources in support 

of the achievement of the organizations‘ strategic goals. Leadership, organizational 

structure and processes are used to leverage IT resources to produce the information 

http://searchservervirtualization.techtarget.com/definition/systems-management
http://searchnetworking.techtarget.com/definition/networking
http://searchstorage.techtarget.com/definition/storage
http://searchdatacenter.techtarget.com/definition/IT
http://searchsoftwarequality.techtarget.com/definition/best-practice
http://searchsoftwarequality.techtarget.com/definition/best-practice
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required and drive the alignment, delivery of value, management of risk, optimized use 

of resources, sustainability and the management of performance. (IT Governance 

Network LLC., 2011) IT Governance is still a very young discipline. There are many 

different definitions of IT Governance available. A defenition that receives a lot of 

support is the one by Van Grembergen; ―IT Governance consists of a comprehensive 

framework of structures, processes and relational mechanisms. Structures involve the 

existence of responsible functions such as IT executives and accounts, and a diversity of 

IT committees. Processes refer to strategic IT decision making and monitoring. 

Relational mechanisms include business/IT participation and partnerships, strategic 

dialogue and shared learning‖ (Bon, J. V.  et al., 2007). The evolution of IT function in 

an organization can be graphically described as below. 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.4: Evolution of the IT Function within organizations 

Source: (Bon, J. V.  et al., 2007) 

                                                      

The differences between ITSM and IT Governance have been the subject of much 

confusion. These differences are, that IT service management focuses on efficient and 

effective supply of IT services and products and the management of IT operations, 

while IT Governance addresses the demands of contributing to business operations and 

performance, transforming and positioning IT in order to meet future business 

challenges. The relationship between ITIM and ITSM and IT Governance can be 

graphically represented as below (Sallé, M., 2004). 

http://www.itgovernance.com/
http://www.itgovernance.com/
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Figure 2.5: A relational model between IT Governance and IT services and operations 

Source: (Sallé, M., 2004) 

 

2.7 ITSM Frameworks  

Different literature defines IT frameworks as mentioned below. 

 

 An IT framework is defined as a basic conceptual structure used to solve or address 

complex issues (IT Governance Network LLC., 2011). 

 An IT framework is a coherent set of standards, guidelines, controls, best Practices 

and concepts (Rovers, M., 2006). 

 The characteristics of an IT framework are, it is a set of leading or good practices 

and it is reusable, flexible, extensible and descriptive (Noe, J. and Podemski, M., 

n.d.). 

 

Similarly for the implementation of ITSM it is important to have an ITSM framework 

which is a reusable, flexible, extensible and descriptive set of good practices, guidelines, 

controls and concepts. 

 

2.7.1 Overview of ITSM frameworks and best practices 

Organizations that are planning to implement IT best practices, need an effective 

management framework that provides an overall reliable approach and is likely to 

ensure successful business outcomes. To develop architecture for information 

technology service management and design integrated solutions, it is necessary to 

establish a common framework for delivering IT services. The model is a framework for 

organizing the assets that constitute an ITSM design. Using this framework, an 

http://www.itgovernance.com/
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organization can document the available set of IT services offered and understand how 

they are composed from inner-grained services delivered by internal or external 

providers (Zhao, C. Gao, F., 2008). Strong framework tools are essential to ensure that 

IT resources are aligned with an enterprise‘s business objectives, and that services and 

information meet quality and security needs (Năstase, P. Năstase,F. and Ionescu, C 

,2009). IT industry has developed some frameworks to manage organizations 

requirements. Organizations need to decide which framework will better manage their 

IT services, by considering the market and organization requirements (Office of 

Governance Commerce, 2007). Some firms constitute their own unique IT framework 

with attention to their organization requirements, such as Microsoft Operations 

Framework (MOF) which is especially for Microsoft Corporation. Other firms use the 

predefined popular frameworks, which are listed below: 

 

 ISO/IEC 20000: IT service Management 

 ISO /IEC 27002: Information Security Standard 

 ITIL: Information Technology Infrastructure Library 

 COBIT : Control Objective for Information and related Technology 

 CMMI : Capability Maturity Model Integration 

 Prince2: Projects in Controlled Environments 

 PMBOK: Project Management Body of  Knowledge 

 ISO/IEC 27001: Information security Management 

 Six Sigma 

 eTOM: Enhanced Telecom Operations Map  

 eSCM: eSourcing Capability Model 

 Balance scorecard 

 ISO 14000 

 ISO 9000 
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2.7.2 History of IT frameworks  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
         Figure 2.6 : Evolution of IT frameworks 

Source: (Cyouss,2007) 

 

 

 

2.7.3 Categorization of IT frameworks 

IT frameworks can be categorized in various ways as mentioned below. 

 

 

 

 Business related and IT related frameworks 

 

 

 

 

 

 

 

 
Figure 2.7: Business related and IT related frameworks 
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 According to the function of the framework 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 2.8: Categorization according to the function 

 

 According to the abstraction/diffusion of the IT framework 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.9: Categorization according to the abstraction/diffusion 
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2.8 ISO/IEC 20000 

 

ISO/IEC 20000 is originally developed by the British Standards Institution (BSI). It is 

an international standard that promotes an integrated process approach for delivering IT 

services that meet business and customer requirements. It defines a Quality 

Management System (QMS) for IT Service Management. In year 2000, the BSI 

developed a set of requirements for the delivery of IT services called BS 15000. In late 

2005, the International Standards Organization (ISO) accepted BS15000 as a new 

international standard called ISO/IEC 20000.The aim is to provide a common reference 

standard and a common terminology for any enterprise offering IT services. The 

requirements are organized into two primary categories as specification (part 1) and a 

code of practice (part 2) for service management.  It outlines processes for many areas 

from strategy to infrastructure, including planning and implementation, service delivery, 

resolution, control and release management. 

 

2.9 ISO /IEC 27002 

 

The international standard of IT security controls, ISO/IEC 27002:2005 was published 

by ISO and the IEC, which established a joint technical committee, ISO/IEC JTC 1, ISO 

27000 Directory (2005). Its goal is to provide information to parties responsible for 

implementing information security within an organization. It can be seen as a best 

practice for developing and maintaining security standards and management practices 

within an organization to improve reliability on information security in inter 

organizational relationships. It defines 133 security controls strategies under 11 major 

headings. This standard emphasizes the importance of risk management and makes it 

clear that it is not necessary to implement every stated guideline but only those that are 

relevant. 
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2.10 IT Infrastructure Library (ITIL) 

General recognition of service management needs in the late 1980s in the United 

Kingdom resulted in the definition and rise of ITIL, a set of books describes the best 

practices in several areas of service management. The latest version of ITIL is ITIL v.3. 

IT service management is concerned with planning, sourcing, designing, implementing, 

operating, supporting and improving IT services that are appropriate to business needs. 

ITIL provides a comprehensive, consistent and coherent best practice framework for IT 

service management and related processes, promoting a high-quality approach for 

achieving business effectiveness and efficiency in IT service management, ITGI (2008). 

ITIL is intended to underpin but not dictate the business processes of an organization. 

The role of the ITIL framework is to describe approaches, functions, roles and 

processes, upon which organizations may base their own practices and to give guidance 

at the lowest level that is applicable. To implement ITIL in an organization, a specific 

knowledge of its business processes is required to drive ITIL for optimum effectiveness. 

ITIL consists of the following main areas covering main aspects of a running IT 

organization:  

 Service Desk 

 Incident Management 

 Problem Management 

 Configuration Management 

 Release Management 

 Change Management 

 Availability Management 

 Service Level Management 

 Capacity Management 

 Financial Management  

 IT Service Continuity Management 
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 ITIL addresses five phases of service life cycle mentioned as below. 

1. Service strategy – The phase of designing and implementing service management 

as a strategic resource. 

 

2. Service design - The design phase of developing appropriate IT services, including 

architecture, processes, policy and documents. The design goal is to meet current 

and future business requirements. 

 

3. Service transition – The phase of developing and improving capabilities for the 

transition of new and modified services to production. 

 

4. Service operation – The phase of achieving effectiveness and efficiency in 

providing and supporting service in order to ensure value for the customer and the 

service provider. 

 

5. Continual service improvement- The phase of creating and maintaining the value        

for the customer by design improvement, service introduction and operation. 

 

 

2.11 COBIT - Control Objective for Information and related Technology 

COBIT stands for Control Objectives for Information and related Technology and it is 

an open standard for control over information technology, developed and promoted by 

the IT Governance Institute. COBIT is a globally accepted framework for IT 

governance based on industry standards and best practices. Once implemented, 

executives can ensure IT is aligned effectively with business goals and direct the use of 

IT for business advantage. COBIT provides a common language for business executives 

to communicate goals, objectives and results with audit, IT and other professionals. This 

framework identifies 34 information technology (IT) processes, a high-level approach to 

control over these processes, as well as 318 detailed control objectives and audit 

guidelines to assess the 34 IT processes. It provides a generally applicable and accepted 

standard for good IT security and control practices to support management's needs in 
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determining and monitoring the appropriate level of IT security and control for their 

organisations. 

Executives need confidence that they can rely on information systems and the 

information produced by those systems and get a positive return from IT investments. 

COBIT enables business executives to better understand how to direct and manage the 

enterprises‘ use of IT and the standard of good practice to be expected from IT 

providers. COBIT provides the tools to direct and oversee all IT-related activities. With 

the support of COBIT executives understand and manage IT investments throughout 

their life cycle and provides a method to assess whether IT services and new initiatives 

are meeting business requirements and are likely to deliver the benefits expected. 

Further COBIT is helpful in clear policy development, to manage IT-related risks, 

ensure compliance, continuity, security and privacy. Once the key COBIT principles 

relevant to an enterprise are identified and implemented, executives gain confidence that 

the use of IT can be managed effectively. 

The conceptual COBIT framework can be approached from three vantage points:  

 Information criteria (fiduciary, security and quality requirements) 

  Information technology resources (data, application systems, technology, facilities, 

people) 

 Information technology processes (planning and organization, acquisition and 

implementation, delivery and support, monitoring). 

 For example, managers may want to look with a quality, fiduciary or security interest 

(included in the framework as seven specific information criteria). An IT manager, on 

the other hand, may want to consider IT resources for which he/she is accountable. 

Process owners, IT specialists and users may have a specific interest in particular 

processes or activities/tasks. Auditors may wish to approach the framework from a 

control coverage point of view. These three vantage points are depicted in the COBIT 

cube. 
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Figure 2.10: The COBIT Cube 

Source: (Lainhart, J.W., 2012) 

 

2.12 Popularity of ITSM frameworks 

According to the survey carried out by the IT Governance Institute in 2008, it estimates 

that the ITSM framework with the highest adoption rate is IT Infrastructure Library 

(ITIL) and the adoption rate is 24%. The adoption rate of Control Objectives for 

Information and related Technology (COBIT) is 14%. ITSM methodologies and 

standards, especially ITIL (IT Infrastructure Library) have recently become a very 

popular approach and a widely used methodology to improve this organizational 

activity (Szabo, Z. Feher, P., 2009). According to the reports generated based on the 

survey responses held at itSMF National conference , Australia from 2007 to 2010 

(Cater-Steel, 2010),(Cater-Steel, 2009), (Cater-Steel, 2008), (Cater-Steel, 2007) The 

vast majority of organizations whose staff responded to the survey have adopted the IT 

Infrastructure Library (ITIL) and are making substantial progress in implementing this 

framework. Many organizations are also advanced in the implementation of Prince 2, 

Government standards, ISO 9001, Balanced Scorecard, and ISO/IEC 27001 

(Information Security).  
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Table 2.2: Popularity of ITSM frameworks 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Source: (Cater-Steel, A. Toleman, M. and Tan, W., 2010) 

 

 

2.13 ITSM Implementation  

Academic research on ITSM implementation is still in its early stages despite of its 

numerous appearances in the popular press and practitioners‘ magazines. Studies have 

focused on the adoption of ITSM as well as specific service oriented IT management 

concepts. One study estimated that 90% of United States companies are considering or 

currently using ITSM (Galup et al. 2009). ITSM implementation is important for an 

organization because IT services account for an estimated 70% to 80% of the 

expenditure of an IT organization (Orlov 2005).  

 

Summary of existing academic research literature on ITSM implementation 

Existing academic literature on ITSM merely presents the description of the areas 

documented on ITIL (Cervone 2008; Hendriks & Carr 2002) or analyzes adopters of 

ITIL through case studies (Hochstein et al. 2005; Cater-Steel, Tan et al. 2006; Kießling 

et al. 2009). Below is the list of most important academic literature found on ITSM 

implementation and some of them are merely on ITIL implementation. 
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 Service-Oriented IT Management: Benefit, Cost and Success Factors. In 

Proceedings of the Thirteenth European Conference on Information Systems, 

Regensburg (Hochstein et.al., 2005). 

 Evidence that use of the ITIL framework is effective.18th Annual Conference of 

the National Advisory Committee on Computing Qualifications, Tauranga, NZ. 

(Potgieter, et al., 2005). 

 Classifying ITIL Processes. In Proceedings of the First IEEE/IFIP International 

Workshop on Business-Driven IT Management (BDIM 2006) (Brenner, 2006). 

 Challenge of adopting multiple process improvement frameworks. In Proceedings 

of 14th European Conference on Information Systems (ECIS 2006). (Cater-Steel, 

Tan et al., 2006). 

 Transforming IT Service Management–the ITIL Impact. In 17th Australasian 

Conference on Information Systems, Adelaide (Cater-Steel, et al., 2006). 

 IT and business process performance management: Case study of ITIL 

implementation in finance service industry. In Information Technology Interfaces, 

2008. ITI 2008. 30th International Conference. (Spremic et al. 2008). 

 ITIL: a framework for managing digital library services. OCLC Systems & 

Services (Cervone, 2008). 

 Influence of IT Service Management on Innovation Management: First insights 

from exploratory studies. In itAIS 2009 VI Conference of the Italian Chapter of 

AIS (Kießling, et al, 2009) .                                                  

 An overview of IT service management. Communications of the ACM (Galup,  et 

al., 2009). 

 

The summary of the above academic researches is presented in Table 2.3  
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Table 2.3: Summary of Literature on ITSM implementation 

 

Author 

and date 

Approach Areas addressed 

Hochstein 

et.al., 2005 

Qualitative Researchers have analyzed six case studies and listed 

the below benefits of ITSM 

 Improvement of quality of IT services 

 Efficiency and optimization of processes 

 Transparency and comparability through process 

documentation and process monitoring 

 

Potgieter et 

al., 2005 

Qualitative Complete research on the effect of the 

implementation of ITIL on customer satisfaction and 

service quality. The research concludes that in the 

research site, a large service unit of Information 

communication Technology (ICT) in south Africa. 

There is a direct correlation between customer 

satisfaction, service quality and use of ITIL. 

 

Brenner, 

2006 

Conceptual This paper proposes ways of how the ITIL process 

can be implemented in efficient ways with process 

oriented tools such as workflow management 

systems. 

 

Cater-Steel, 

Tan et al., 

2006 

Conceptual 

and 

Qualitative 

This conference paper describes processes such as 

ITIL, CobiT, CMMI and ISO 9001 and possible 

motivations and challenges for their adoption. 

 

Cater-Steel, 

et al., 2006 

Qualitative In a case study of six companies they describe the 

challenges of adopting ITIL to be the following four 

factors: lack of management support, cultural change 

in terms of resistance, delays in choosing an 
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appropriate tool, and management problems for 

resources such as time, people and money. 

 

Spremic et 

al., 2008 

Qualitative In this paper, the researchers monitor an IT service 

provider in Croatia and apply various Key 

Performance Indicator (KPI) metrics before and after 

the implementation of various processes of ITIL.  

 

Cervone, 

2008 

Conceptual Provides overview of ITIL and suggest the three 

benefits of ITIL: cost reduction, improving customer 

satisfaction and improving the productivity of the IT 

department. 

 

Kießling et 

al, 2009 

Qualitative This research paper completes six expert interviews 

and concludes six factors as benefits of an ITIL 

adoption 

 Improvement of customer satisfaction 

 Improvement on internal processes 

 Standardization of processes 

 Improvement of service quality 

 Increase of efficiency 

 Improvement of return on investment 

 

Galup et 

al., 2009 

Conceptual Presents an overview on ITSM, their global impact 

and the current initiatives 

 

Source : (Scholar ONE, 2010) 

 

The implementation of ITSM in an organization can be a success or a failure as well. 

ITSM Watch columnist Eric Spiegel of Suntiva states that ―Whether you embark with 

great enthusiasm on an IT Service Management (ITSM) improvement project using 

ITIL, CMMI or some other process improvement approach, there are other factors, the 
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so-called ―soft factors‖, which have a very real impact on their success. These soft 

factors are really human-factors that everyone in IT (and the workplace in general), face 

every day: office politics, control issues, power issues, defense issues, you know them 

all. If you dismiss these and other human-factors as an irrelevant ―touchy/feely‖ 

moniker, you run the real risk of unnecessarily endangering the success of the overall 

ITSM endeavor‖ (Spiegel, E., 2010). There are many factors that affect the success of 

ITSM implementation.  

 

2.14 Critical Success Factors in ITSM Implementation 

A critical success factor (CSF) is something that must happen if a process, project, plan 

or IT service is to succeed. Key Performance Indicators (KPIs) are used to measure the 

achievement of each CSF (Rance et al., 2007).Studying the critical success factors is 

valuable for making sense of problems where many potential factors influence the 

outcome and where the researcher hopes to make a set of practical recommendations 

based on the most influential factors (Lam, 2005).In this research of identifying the 

challenges of implementing ITSM, the knowledge on CSFs plays and important role. 

There are many literature on the researches carried out to identify the critical success 

factors in implementing ITSM in an organization. Though all most all of them are 

specially confined to the implementation of the most popular framework ITIL and 

describe the CSF for ITIL implementation, the same CSFs affect the implementation of 

ITSM whatever the framework is used. 

 

It is shown by a survey conducted at the 2010 itSMF National conference in Melbourne 

that top rated five factors emerged among a list of 10 factors, on their ranking of 71 

effective responses. The factor identified as the most critical factor to successful ITSM 

implementation is the commitment from senior management. Top management can take 

a leadership role and adopt a longer-range perspective of the benefits thus ensuring 

sufficient allocation of resources and overcoming organizational resistance. Effective 

change management for user/customer is recognized as the second most important 

factor and having a champion to advocate and promote the ITSM framework is also 

highly ranked. Understanding of business needs, has received the third highest weighted 

score (Cater-Steel, 2010). In addition to that, some additional success factors are 
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recorded in the surveys conducted on the same annual conferences held for the past 

three years. They are clear and concise service management strategy, need to link ITIL 

to key business change, effective capability in organization change management, 

sufficient funding for ITSM initiative, ITSM training provided for IT staff, sufficient 

allocation of IT staff for ITSM implementation, ability of IT staff to adapt to change and 

documentation and integration of processes (Cater-Steel, 2010), (Cater-Steel, 2009), 

(Cater-Steel, 2008), (Cater-Steel, 2007). As the in-depth case study of the ITIL 

implementation experience of Queensland Health shows, some evident success factors 

could be recognized. Those are other organizations embarking on a similar endeavor are 

encouraged to leverage vendor expertise, from multiple vendors if necessary, and ensure 

technology transfer is effective to in-house staff. In addition to that, ensuring the 

alignment with corporate strategy, tracking according to the benefit realization, 

identifying the process owners, providing adequate resource and support are all the 

condition to make it successful (Wui-Gee Tan, 2007). 

 

In the study done by Aileen Cater-Steel on ―IT Service Departments Struggle to Adopt a 

Service-Oriented Philosophy‖ reports on recent surveys and case studies of 

organizations which have embarked on IT service management improvement. It 

highlights specific difficulties experienced by organizations. Six factors were found to 

be critical in achieving an effective service-oriented philosophy. The factors are support 

from senior management, the threat or opportunity to outsource IT services, integration 

of processes to provide end-to-end service, involvement of business stakeholders, 

culture change of IT staff to service excellence and the redesign of processes prior to 

investing in tools (Cater-Steel, 2011). Another case study of two American and 

Australian companies confirmed success factors including executive management 

support, interdepartmental communication and collaboration, use of consultants, 

training and careful software selection. Three new CSFs are identified as creating an 

ITIL-friendly culture, process as a priority, and customer focused metrics. These 

success factors were closely related and need to be carefully monitored and managed 

throughout all phases of implementation (Cater-Steel,2011). 

The crucial factor for success for these companies were showing the ―quick-wins‖ and 

significant benefits, emphasize on continuous improvement, marketing campaigns to 
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increase the acceptance and understanding, support of management in order to exert 

pressure, broad-based training and personnel development and formation of virtual 

project teams and leaders to integrate the new processes (Axel hochstein, 2005). The 

latest research conducted by fifteen experts from Norwegian Armed forces studied what 

is required when an IT department will be developed based on the best practice 

processes. A Delphi research method was used to identify twelve factors from plenty of 

proposed factors. The final ranking shows unambiguously that factors related to senior 

management and management in general, are the most important in the adoption of 

ITIL. Factor of ―managers at all levels must have ownership to the ITIL introduction‖ 

ranked first in this group (Jon Iden, 2010). The twelve factors are mentioned below. 

 

1.  Managers at all levels must have an ownership to the ITIL introduction. 

2.  Senior management must formally decide the introduction of ITIL. 

3. Identify and involve key personnel, and let them participate in the design and 

improvement of processes. 

4. Senior management must have knowledge about and understanding of what processes    

    orientation means. 

4. Start with and prioritize a few ITIL processes where there are greatest opportunities 

for success. 

5. Information, Characterized by openness, must be given up front to personnel and 

customers about what ITIL means, why ITIL is being introduced and what it will 

entail. 

6. General competence in process thinking, ITSM and ITIL must be provided for all   

concerned. 

8.  A modular ITSM system is needed and must be applied for all processes. 

9.  Plan for and communicate positive project results early and along the way. 

10. A specific training program for the ITIL introduction of the various processes must         

       be provided. 

11. Implement a standard system for measuring, analyzing, and reporting on service       

level. 

12. Be conscious about the fact that introducing ITIL means changing organizational 

culture. 
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2.15 ITSM Implementation in Telecommunication Industry 

Telecommunication industry which is one of the most important industries in any 

county, mostly dependant on IT services as many other industries. There are different 

views mentioned in literature on the importance of ITSM towards telecommunication 

industry.According to Akhilesh Tuteja, The executive director IT Advisory of KPMG in 

India ―As telecom is a technology driven industry where IT plays an important role in 

sustaining growth the telecom companies are compelled to strengthen their IT Services 

Management (ITSM) framework in alignment with the telecom environment and its 

challenges. The challenges before the Indian telecom companies are huge and a good 

ITSM framework is likely to enhance profit margins and provide a competitive edge 

over other service providers‖ (KPMG in India). 

 

A research paper on ITSM implementation in Chunghwa Telecom, Taiwan states that 

the benefits of implementation included a reduction in the incident occurrence rate, 

improvement in the availability of services, and reduction in the on-going maintenance 

costs of the system. In Chunghwa Telecom, the number of occurred incidents was 

reduced from an average of 50 to 15 incidents per month. The average time spent 

dealing with each incident was also reduced from an average of 20 hours to 26 minutes 

(Chen, I., et al.). 

 

The research done by Li Zhu, Meina Song and Junde Song University of Posts and 

Telecommunications, Beijing, China states in their research paper that ―with the 

improvement in the level of information technology, the application environment of 

telecommunications enterprises has become more and more complicated, and customers 

are demanding a good quality of service. Therefore, telecom operators need to introduce 

an ITSM (Information Technology Service Management) concept which is process-

oriented and be with the core of customer satisfaction and service quality to make a 

comprehensive, focused, effective monitoring and management to their network, host 

and database systems‖ (Zhu, L. et.al., 2009) . 

 

Among the literature there are failure stories of ITSM /ITIL implementation in 

Telecommunication organizations as well. A case study on an international telecom 
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company with more than 6,500 employees and annual revenue of $4 billion that has 

decided to implement ITIL to manage their IT service has ended up their journey with a 

failure. The reasons for this failure mentioned in the case study are (Matney, C., n.d.): 

 

 A conscious decision was made to separate the ITIL implementation team, both 

managerially and operationally. 

 

 The implementation plan illustrated the ideal model for telecom workflow but was 

completely incompatible with the real-world workings of this IT organization with 

its complex, patchwork infrastructure and non-standard structure. 

 

 Since the ITIL work was done in an ivory tower, the IT staff had not been on board 

since the project's inception. Communication problems were rampant as both the 

ITIL team and the IT organization struggled to create a common set of terminology 

and understand basic ITIL methodologies. 

 

 Meanwhile, the organization continued to grow, adding new lines of business for 

Voice over IP (VoIP) and acquiring another company. Finally, the ITIL initiative 

was pulled back and assigned to IT architects for overhaul. 

 

 The line-level IT staff had not been involved in the creation of these architectural 

blueprints. Instead, the architects worked as IT visionaries preferring not to get 

bogged down in the details of the daily tasks 

 

2.16 ITSM Implementation Challenges Identified in the Literature 

In the research done by Axel Hochstein, Gerrit Tamm and Walter Brenner the 

researchers have selected six European organizations and the status of IT service 

management before and after implementation of ITIL was analysed.It was found that 

the greatest challenge in implementing and establishing a service-oriented IT 

management was the lack of acceptance and misunderstanding of the necessity for 

introducing new processes (Hochstein, A et al., 2005). According to the ITSM 

workshop conducted by HP the main challenges in implementing ITSM are (Kelbrick 

C., 2003): 
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 People are not integrated and engaged in the change process 

 Leaders do not ―walk the talk‖  

 People fear the impact of new processes and technologies on their current jobs 

 

According to A.J.Keel, due to the conventional organization structures in IT 

departments moving from resource oriented environment to service oriented 

environment can be a big challenge when adopting ITSM. Further he mentions that the 

ITSM implementation challenges span to all four area of process, people, technology 

and data (Keel,A.J. et al., 2007). Further main ITSM implementation challenges 

identified in the literature can be summarized as below. 

 

Table 2.4: ITSM implementation Challenges identified in the literature 

 

Challenge Supporting literature 

Lack of acceptance 

 

(Hochstein, A et al., 2005) 

people are not integrated and engaged in 

the change process 

( Kelbrick C., 2003) 

Support from Senior management ( Kelbrick C., 2003) 

(Tan, W. et.al.. , 2009)  

(Cater-Steel et al.2008,2009,2010,2011) 

(Hochstein, et.al.. 2005) 

(Tan, W. et.al.,2007)  

(Iden, J. et.al. ,2010)  

(Pollard & Carter-Steel,2009) 

Organizational/Cultural resistance to 

change 

( Kelbrick C., 2003) 

(Carter- Steel, A. 2007)  

(Hochstein, et.al.. 2005)  

(Iden, J. et.al. ,2010) 

(Pollard & Carter-Steel,2009) 

Change of the organization structure of 

IT department 

(Keel,A.J. et al., 2007)  

(Tan, W. et.al.. , 2009) 

 

Creating awareness of the business 

purpose and the benefits of these 

practices 

(Tan, W. et.al.. , 2009) 

(Hardy, G., 2006) 

(Cater-Steel et al.2008,2009,2010,2011) 

(Iden, J. et.al. ,2010) 

 

Supporting decision making on which 

practices to use and how to integrate 

with internal policies and procedures 

 

(Hardy, G., 2006) 
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Selecting the right framework (Carter- Steel, A. 2007) 

 

Lack of internal skills/knowledge (Hochstein, et.al.. 2005) 

 (Tan, W. et.al.,2007)  

(Cater-Steel et al.2008,2009,2010,2011) 

(Iden, J. et.al. ,2010) 

(Pollard & Carter-Steel,2009) 

 

Lack of funding (Cater-Steel et al.2008,2009,2010,2011) 

(Hochstein, et.al.. 2005) 

Maintaining momentum (Carter- Steel, A. 2007) 

(Pollard & Carter-Steel,2009) 

 

Lack of resources (Pollard & Carter-Steel,2009) 

 

 

 

2.17 ITSM Audits 

ITSM audits are based on analysis of four key performance indicators in specific ways: 

 Growth and value, which involves tracking revenue growth against investment and 

utilization. 

 Budget adherence, which involves optimizing the use of available funds and 

avoiding unnecessary expenditures. 

 Risk impact, which involves identifying and evaluating the consequences of risks 

taken or avoided. 

 Communication effectiveness, which involves examining customer feedback and 

gauging customer satisfaction and awareness. 

A thorough ITSM audit allows enterprise executives and management personnel to 

determine the status of various processes and identify potential problem areas. In order 

to function well, ITSM requires in-house expertise. One way to ensure this is to have 

key individuals within the organization obtain ITIL Foundation certifications regulated 

by the ITIL Certification Management Board (ICMB). Third-party auditing is another 

option, although it carries some risk of product bias because outside auditors may have 

vendor-specific knowledge or preferences (Rouse, M., 2006). 

http://whatis.techtarget.com/contributor/Margaret-Rouse
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2.18 ITSM Implementation in Sri Lanka 

ITSM is fairly a new concept for Sri Lanka. During the literature survey it was noticed 

that the literature on any ITSM implementation in Sri Lanka is very rare. It was 

searched for literature on various IT framework implementation and certifications 

earned by Sri Lankan organizations. Eureka Technology Partners is the first company in 

Sri Lanka to receive the coveted ISO 20000 certification from the British Standards 

Institute. Eureka Technology Partners manages over 70 customers, located in over 15 

countries, delivering a comprehensive list of services such as Information Security 

Audits, Penetration Testing, Network Management and Monitoring, Help Desk Support, 

and Data Backup and Recovery Management (Daily News, 2008). The Scope of the 

certification is, IT Service Management System that covers the provision of IT 

infrastructure services such as data centres, servers, desktop management and 

monitoring, helpdesk operations and managed security service from within the 

boundaries of Eureka Technology Partners (APM Group, 2012). 

Millennium Information Technologies (Pvt) Ltd is a certified organization in Sri Lanka  

under the itSMF ISO/IEC 20000 Certification scheme. The Scope of the certification is 

the IT service management system of Millennium Information Technologies Private 

Limited, supporting the provision of IT infrastructure services to Millennium 

Information Technologies Software Private Limited (APM Group, 2012). Bharti Airtel, 

a leading global telecommunications company with operations in 19 countries across 

Asia and Africa, has achieved the ISO 27001:2005 certification in Sri Lanka from 

British Standards Institution (BSI) for its Information Security Management Systems 

(ISMS) (Airtel Sri Lanka, 2012). 

Sri Lankan Airlines, the National Airline of Sri Lanka is the largest international carrier 

serving the neighboring Maldives, and has a significant presence in South Asia.Sri 

Lankan Airlines has selected BMC Remedy Software to implement a comprehensive 

Information Technology Service Management (ITSM) platform. In order to support the 

significant growth in passenger traffic and cargo operations, Sri Lankan embarked on a 

journey to transform its IT environment with ITIL compliant BMC Remedy software 

that provides businesses with an integrated IT automation and management platforms a 
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single point of contact for their 5,000+ employees to monitor its customers‘ critical 

business needs, and manage the IT systems that support them (The Island, 2012). 
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CHAPTER 3 – RESEARCH METHODOLOGY 

 

This chapter is an in depth description on the research methodology. This chapter 

further describes the theoretical framework, variable identification, hypothesis 

development, research instrument development, identifying population, sampling, and 

finally data collection. 

 

3.1 Research Design 

A research needs a proper design or a structure before data collection or analysis can 

commence. A research design is not just a work plan. A work plan details what has to 

be done to complete a project. The work plan will flow from the project's research 

design. The function of a research design is to ensure that the evidence obtained enables 

the researcher to answer the initial research question as unambiguously as possible. 

Obtaining relevant evidence entails specifying the type of evidence needed to answer 

the research question.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.1: The research design 
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The research design for this research is built as described in figure 3.1.  This is an 

extended view of this research design described in figure1.1 in chapter 1, using the 

knowledge obtained during the literature review. This research design is built on the 

deductive research approach. 

 

3.2 Theoretical Framework 

A theoretical framework is a logically structured representation of concepts, variables 

and relationships like a theory but not necessarily so well worked-out. A theoretical 

framework guides the research, determining what things to measure, and what statistical 

relationships to look for. Theoretical frameworks are obviously critical and useful in 

deductive type of a research. Therefore the theoretical framework plays an important 

role in this research. The basis of this theoretical frame work is the literature review. 

The related literature for the research problem was reviewed extensively and identified 

the main concepts and the relationships between them. Then the variables and 

dimensions were identified based on that. The theoretical framework designed for this 

research is described in figure 3.2. 

 

 

 

 

 

 

 

 

Figure 3.2: Theoretical framework 
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3.3 Variables on Relationships 

Depending on the above theoretical framework, the independent variables, dependant 

variables and dimensions were identified as described below. The variable which is 

ITSM implementation challenges is identified as the dependant variable of the 

research.The researchers‘ main interests are focused on ITSM implementation 

challenges and the other variables are identified from the literature as the independent 

variables challenging ITSM implementation. 

 

 Managerial readiness of the organization 

 

It is understood that introducing any change in any organization is difficult and, 

therefore, leaders are encouraged to assess the readiness of their organization to adopt 

those changes in advance (Jalaldeen, Dr. Karim, and Asst. Prof. Dr. Mohamed, 2009). 

Any of the new process implementation in an organization requires the changes in the 

behavior of the members and the management of the organization. This variable 

describes the support extended by the management for the implementation of ITSM. 

This includes the perception and knowledge of higher management on ITSM and ITSM 

implementation benefits, allocation of resources and also the ability to adapt to changes. 

 

 Technical readiness of the organization 

 

Whenever a new process is adopted in an organization it is very important to check 

whether the available technical background is sufficient or more technical advances are 

required. Moving forward with the process implementation in absence of the required 

technical readiness may not lead to the expected outcomes from the process 

implementation. Therefore the technical readiness level of an organization is a definite 

challenge for ITSM implementation. This variable is considered under many 

dimensions such as the culture of the IT department, ability of changing IT systems, 

staff awareness and training on ITSM, initiatives taken by an organization for ITSM 

implementation. 
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 ITSM and business impacts 

 

Implementation of ITSM would have a definite impact on the organizations business. 

This impact may be either taken as positively or negatively by the organization and 

can be a challenge in continuing the implementation further. Also the identification 

and analysis of business impacts in advance would be a great support towards a 

successful implementation, overcoming the challenges. This variable discusses the 

impacts on business due to ITSM implementation such as monitoring of customer 

satisfaction and perception, inter-department cooperation and communication, 

organization quality standards, expected quality of service, increased morale of IT 

staff and measurement of Return on Investment (ROI). 

 

 ITSM and the regulatory environment 

 

Regulatory environment consists of laws and regulations that have been developed by 

the government or by the organization itself, in order to exert control over business 

practices. This variable considers labour laws, IT policies and IT audits in relation 

with ITSM implementation. 

 

  Project implementation capabilities 

 

For the success of any project implementation, the project implementation capabilities 

are important. These project implementation capabilities can have a relationship with 

the ITSM implementation and might act as a challenge as well. This variable covers 

the existing project management practices, ability of selecting the right project team, 

right framework for ITSM implementation and effective management of supplier 

relationships. 

 

With the help of the above and the variables derived from the theoretical framework the 

dimensions related to each of the independent variable were identified. Those 

dimensions are described in Table 3.1 
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Table 3.1: The variables and relevant dimensions identified 

 

 

 

Variable 

Type 

Variable Name Measurement Dimensions 

Independent 

Variable 

Managerial readiness 

of the organization  

management capabilities/support 

 

sufficient funding for ITSM implementation 

 

sufficient allocation of IT staff 

 

Adaptability of IT staff for change 

 

perceptions of management/IT staff/customers 

 

Independent 

Variable 

Technical readiness of 

the organization 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

number of staff and span of the organization 

 

cultures of the IT department 

 

Organization's requirements for ITSM 

 

Ability of IT department to change IT systems 

 

Early involvement of any ITSM consultants 

 

adhoc/disorganized/follow a regular 

pattern/documented/monitored/measured/automated 

 

 initiatives or progress 

 

centralization of IT 

 

ITSM training for staff and awareness 

 

 

Independent 

Variable 

ITSM and business 

impacts 

monitoring of customer satisfaction and perception 

 

Inter department cooperation and communication 

 

Organizational Quality standards, Expected QOS 

 

Increased morale of IT staff 

 

Measuring ROI 
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Independent 

Variable 

ITSM project 

implementation 

capabilities 

existing project management practices 

 

Selecting the right project team 

 

effective management of supplier relationships 

 

Selection of right tool set and framework for ITSM 

 

Independent 

Variable 

ITSM and the 

regulatory 

environment 

Labour laws, IT policies, audits 

 

 

 

3.4 Hypothesis Development 

 
Hypotheses were developed to measure the relationship between the identified dependent 

and independent variables using the identified dimensions. 

 

Hypothesis 1: 

Managerial readiness of the organization is a challenge for ITSM implementation. 

 

 

 

 

 

 

 

Hypothesis 2: 

Technical readiness of the organization is a challenge for ITSM implementation. 

 

 

 

 

 

 

 

H10: Managerial readiness of the organization is not a challenge for ITSM 

implementation 

H1a: Managerial readiness of the organization is a challenge for ITSM 

implementation  

 

H20: Technical readiness of the organization is not a challenge for ITSM 

implementation 

H2a: Technical readiness of the organization is a challenge for ITSM implementation 
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Hypothesis 3: 

Project implementation capabilities affect ITSM implementation. 

 

 

 

 

Hypothesis 4: 

Business impacts due to ITSM implementation have a relationship with the ITSM 

implementation in an organization. 

 

 

 

 

  

 

Hypothesis 5: 

Regulatory environment of an organization is affecting the implementation of ITSM in 

an organization. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

H30: Project implementation capabilities do not affect ITSM implementation. 

H3a: Project implementation capabilities affect ITSM implementation. 

 

H40: Business impacts due to ITSM implementation do not have a relationship with 

the ITSM implementation in an organization 

H4a: Business impacts due to ITSM implementation has a relationship with the ITSM 

implementation in an organization 

H50: Regulatory environment of an organization is not affecting the implementation 

of ITSM in an organization 

H5a: Regulatory environment of an organization is affecting the implementation of 

ITSM in an organization  
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3.5 Questionnaire Instrument Development 

 

This section discusses the detail analysis of the questionnaire and the preparation 

leading to it. The foremost focus of this section is to provide an overview of the type of 

questions used to measure each variable, number of questions used to measure a 

particular variable and various types of scales used to measure different variables. The 

questionnaire was designed based on the required information and the target 

respondents. The questionnaire was reviewed several times for checking the contents of 

the question, to develop the wording of the questionnaire and to put the questions into a 

meaningful order and format. A special attention was taken not to make the 

questionnaire lengthier which will make it a bore to the respondent.  

 

3.5.1 Pilot Questionnaire and preliminary survey 

 

The questions were prepared so that a question is included in the questionnaire to 

measure each and every dimension. The questionnaire is attached as Annex1 and the 

table 3.2 indicates the questions included for measuring each and every dimension. A 

preliminary survey was conducted using this pilot questionnaire. The designed 

questionnaire was distributed among ten respondents attached to IT department of Sri 

Lanka telecom PLC. The expectation of doing this preliminary survey was to get the 

feedback from the respondents on the clarity, relevancy of the questions and improved 

the questionnaire based on that. The quality if the questionnaire was improved and the 

questionnaire was finalized based on the feedback from the respondents participated in 

the preliminary survey and the feedback from the supervisor. 
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Table 3.2: The relationship between variables and the questions in the questionnaire 

 

 

Variable Type Variable 

Name 

Measurement Dimensions Relevant 

question 

number 

Independent 

Variable 

Managerial 

readiness of 

the 

organization  

management capabilities/support 8,23(a) 

sufficient funding for ITSM 

implementation 

9,23(d) 

sufficient allocation of IT staff 10,23(b) 

Adaptability of IT staff for change 11,23(f) 

perceptions of management/IT 

staff/customers 

18,23( e) 

Independent 

Variable 

Technical 

readiness of 

the 

organization 

number of staff and span of the 

organization 

1,2 

cultures of the IT department 6,23(p) 

Organization's requirements for 

ITSM 

18,25 

Ability of IT department to change 

IT systems 

12,23(h), 

24(g) 

Early involvement of any ITSM 

consultants 

13,23(m) 

Ad-hoc/disorganized/follow a 

regular 

pattern/documented/monitored/mea

sured/automated 

14,19 

 initiatives or progress 7,20,21 

centralization of IT 3,4 

ITSM training for staff and 

awareness 

17,22,23 (c ) 

Independent 

Variable 

ITSM and 

business 

impacts 

monitoring of customer satisfaction 

and perception 

5,24(b) 

Inter department cooperation and 

communication 

23(i),24(c), 

24(d) 

Organizational Quality standards, 

Expected QOS 

7,24(a) 

Increased morale of IT staff 24(h) 

Measuring ROI 23(j), 24( e), 

24(f) 
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3.5.2. Population and sample size 

In this research the population is the IT Managers in the telecommunication companies 

in Sri Lanka. There are eight major telecommunication companies in the country. 

Therefore the population is small and reachable. Hence having a pre-determined sample 

is not required for this research. 

 

3.5.3 Method of Data Collection 

Questionnaires were provided to IT staff of each of the eight telecommunication 

organizations and responses were gathered as mentioned below. 

 

The telecom organization Number of 

questionnaire provides 

Number of 

responses received 

Sri Lanka Telecom PLC 10 10 

Mobitel (Pvt) Ltd 10 10 

Dialog Axiata PLC 9 9 

Etisalat Lanka (Pvt) Ltd 7 6 

Lanka Bell Limited 8 6 

Suntel (Pvt) Ltd 5 3 

Airtel Sri Lanka 6 4 

Hutchison Telecommunication 

Lanka (Pvt) Ltd 

5 3 

Total 60 51 
Table 3.3: Responses from telecom organizations 

Independent 

Variable 

ITSM project 

implementati

on 

capabilities 

existing project management 

practices 

13,23(l) 

Selecting the right project team 23(k),10, 

23(o) 

effective management of supplier 

relationships 

16,23(m) 

Selection of right tool set and 

framework for ITSM 

23(n),21 

Independent 

Variable 

ITSM and the 

regulatory 

environment 

Labour laws, IT policies, audits 15,23(g) 

 

Dependent 

variable 

ITSM implementation challenges 23(a) to 

23(p),24,18,2

5,19,20,21 
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During the data collection it was able to collect 51 responses from IT professionals 

attached to various telecommunication organizations in Sri Lanka. The responses were 

gathered mainly by distribution the printed questionnaire and via an online web based 

questionnaire. Whenever there were incomplete questions the respondents were 

contacted over the phone and get the answers for the incomplete questions. When it is 

difficult to get the questionnaire filled by some intended respondents, they were 

contacted over the phone and the questions on the questionnaire were asked verbally 

from them over the phone and marked the answers 
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CHAPTER 4 - DATA ANALYSIS AND DISCUSSION 

 

This chapter includes the analysis of the data collected from the survey. Data analysis 

refers to the process by which large amounts of raw data is reviewed in order to 

determine conclusions based on that data. Data analysis is a technique that involves 

interpretation, evaluation and critiquing of data to derive a useful meaning. The 

conduct of this research entails a detailed account of the demographic profile of the 

organizations considered in the survey.  It is assumed that these attributes of the 

organizations influence the answers on the survey questions. This chapter further 

comprises of discussion on how well the sample represents the population of the 

research, reliability of the data collection instrument, quality of collected data and data 

analysis for hypothesis testing.  

 

 

4.1 Demographic Profile of the Organizations Considered in the Survey 

This section describes the demographics of the selected population. Analyzing these 

demographic data is useful in this research to get an idea on the general background of 

telecommunication organizations considered in the survey. Further these demographic 

data is useful to illustrate the need/importance of the research.The main factors 

considered under organizational demographic data are the size of the organization, IT 

staff availability in each organization, the extent to which the IT is centralized, the 

distribution of IT services, the culture of IT, awareness on IT service management, the 

process documentation, the management of relationships with vendors.  

 

4.1.1 Size of the Organization 

This describes the scale of each organization based on the total staff of each 

organization. Figure 4.1 describes the number of staff in each of the major telecom 

organizations in Sri Lanka. According to that Sri Lanka Telecom PLC is having the 

largest number of staff while Hutchison Lanka (Pvt) Ltd having the smallest number of 

staff. 
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Figure 4.1: Number of staff in each major telecom organizations in Sri Lanka 

 

4.1.2 IT staff availability  

 

According to the figure 4.2 Dialog Telekom is having the highest staff allocation for IT. 

Dialog Axiata PLC is having the highest percentage of IT staff. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.2: IT staff as a percentage of total staff in each telecom organization 
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4.1.3 Centralization of IT 

According to the gathered data it is observed that 92% of the telecom organizations IT 

side is managed by their own IT department and very few organizations have 

outsourced or decentralized IT. Few respondents have mentioned that they have a 

combination of IT services maintained by company‘s IT department, outsourced IT 

services and decentralized IT services. Further analysing the responses the Airtel Lanka 

(pvt) Ltd has completely outsourced their IT services. According to the responses 

received from the respondents from Dialog Axiata PLC it can be understood that they 

have a combination of IT services managed internally, outsourced and decentralized.  

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.3: Centralization of IT 

 

 

4.1.4 Distribution of IT services  

 

Figure 4.4 describes the types of IT services available in telecom organizations. From 

the data distribution it is observed that almost all of the organizations use IT services 

such as email, LAN, WAN, Network security, IT infrastructure support and IT 

helpdesk. But only some organizations provide IT services like IT repair centre, disaster 

recovery and software development. 
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Figure 4.4: Distribution of IT services 

 

4.1.5 IT culture 

The idea of this analysis is to find out the culture of the organisation as well as the 

culture of the IT. In some organizations IT is fully supporting the business to serve 

customers and to create a positive consumer experience at the point of sale and post-

sale. A customer-centric approach can add value to a company by enabling it to 

differentiate itself from competitors who do not offer the same experience. Some of the 

organizations the IT systems can be more revenue centric than being customer centric. 

Also IT can be mainly interested in achieving various business compliances. The IT 

section can be innovative as well by supporting the business for the development of new 

customers‘ value through solutions that meet new needs, inarticulate needs, or old 

customer and market needs in new ways.  

 

According to the data gathered the culture of the IT department of most of the telecom 

organizations is customer centric. It is about 51% of the total number of respondents. 

http://www.businessdictionary.com/definition/consumer.html
http://www.businessdictionary.com/definition/experience.html
http://www.businessdictionary.com/definition/point-of-sale-POS.html
http://www.businessdictionary.com/definition/value.html
http://www.investorguide.com/definition/company.html
http://www.businessdictionary.com/definition/competitor.html
http://www.businessdictionary.com/definition/offer.html
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Figure 4.5: Culture of IT in telecom organizations 

 

4.1.6. Awareness on ITSM standards & frameworks 

 

Most of the telecom organizations have awareness on ISO quality standards and ISO 

Information security standards. The awareness on ITIL and COBIT is relatively low in 

telecom organizations.  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.6: Awareness on ITSM standards in telecom organizations 
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Figure 4.7: Awareness on ITSM frameworks used in organizations 

 

The majority of respondents are not aware of any ITSM framework used in their 

organizations. Only 29% are aware of ITIL and COBIT as ITSM frameworks. 

 

4.1.7 Documentation of IT processes 

Process documentation is used to ensure employees understand the company‘s 

processes and knows which area to contact when there is a problem or a change is 

needed. It allows the employee to understand the entire flow of an organization or 

department. According to the gathered data about 32% of the respondents have IT 

processes properly documented in their organizations and 54% of the respondents have 

the process documentation in progress. The remaining 14% of the respondents have no 

idea on that or responded as not documented. 

 

 

 

 

 

 

 

 

Figure 4.8: Documentation of IT processes 
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4.1.8. Vendor relationship management for IT services 

 

In order to provide a better IT service or support to internal and external customers the 

organizational IT departments have to depend on vendors in many circumstances. A 

better relationship with these vendors plus a proper vendor management system, 

ultimately support to increase the quality of the IT services .According to the analysis of 

data the vendor relationship management for IT services in telecom organizations is at a 

poor stage. About 48% of the respondents are not aware about any vendor relationship 

management system in their organizations while 32% of the respondents have stated 

that they do not have such a system. 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.9: Availability of vendor relationship management system for IT services 
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4.2 Rules of Coding 

In the questionnaire most of the questions are qualitative questions. Coding was used to 

convert them in to quantitative and analyse. Table 4.1 shows the rules of coding used. 

 

Table 4.1: Rules of coding 

 

Variable Dimension Relevant 

Question 

Mark 

Managerial 

Readiness 

Adaptability of IT staff for change 

 

11 

23(f) 

1~5 

1~5 

management capabilities/support 

 

 

8 

23(a) 

1~5 

1~5 

perceptions of management/IT staff/ customers 

 

18 

23( e) 

1~5 

1~5 

sufficient allocation of IT staff 

 

23(b) 1~5 

sufficient funding for ITSM implementation 

 

9 

23(d) 

1~5 

1~5 

Technical 

readiness of the 

organization 

Ability of IT department to change IT systems 

 

 

 

12 

23(h) 

24(g) 

1~5 

1~5 

1~5 

Ad-hoc/disorganized/follow a regular 

pattern/documented/monitored/measured/auto

mated 

 

14 

19 

1~4 

1~5 

Early involvement of any ITSM consultants 

 

 

13 

23(m) 

1~5 

1~5 

initiatives or progress 

 

20 1~5 

ITSM training for staff and awareness 

 

 

17 

23 (c) 

1~5 

1~5 

ITSM project 

implementation 

capabilities 

effective management of supplier relationships 

 

 

16 

23(m) 

1~3 

1~5 

existing project management practices 

 

13 

23(l) 

1~5 

1~5 

Selecting the right project team 23(k) 

23(o) 

1~5 

1~5 

Selection of right tool set and framework for 

ITSM 

 

 

23(n) 1~5 
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ITSM & 

regulatory 

environment 

Labour laws, IT policies, audits 15 

23(g) 

1~5 

1~5 

ITSM & Business 

Impact 

Inter department cooperation and 

communication 

 

 

23(i) 

24(c) 

24(d) 

1~5 

1~5 

1~5 

Measuring ROI 

 

 

 

23(j) 

24( e) 

24(f) 

1~5 

1~5 

1~5 

monitoring of customer satisfaction and 

perception 

 

5 

24(b) 

1~5 

1~5 

ITSM 

Implementation 

 

Current level of implementation 

 

 

19 

20 

1~5 

1~5 

Implementation challenges 

 

 

23(a) to 

23(p) 

1~5 

1~5 

 

 

4.3 Reliability Analysis 

In a research, the term reliability means "repeatability" or "consistency". A measure is 

considered reliable if it would give the same result over and over again assuming that 

what is measured is not changing. There are various methods of measuring the 

reliability of a data set. 

 Inter-Rater Reliability 

 

 Test-Retest Reliability 

 

 Parallel-Forms Reliability 

 

 Internal Consistency Reliability 
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Figure 4.10: Different type of reliability testing  

Source :(Hayes B., 2011) 

In this research the internal consistency of the items is measured using cronbach alpha. 

The cronbach alpha coefficient was calculated using the statistical software SPSS.  

Cronbach's alpha generally increases when the correlations between the items increase. 

The closer cronbach‘s alpha coefficient is to 1 the greater the internal consistency of the 

items in the scale. A commonly accepted rule of thumb for describing internal 

consistency using cronbach's alpha is as follows: 

Table 4.2: Interpretation of cronbach's alpha values 

Cronbach's alpha Internal consistency 

α ≥ .9 Excellent 

.9 > α ≥ .8 Good 

.8 > α ≥ .7 Acceptable 

.7 > α ≥ .6 Questionable 

.6 > α ≥ .5 Poor 

.5 > α Unacceptable 

Source: (George, D., and Mallery, P., 2003) 

Inter-Rater Reliability- 

 

different people, same test 

 

Test Retest Reliability- 

 

same people, different times 

Parallel-forms Reliability- 

 different people, same time, different test. 

 

Internal consistency- 

  

Different questions, same construct. 

http://businessoverbroadway.com/author/bobhayes
http://changingminds.org/explanations/research/design/types_reliability.htm#par
http://changingminds.org/explanations/research/design/types_reliability.htm#int
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Initially the cronbach alpha coefficient was measured using 11 samples and next the 

same was measured for 37 samples. Finally the cronbach alpha calculation was done 

using the responses of all 51 questionnaires. The results are shown in the table 4.3. 

Table 4.3: Cronbach alpha coefficient for each variable 

 

 

 

 

Variable 

Type 

Variable 

Name 

Relevant 

question 

numbers 

Cronbach 

Alpha 

(for 11 

samples) 

Cronbach 

Alpha 

(for 37  

samples) 

Cronbach 

Alpha 

(for 51 

samples) 

No. 

of 

items 

Independent 

Variable 

Managerial 

readiness of 

the 

organization  

8,23(a) 

0.815 

 

0.706 

 

 

 

 

0.972 10 
9,23(d) 

10,23(b) 

11,23(f) 

18,23( e) 

Independent 

Variable 

Technical 

readiness of 

the 

organization 

23(p) 

0.435 

 

0.66 

 

 

 

 

 

0.963 

 

9 

18 

12,23(h) 

13 

19 

20 

17,23 (c ) 

 

Independent 

Variable 

ITSM and 

business 

impacts 

5 

-0.944 

 

0.669 

 

 

0.945 
3 

23(i) 

23(j) 

 

Independent 

Variable 

ITSM project 

implementatio

n capabilities 

23(l) 

0.661 

 

0.635 

 

 

 

0.921 5 

23(k), 

23(o) 

23(m) 

23(n) 

Independent 

Variable 

ITSM and the 

regulatory 

environment 

15,23(g) 

0.648 

 

0.733 

 

 

0.938 2 

Dependent 

variable 

ITSM 

implementatio

n 

23(a) to 

23(p),18,

19,20 
0.839 

 

0.743 

 

 

0.95 19 
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4.4 Descriptive Analysis of Independent and Dependent Variables 

4.4.1 ITSM and business impacts 

 

Figure 4.11 shows mean distribution of ITSM and business impacts. The average mean 

of the distribution is 3.02 and standard deviation is 0.598. The distribution of this 

variable is very close to the normal distribution. According to the empirical rule 95% 

data lie between 1.824 and 4.216.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.11: Frequency Distribution of ITSM and business impacts 

 

 

Table 4.4: Descriptive statistics of ITSM and business impacts 
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4.4.2 ITSM and regulatory environment 

 

Figure 4.12 shows mean distribution of ITSM and regulatory environment. According 

to the graph the distribution is close to normal distribution. The average mean of the 

distribution is 2.64 and standard deviation is 0.822.According to the empirical rule 95% 

data lie between 0.996 and 4.284.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.12: Frequency distribution of ITSM and regulatory environment 

 

 

Table 4.5: Descriptive statistics of ITSM and regulatory environment 
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4.4.3 ITSM Project Implementation capabilities  

 

According to the mean distribution of the variable ITSM and project implementation 

capabilities, the average mean of the distribution is 3.23 and standard deviation is 0.629. 

The distribution of this variable is very close to the normal distribution. According to 

the empirical rule 95% data lie between 1.972 and 4.488 and 68 % of data lie between 

2.601 and 3.859 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.13: Frequency distribution of project implementation capabilities 

 

 

 
Table 4.6: Descriptive statistics of project implementation capabilities 
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4.4.4 Managerial readiness of the organization 

 

Figure 4.14 below, describes the mean distribution of the variable managerial readiness 

of the organization. The average mean of the distribution is 3.00 and standard deviation 

is 0.445. According to the empirical rule 95% data lie between 2.11 and 3.89. The 

distribution of this variable is very close to the normal distribution. 

 

 
Figure 4.14: Frequency distribution of managerial readiness 

 

 

 

Table 4.7: Descriptive statistics of managerial readiness 
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4.4.5 Technical readiness of the organization 

 

According to the mean distribution of the variable technical readiness of the 

organization, the average mean of the distribution is 2.9 and standard deviation is 0.465. 

According to the empirical rule 95% data lie between 1.97 and 3.83. The distribution of 

this variable is very close to the normal distribution. 

 

Figure 4.15: Frequency distribution of technical readiness 

 

 

 
 

Table 4.8: Descriptive statistics of technical readiness 
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4.4.6. ITSM implementation 

  

The mean distribution of the variable ITSM implementation is described in figure 4.16. 

The distribution of the variable is close to normal distribution. The mean is 2.72 and the 

standard deviation is 0.593. 95 % of the data lie between 1.534 and 3.906. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.16: Frequency distribution of technical readiness ITSM implementation 

 

 

Table 4.9: Frequency distribution of technical readiness ITSM implementation 
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4.5 Hypothesis Testing 

 

Hypothesis testing or significance testing is a method for testing a claim or hypothesis 

about a parameter in a population, using data measured in a sample.There are four basic 

steps in hypothesis testing 

 

Step 1: State the hypotheses. This step is already done in the previous chapter 2. 

 

Step 2: Set the criteria for a decision. To set the criteria for a decision, it is stated the 

level of significance for a test. The likelihood or level of significance is typically set at 

5% in behavioral research studies. When the probability of obtaining a sample mean is 

less than 5% if the null hypothesis were true, then it is concluded that the sample 

selected is too unlikely and the null hypothesis is rejected. 

 

Step 3: Compute the test statistic. This will produce a value that can be compared to the 

criterion that was set before the sample was selected .In this research the person 

coefficient is used. The Pearson correlation coefficient is a measure of the strength of 

the linear relationship between two variables. It is referred to as Pearsons correlation or 

simply as the correlation coefficient. If the relationship between the variables is not 

linear, then the correlation coefficient does not adequately represent the strength of the 

relationship between the variables. 

 

Step 4: Make a decision. The decision on the relationship was made based on the results 

of mean distribution of each relationship. If the significance value >=0.05 it was 

decided that there is no significant relationship between the variables and if the 

significance value <0.05 it was decided that there is a significant relationship between 

the variables. The strength of the relationship was decided based on the person 

coefficient (r). 

 

 

javascript:glossary('linear_relationship')
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If  r = +.70 or higher  Very strong positive relationship  

+.40 to +.69   Strong positive relationship  

+.30 to +.39   Moderate positive relationship  

+.20 to +.29  Weak positive relationship  

+.01 to +.19   No or negligible relationship  

-.01 to -.19   No or negligible relationship  

-.20 to -.29   Weak negative relationship  

-.30 to -.39   Moderate negative relationship  

-.40 to -.69   Strong negative relationship  

-.70 or higher   Very strong negative relationship  

This section analyses the data using IBM SPSS Statistic 19 software. Bivariate 

correlation analysis method was used in testing hypothesis. 

 

 

Hypothesis 1: 

H10: Managerial readiness of the organization is not a challenge for ITSM 

implementation 

H1a: Managerial readiness of the organization is a challenge for ITSM implementation  

 

Table 4.10: Mean distribution for Managerial readiness 

 

 

 

 

 

 

 

 

 

 

 

According to the results of the correlation test between the two variables, the Pearson 

correlation between the two variables is 0.690 and significant value is 0.000(<0.05). 

This implies that there is a significant correlation between the two variables. According 

to the value of the Pearson correlation the relationship between the two variables is 

strong and positive. Therefore H10 can be rejected. 
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Hypothesis 2: 

H20: Technical readiness of the organization is not a challenge for ITSM 

implementation 

H2a: Technical readiness of the organization is a challenge for ITSM implementation 

Table  

 
Table 4.11: Mean distribution of technical readiness 

 

The table 4.11 shows the results of the correlation test between the two variables. The 

significant value is 0.000(<0.05) and this implies that there is a significant correlation 

between the two variables. The Pearson correlation between the two variables is 0.628 

which implies there is a strong positive relationship between the two variables. 

Therefore H20 can be rejected. 

 

Hypothesis 3: 

H30: Project implementation capabilities do not affect ITSM implementation. 

H3a: Project implementation capabilities affect ITSM implementation.  

 
Table 4.12: Mean distribution of Project Implementation capabilities 
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According to the correlation testing between the two variables the significant value is 

0.000 which is less than 0.05. The value of the Pearson correlation is 0.563. These 

results indicate a significant, strong and positive relationship between the two variables. 

Therefore H30 can be rejected. 

 

Hypothesis 4: 

H40: Business impacts due to ITSM implementation do not have a relationship with the 

ITSM implementation in an organization 

H4a: Business impacts due to ITSM implementation have a relationship with the ITSM 

implementation in an organization 

 

Table 4.13: Mean distribution of ITSM and business impacts 

 

 

 

 

 

 

 

 

 

 

According to the results of the correlation testing of the two variables the significant 

value is 0.000 and Pearson correlation is 0.676 and it means that there is a strong 

positive relationship between the two variables. Therefore H40 can be rejected. 

 

Hypothesis 5: 

H50: Regulatory environment of an organization is not affecting the implementation of 

ITSM in an organization 

H5a: Regulatory environment of an organization is affecting the implementation of 

ITSM in an organization  
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Table 4.14: Mean distribution of ITSM and regulatory environment 

Correlation testing of the two variables gives a Pearson correlation of 0.479 and a 

significant value of 0.000. This means that there is a significant relationship between the 

two variables and it is a strong positive relationship. Therefore H50 can be rejected. 

 

4.6 Summary of the Results of Hypothesis Testing  

 
Table 4.15: Summary of hypothesis testing 

 

Hypothesis 

name 

 

Variable 

name 

Pearson 

Correlation 

 

Significant 

level 

Result 

(Accepted) 

 

H1 Managerial 

readiness 

0.690 0.000 H1a - Managerial readiness 

of the organization is a 

challenge for ITSM 

implementation  

H2 Technical 

readiness 

0.628 0.000 H2a - Technical readiness of 

the organization is a 

challenge for ITSM 

implementation  

H3 Project 

implementati

on 

capabilities 

0.563 0.000 H3a - Project implementation 

capabilities affect ITSM 

implementation 

H4 Business 

impacts due 

to ITSM 

0.676 0.000 H4a - Business impacts due 

to ITSM implementation have 

a relationship with the ITSM 

implementation in an 

organization 

H5 Regulatory 

environment 

of the 

organization 

0.479 0.000 H5a-Regulatory environment 

of an organization is affecting 

the implementation of ITSM 

in an organization 
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CHAPTER 5 - CONCLUSION AND RECOMMENDATIONS 

 

5.1 Introduction  

 

This chapter mainly describes the findings of the research and how far the research 

findings are supporting to achieve the objectives described in chapter 1. The objectives 

of the research are  

 

1. Identify the current level of ITSM implementation in Sri Lankan 

telecommunication organizations. 

2. Identify the issues in implementing ITSM for Sri Lankan Telecommunication 

sector.  

3. Develop a guideline for the implementation of ITSM based on the above research 

findings, so that any telecommunication organization implementing ITSM can 

refer. 

 

Based on the findings of the research, this chapter describes the recommendations to 

overcome the identified challenges and successfully implement ITSM for a 

telecommunication organization in Sri Lanka.  

 

5.2 Research Discussion  

 

Telecommunication sector of Sri Lanka is one of the main local industries having a very 

high competitiveness. ITSM supports any organization to improve its performance and 

gain a higher competitiveness. Therefore ITSM implementation is very important to a 

sector like telecommunication. In an era where Sri Lanka is heading towards to make 

ICT the knowledge hub of Sri Lanka, it is important to find out how far the local 

telecommunication sector has identified this need to improve their performance and 

competiveness. Also it is important to find out what are the obstacles and challenges 

these organizations are facing when implementing ITSM and how to overcome them. In 

this section it is described the findings received from the research for above questions.  
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5.2.1 The current level of ITSM implementation in Sri Lankan Telecommunication   

sector  

In this research, first it was tried to get an idea of the nature of IT requirements and the 

ways of catering those requirements in different telecommunication organizations. The 

first component of this assessment 

 involves obtaining an understanding of the current status of ITSM within the sector. 

This includes identifying the critical IT services that the IT departments must deliver to 

the user community and correlating the appropriate IT assets to each service. As per the 

analysis done in chapter 4 on the distribution of IT services in telecommunication 

organizations, almost all of the organizations use IT services such as email, LAN, 

WAN, Network security, IT infrastructure support and IT helpdesk. But only a few 

organizations provide IT services like IT repair center, disaster recovery and software 

development.  

 

According to the gathered data it is observed that 92% of the telecom organizations the 

provisioning of IT services are centralized. IT side is managed by their own IT 

department and very few organizations have outsourced or decentralized IT. Also the 

culture of the IT department of most telecom organizations is customer centric. Next it 

was analyzed for the current level of ITSM in telecom sector. Most of the telecom 

organizations (62 %) have awareness on frameworks like ISO quality standards and ISO 

Information security standards (46%). The awareness on frameworks such as ITIL and 

COBIT is relatively low in telecom organizations. Even though that some organizations 

have partially implemented the frameworks ITIL, COBIT most of respondents are not 

aware that those are used in their organizations. Each company and each IT department 

has their unique standards. Many companies that claim, that they do not have ITSM 

implemented, have already dealt with the issue of disruption in the operating workflow 

and frequently using their existing standard procedures. Maturity levels and experience 

of companies are different and the process prioritization differs from company to 

company.  
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5.2.2 The challenges in implementing ITSM for Sri Lankan telecommunication 

organizations  

Managerial readiness of an organization is important for the success of any project. This 

research proves (hypothesis 1) that it is same for the implementation of ITSM in an 

organization. Managerial readiness mainly includes management capabilities to 

implement a new project. The project management knowledge, skills, an ability to 

overcome resistance is certainly important when implementing ITSM in a 

telecommunication organization. Apart from that the management should be ready to 

provide their support for ITSM implementation by allocating sufficient funds and staff 

for the implementation works. From a project management perspective, the 

management support, finance commitment, project execution and leadership, 

investment and return were regarded as the challenging areas for implementing ITSM. 

From an organizational perspective, challenges were also identified in regards to 

changing organizational culture, justifying the changes and overcoming employee 

resistance.  

 

Similarly according to the outcomes of the research (hypothesis 2) the technical 

readiness of the organization is a challenge for ITSM implementation. The organization 

should be technically ready for an ITSM implementation. The organization should first 

understand their requirements for ITSM. The actual implementation of ITSM requires 

careful analysis of the organizational requirements and priorities, and the design of an 

approach that suits the organizations‘ unique circumstances. As most of the Telecom 

companies in Sri Lanka have centralized their IT departments the culture of the IT 

department and the ability of IT department to change IT systems and involvement of 

consultants at early stages is important for a successful ITSM implementation.  

 

According to the hypothesis 4, Most of the staff in local telecommunication 

organizations are aware of the business impacts due to ITSM implementation such as 

monitoring of customer satisfaction and perception, interdepartmental cooperation and 

communication, organizational quality standards, increased morale of IT staff and 

believes that it has a relationship with the ITSM implementation in an organization.  
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Regulatory environment of an organization consists of laws and regulations that have 

been developed by management of the organization or by government in order to exert 

control over business practices. The regulatory environment of a telecom organization 

relevant to ITSM implementation covers labour laws, IT policies and various IT audits. 

These research findings (hypothesis 5) indicate that this regulatory environment of an 

organization is affecting the implementation of ITSM in a local telecommunication 

organization.  

 

According to the findings of the research (hypothesis 3) project implementation 

capabilities like existing project management practices, selecting the right project team, 

effective management of supplier relationships and selection of the right toolset and the 

right ITSM framework affect ITSM implementation. That is, a successful ITSM 

implementation cannot be carried out without the above. Any of the ITSM frameworks 

do not offer a clear-cut implementation technique. The implementation mechanism is 

left for the implementer to decide upon.  

Below are the factors, this research identifies as the challenges for implementing ITSM 

for a telecom organization in Sri Lanka.  

 

 Lack of Management support 

A strong consistent senior management support is a most important requirement for 

a successful ITSM implementation. Any organization considering to implement 

ITSM should link initiative with corporate strategy to secure executive support 

before proceeding. The active involvement of the members of the top management 

is essential. 

 Not having a right understanding of the requirements for ITSM implementation and 

awareness of the business impacts due to ITSM implementation  

The organization should have a right understanding on the requirement of ITSM   

and should engage right people. Also the organization should make all the staff 

aware on the requirement of ITSM and the importance of implementing it. 
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 The culture of the IT department  

The culture of the IT department of the organization should be a friendly and 

supportive culture for ITSM implementation. This will help to reduce the change 

resistance from IT staff and also the ability the change or modify the IT procedures 

and systems as desired for ITSM implementation. 

 

 Early Involvement of consultants and identifying the correct framework 

It is important to get the early involvement of the experienced consultants for ITSM 

implementation. Although this is initially a cost for the organization this will 

greatly help to reduce the unnecessary costs and wastage of time due to mistakes 

and incorrect decisions due to lack of experiences. 

 

 Regulatory environment of the organization  

       The regulatory environment of organisations should be able to accommodate ITSM    

        implementation. The  ITSM implementation or  the procedures  implement due  to    

        ITSM implementation should be align with the existing polices, frameworks of the  

        organization. 
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5.3 Recommendations to Overcome the Identified Challenges 

This research identifies the above as the challenges in implementing ITSM in a 

telecommunication organization. This section of the chapter is providing the 

recommendations for a successful ITSM Implementation in a telecom organization 

based on the challenges identified. Many of the identified challenges can be overcome 

with the correct management techniques. During the research it was experienced that 

the implementation of IT service management is a process that cannot be carried out in 

panic. There is no clear-cut implementation technique for ITSM implementation but the 

implementer or the implementation teams always try to find the answers for below 

questions.  

 

 Where is the organization at the moment? 

 What are the expectations of the organization? 

 How to reach those expectations? 

 

First the management should identify the exact requirement for implementing ITSM. It 

is the responsibility of the management to be aware of the business impacts of ITSM 

and make the rest of the staff aware of them. The management should identify the 

implementation teams and provide training on ITSM or any specialized ITSM 

framework which is planned to be used for the implementation. Also the management 

should be able to identify any requirement on consultancy and get the support of 

consultants for implementation. Further in implementing ITSM a special care should be 

taken to implement the processes in such a manner that the effect to the culture of IT 

department and the requirement to change the existing IT systems are minimized.  
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5.4 Proposed Process for ITSM Implementation in a Sri Lankan 

Telecommunication Organization 

Depending on the research findings and proposed recommendations a detailed process 

can be proposed for implementing ITSM for telecommunication organization as 

described below. This proposal can be presented in four phases.   

         

Phase one- Forming teams  

Three types of ITSM implementation teams can be proposed to form as below. 

 Steering Group:  

A group of members from the top management will act as a steering group for the 

project, bringing in other parties as required to make sound decisions.  

 Implementation Teams: 

Implementation teams for each specific process will incorporate selected members 

and key staff managers in each area.  

 Focused implementation team: 

A focused implementation team is focused in aligning a selected process with ITSM 

and headed by a manager who is also a member of the ITSM implementation team 

.This focused implementation team should be excluded from the operational staff.  

 

Phase two - Planning and Initiation  

After forming the teams the next step is planning the implementation and initiating it. 

The steering group along with the implementation team should study the issues in day 

to day IT service provisioning activities. These issues should be obtained by discussing 

with the staff of all layers, so that it helps to minimize the change resistance form them 

during the implementation process. Then the implementation team should identify the 

processes linked with those issues. It is important to get the existing process 

documented and identify the causes for the issues and gaps in the current process. Next 

the service levels should be defined and the key performance factors should be 

identified. Next various ITSM frameworks should be studied and a suitable framework 

should be selected for the implementation. After studying the selected ITSM framework 

further, the awareness and training on ITSM and the selected frameworks should be 

provided to all levels of staff in the IT department. At this stage the steering group 
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should prioritize the issues found in the current processes and should assign to solve 

each of the prioritized issues to an implementation team depending on the capabilities of 

its members.  

 

Phase Three – Implementation  

Phase three is the most important and the most difficult phase. The managers 

responsible for solving issues should further study the relevant business process and the 

assigned issue and also the selected ITSM framework. The implementation team 

together with focused implementation should be able to understand the ITSM 

framework and convert them to clear easily understandable language. They should be 

able to streamline the business process according to the selected ITSM framework. The 

streamlined procedures should be discussed with the team and management and with the 

steering group and then documented.  

 

Phase Four – Consolidation and continuous development 

In this phase the implementation should be evaluated for positive outcomes and should 

work on the continuous development of it. A way of measuring the actual effectiveness 

and comparing that to anticipated results should be available. It is required to establish 

baseline measurements in order to capture the before snapshot of the organization‘s 

performance prior to any ITSM engagement. Then, after implementing new processes 

or improvements, trend and compare the new (after) results to the before results to see 

how performance has improved. Even when the desired state is reached successfully, 

considering for new opportunities to improve and streamline the operations is important.  

Also it is the responsibility of the manager to make the documented procedure in to 

practice and update the documented procedure as well for any modification of the 

business process. Below are the important steps to achieve that. 

 Document internal procedures and align with ITSM framework and formalize the 

processes for documentation control. 

 Improve processes for greater effectiveness and efficiency  

 Initiate regular quality oriented review of processes 

The below figure 5.1 gives a pictorial overview of the suggested procedure for ITSM 

implementation. 
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Figure 5.1: Suggested procedure for ITSM Implementation 

Document the process and bring it to practice 

Improve the business process giving priority 

to people and processes 

Document control process 

Regular quality oriented review of processes 

Phase 4 

Prioritized issue list 

Issue 1 -…………….. 

Issue 2 - ……………. 

Issue 3 - ……………. 

Decide suitable ITSM framework 

and provide training and awareness 

Form a suitable focused team for issue n 

Study ITSM framework, business process 

and Issue (n) 

Streamline the business process with ITSM 

framework solving Issue (n) 

Discuss with SG and staff and document the 

streamlined procedure. 

Identify the issues in the current 

processes and relevant processes 

List the identified issues 

Prioritize the issues based on their 

criticality  

Phase 2 

Staff 

Identify the ITSM requirements and 

discuss the issues in current process 

with all layers of staff 

Phase 1 

SG IM 

SG- Steering Group (consists of 

chief officers) 

FIT-Focused Implementation Team 

(Consists of managers) 

IM-Implementation Team 

(Consists of DGMs and GMs) 

Phase 3 
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5.5 How does the Proposed Process for ITSM Implementation in a Sri Lankan 

Telecommunication Organization Overcome the Identified Challenges? 

 

 Lack of Management capabilities: 

A focused implementation team for implementation of each process should be 

selected based on the existing capabilities of its members. Since the process 

streamlining is carried out sequentially the team members should have a chance of 

identifying their own weaknesses and improving their management capabilities. 

 

 Project management knowledge, skills and capabilities: 

When forming implementation teams, it is important to include a person with good 

project management background for each team. So that he/she can support the other 

members to improve their knowledge and capabilities on project management. 

 

 Ability to overcome change resistance:  

The need for the change should be raised from the staff itself. The issues in existing 

IT services and procedures should be listed discussing with the staff. This will 

greatly help to reduce the resistance to change. 

 

 Right understanding of the requirements for ITSM implementation:  

In order to overcome this challenge it is required to analyse the IT services related 

issues and  requirement for ITSM implementation initially and make it simple and 

clearly communicate to all staff. At the same time the staff should be clearly 

explained how ITSM implementation will help p to solve the identified issued and a 

view on comparison of existing and expected environment.  

 

 The culture of the IT department: 

An ITSM implementation can affect the usual culture of the IT department slightly 

or greatly depending on the gravity of the issues. Trying to minimize this cultural 

change  by adapt the process in a manner so that it aligns with the existing culture 

as much as possible is much more better than creating a vast cultural change which 

may affect the employees.  
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 Early Involvement of consultants: 

Since the top management of the company is also participating in the ITSM 

implementation as members of steering group it is easy to convince them the need 

for any early consultancy. 

 

 Awareness of the business impacts due to ITSM implementation: 

The best way to create awareness among the staff and convince them the business 

impacts due to ITSM implementation is doing it practically and convincing. One 

process can be implemented completely and compare the before and after situation 

and show the staff how it impacted the business. 

 

 The ability of IT department to change IT systems: 

When implementing ITSM, the priority should be given to people and processes. 

The IT department should be able manage the changes to IT systems as well. 

Therefore before publishing any process, the implementation team should discuss 

with the IT department regarding any changes required in the IT systems. If there 

are any complex changes or expensive changes the implementation team can work 

together with the IT team to minimize the complexity or the cost. 

 

 Regulatory environment of the organization:  

Regulatory environment consists of laws and regulations that have been developed 

by the organization itself, in order to exert control over business practices such as 

HR policies, IT policies and IT audits. To overcome this challenge by minimizing 

the impact of those to the ITSM implementation, it is important that the 

implementation team should have a good knowledge on such controls. 

 

 

 

 

 

 



 

87 

 

5.6 The Significance of the Research  

 

During the literature review it was noticed that there is not much literature available for 

IT service management in Sri Lankan context. Although this research is confined to 

telecommunication industry, it helps to fill that gap in the literature. Although this 

research was carried out focusing only on telecommunication industry, the 

recommendations challenges can be same for other industries as well and they can use 

the recommendations of this research to overcome the challenges in implementing 

ITSM. During the research it was observed that many telecommunication organizations 

have not implemented ITSM and even the organizations who have implemented have 

not done it completely. The Sri Lankan telecommunication industry although aware of 

ITSM and its importance, has not moved much towards implementing it fully to 

improve the quality of their IT services. Currently like many other industries 

telecommunication industry is also having the trend of adopting ITSM. In such a 

situation the findings of this research and the suggested recommendation will be 

helpful. Even for the telecom organizations who have implemented ITSM halfway can 

use the outputs of this research to complete the implementation 
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APPENDICES 

 

APPENDIX A- Survey Questionnaire  

 

Questionnaire – Challenges in implementing IT service Management 

(ITSM) 

for Telecommunication sector in Sri Lanka 

 
Dear colleague, As a part of my MBA I have selected a research study on the topic of 

―Challenges in implementing IT service Management (ITSM) for Telecommunication 

sector in Sri Lanka." You are kindly invited to participate in this research and your 

responses will be strictly confidential. Data from this research will be used in an aggregate 

basis without individualizing and will be used only for academic purpose. Therefore your 

prompt and valuable support is highly appreciated. Thanking you in advance.  

 

P.A.M.D.Perera (MBA (IT) 2010 -University of Moratuwa) 

 

 Organization’s current back ground on IT services – Please tick the correct 

answer(s)  

 

1. How many staff do you have in your organization? ……………………………. 

2. How many staff do you have in your organizations‘ IT department? …………..  

 

3. How are the IT services provided to your organization? 

a. By company‘s IT department    

b. IT department is outsourced    

c. IT services are decentralized    

 

4. What are the main IT services provided by your organization to all departments? 

a. LAN/WAN/Server Management    

b. Email        

c. IT Infrastructure support (PC/Laptops)   

d. IT Help desk       

e. IT repair center      

f. Network security      

g. Software development     

h. Disaster recovery      

i. Other (please specify)…………………   

 

5. As an internal customer of the IT services of your organization are you satisfied with 

the quality of the IT services provided? (Please mark only one answer) 

a. Highly satisfied    b. Satisfied   

c. Neutral     d. Not satisfied  

e. Highly dissatisfied  
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6. How do you describe the culture of your IT department? (Please mark only one 

answer) 

a. Customer centric    b. Revenue centric  

c. Compliance centric   d. Innovative   

e. Other (Please specify………………………) 

 

7. What are the other internationally recognized IT related standards implemented or 

implementation in progress at your organization? 

a. ISO – Quality standard   b. ISO - Information security standard  

c. COBIT     e. ITIL      

d. Other (Please specify………………………) 

 

8. How do you rate the level of support received from top management in your company 

for a newly proposed IT project? (Please mark only one answer) 

a. Very High    b. High    c. Satisfactory  

d. Poor     e. Very poor   

 

9. What is your opinion on budget allocation for IT related projects in your 

organization? (Please provide one answer) 

a. Provides more than the required budget     

b. Provides a satisfactory budget      

c. Provides budget only for a few selected routine projects   

d. Getting budget allocated for a new IT project is really hard  

e. Other (Please specify………………………………………….……) 

 

10. What is your opinion about staff availability for a new IT project team? (Please 

provide one answer) 

a. More than enough staff available for a new IT project team     

b. New staff can be requested and recruited within a short period specially for the new 

project             

c. A new IT project team always has to be formed with existing staff  

d. Forming a project team for a new project is really hard      

e. Other -------------------------------------------------------- 

 

11. According to your past experience, what is your opinion on adaptability of the IT 

staff for new systems, processes? (Please provide one answer) 

a. Very easily adapted        

b. Getting adapted with less resistance     

c. High resistance before adapting      

d. The level of resistance may vary from project to project   

e. Other ……………………………………………………… 

 

12. According to your knowledge, what is your opinion about the flexibility of IT 

systems /Infrastructure of your company for implementation of new IT projects? (Please 

provide one answer) 

a. Very flexible  b. Can be managed  c. Not flexible enough  

d. Not flexible at all  e. Other ………………….. 
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13. What is the level of getting external consultancy for new IT projects in your 

organization? (Please provide one answer) 

a. Very high   b. High   c. Moderate   

d. Low    e. Nil    

 

14. Does the processes for providing various IT services are well documented and 

monitored at your organizations‘ IT department? (Please provide one answer) 

 

a. Yes         b. No       c. In progress       d. No idea  

 

15. How often do you have IT related audits in your IT department? (Please provide one 

answer) 

a. Every month    b. Once in every six month    b. Once in a year   

d. Very rarely     e. Not at all      

 

16. Does your organization has a vendor monitoring and vendor relationship 

management programme? (Please provide one answer) 

a. Yes        b. No       c. No idea     

 

Awareness on Organizations’ IT Service Management (ITSM) Practices 

 

17. How do you rate your knowledge on IT service management? (Please provide one 

answer) 

a. highly knowledgeable     b. having a considerable knowledge    

c. Having a slight awareness     d. Not much aware      

e. Nil       

 

18. How do you rank the importance of IT service management for the benefit of the 

core business of your organization? (Please provide one answer) 

 

a. Highly important    b. Moderately Important   

c. Marginally Important   d. Not important    

e.    Importance is unknown  

 

19. Does your organization currently practice IT service management? (Please provide 

one answer) 

 

a. Fully practiced               b. Partially practiced                  

c. Practiced in few selected areas  d. Not practiced                  

e. Unaware if currently practiced  

 

20. If your organization attempted to practice IT service management at *any* level, 

how do you rate the implementation of ITSM? (Please provide one answer) 

 

a. In a majority of the instances successfully completed                                     

b. Implementation is in progress         

c. Implementation at planning stages                    
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d. Any implementation activity yet to start                                 

e. Attempts to implement were complete failures    

 

21. What are the IT Service management frameworks in practice at your organization? 

a. ITIL        

b. Cobit        

c. Other proprietary frameworks    

d. internally developed practices and frameworks  

e. Ad-hoc practices      

f. No idea       

 

22. Have you attended any IT service Management related Workshops, Certification 

exams? (Please provide one answer) 

Yes     No    

If yes please specify …………………………….. 

 

IT Service Management (ITSM) Implementation  

23. Considering the current status of ITSM implementation at your organization, how 

would you rate the following barriers to ITIL implementation in your organization? 

(Where 1 = Not an obstacle, 2 = Occasional obstacle in few instances, 3 = Minor 

obstacle,4 = Moderate obstacle, 5 = Major obstacle) 

 

 

 

 

 

 

 

 

 

 1 2 3 4 5 

a)Lack of Executive sponsorship      

b)Lack of resources (time or people)      

c)Lack of internal knowledge/skills relating to ITSM      

d)Lack of funding/cost of adoption      

e)Business understanding of ITSM implementation objectives      

f)Organizational resistance to change      

g)Existing IT polices ,processes and procedures in place      

h)Adaptability/Flexibility of existing systems/infrastructure      

i)Interdepartmental Communication and Collaboration      

j)Measuring  Return on Investment (ROI)      

k)Project management capabilities      

l)Existing Project Management Practices      

m)Getting the external vendor support      

n)Selection of right ITSM framework      

o)Maintaining momentum/ progress stagnates      

p)The culture of the IT department      
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24. If your organization has done ITSM implementation to a certain extent, how would 

you rate the improvement in the following areas? (Where 1= No improvement, 2=Few 

selected improvements, 3= Minor improvement, 4=Moderate improvement, 5=Major 

improvement) 

 

                                                                      

 

 

 

 

 

 

 

 

 

 

 

 

25. According to your understanding, please prioritize the areas where the IT service 

management should be implemented first. (Starting from 1 for highest priority) 

 

a. LAN/WAN/Server Management    

b. Email  remove     

c. IT Infrastructure support (PC/Laptops)   

d. IT Help desk       

e. IT repair center      

f. Network security -remove    

g. Software development     

h. Disaster recovery      

i. Other (please specify)…………………   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 1 2 3 4 5 

a)Service Quality      

b)Customer satisfaction      

c)Standardized process adoption across all of IT      

d)Interaction of IT with rest of business      

e)Reduction in IT downtime      

f)Financial contribution of IT to the business      

g)Change Management      

h)Morale of IT staff      


