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Linking ICT Procurement
To IT Service Management

Weds 12-Nov-2003

Adtranz | Barkland | Blackpool Hotel & Guest House Association
Bombardier | Broadways Stampings | Castrol | Corporate Credit

DaimlerChrysler | Devil's Guide | East Lancs Careers Service
ELTEC | Galloway's Society For The Blind | Gateshead MBC

Halo Retail | Kelland | Lancashire Fire & Rescue Service
Lancaster University Mgt School | LAWTEC/Business Link

LEGO | M6 Papers | Nottingham City Council
Pinacl Communication Systems | Red Box Design Group

RNIB | Royal & SunAlliance
Svenska Cellulosa Aktiebolaget | Synchromatic | Turtle Wax

“Ensuring clients use IT that fits.”
Delivering process, impartiality, knowledge,
reliability & savings on:
- ICT management best practice;
- ICT system & value reviews;
- ICT procurement, supplier evaluation
   & system selection.
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ITSM Into Procurement
�Objectives

�Typical procurement failures
�Show robust ICT procurement process
� Illustrate major deliverables
�Relate to ITSM (ITIL objects)

�Sources for method & presentation
�Heritage – Prince, LBMS, Kepner-Tregoe
�System & supplier selection projects
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Process strengths
�Understanding of risks

�Avoid poor fit & ‘package’ modifications
� Informality often loses control
�Must compare systems to requirements

�Rigour deters unscrupulous vendors
�Strong contract as free by-product
�Two-way links exploit ITSM elements

4

©
 IT

 E
va

lu
at

io
n 

Lt
d,

 1
0-

03
w

w
w

.it
ev

al
ua

tio
n.

co
.u

k

Quality & security management

Context
Business (strategy, objectives, resources)

Programme & project management

Scoping Risk
management

ICT
procurement

IT Service
Management 

Business/IT alignment, IT strategy, e-business strategy

Project
scope

Project
approach

New system

Current items

Requirements
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Principles
�Cost of change curve (=> redundancy)
�Management attention curve
�Management by exception

• Progressive shortlisting / police by exception
�Stakeholders
�Model-building to test requirements
�Rational decision-making – ‘evidence’
�Project & management effectiveness
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Management attention curve
Decisions: scale & number Poor MAC

Effective MAC
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Scoping process
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Procurement process – summary
�Project start-up

• Scope, finance, phasing
� Interviews for requirements definition
�Agree RDD

• Revise Requirements Definition Document
�Market-place trawl

• Usually after requirements
�Shortlisting

• By Request For Information (RFI)
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Process – summary (B)
�Evaluation

• Including visits by evaluation team
�Scoring of candidates

• Possibly internal systems
�Demonstrations & reference sites
�Selection, negotiations & contract
� Installation

• Post-implementation & benefits reviews

Scoring to pick a winner (SDa)

Package + Supplier Evaluation Shortlist After Responses To Requirements Document IT Evaluation Ltd

Service Desk System Scoring Spreadsheet Perfect Package A Package B
Categ Requirement Title Nbr Wgt Max MatchA Fit Xtd Fit % MatchB Fit Xtd Fit %
CfM Record both hardware & software assets 0081 5 15 3 15 100% 2 10 67%
CfM Manage assets for their full lifecycle 0082 3 9 2 6 67% 3 9 100%
CfM Automatic IT asset capture/audit 0083 4 12 0 0 0% 2 8 67%
CfM Report software license compliance 0084 3 9 1 3 33% 2 6 67%
CfM Track normal assets per user 0085 5 15 2 10 67% 3 15 100%
CfM Record installations 0086 3 9 0 0 0% 2 6 67%
CfM Manage costs including depreciation & roll-up 0087 3 9 2 6 67% 3 9 100%
CfM Alerts for maintenance, leases & contracts 0088 2 6 1 2 33% 2 4 67%
CfM Track loan items with overdue & history 0089 1 3 0 0 0% 3 3 100%
CfM Total 87 42 48% 70 80%
InM Track valid users by HR integration 0094 4 12 2 8 67% 3 12 100%
InM Allow user to book incident directly 0095 3 9 1 3 33% 3 9 100%
InM Capture all support incidents by customer & asset 0096 5 15 2 10 67% 3 15 100%
InM Allocate standard incidents types & descriptions 0097 4 12 2 8 67% 3 12 100%
InM Make incident active immediately or in future 0098 1 3 1 1 33% 2 2 67%
InM Assign call to analyst/team based on skills 0099 2 6 3 6 100% 2 4 67%
InM Reassign incident (by drag & drop) 0100 3 9 1 3 33% 2 6 67%
InM Escalate outstanding incidents 0101 4 12 2 8 67% 2 8 67%
InM Provide incident statistics 0102 4 12 2 8 67% 2 8 67%
InM View support history including by user, item & cost 0103 2 6 2 4 67% 3 6 100%
InM Search incidents with personal searches 0104 3 9 1 3 33% 2 6 67%
InM Total 105 62 59% 88 84%
Supplier Soundness of supplier 0158 4 12 3 12 100% 3 12 100%
Supplier Reference sites 0159 3 9 3 9 100% 2 6 67%
Supplier Training available from author 0160 4 12 3 12 100% 1 4 33%
Supplier ITIL-certified consultants 0161 4 12 3 12 100% 1 4 33%
Supplier Relevant data migration experience 0162 1 3 1 1 33% 3 3 100%
Supplier Formal implementation method 0163 3 9 3 9 100% 2 6 67%
Supplier Total 57 55 96% 35 61%
Grand Total 249 159 64% 193 78%
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Evaluation process  (Rfi)

Package + Supplier Evaluation Shortlist After Responses To Requirements Document IT Evaluation Ltd

E-Learning Package Scoring Spreadsheet Perfect Package A Package B
Categ Requirement Title Nbr Wgt Max MatchA Fit Xtd Fit % MatchB Fit Xtd Fit %
Event Mgmt Manage resource inc allocation to course present'ns 0081 5 15 3 15 100% 2 10 67%
Event Mgmt Course venues inc external conference hotels 0082 3 9 2 6 67% 2 6 67%
Event Mgmt Cancel event registration inc waiting lists & billing 0083 2 6 0 0 0% 2 4 67%
Event Mgmt Optimise resource usage 0084 1 3 0 0 0% 2 2 67%
Event Mgmt Student/instructor meals/refreshments/dietary needs 0085 5 15 2 10 67% 3 15 100%
Event Mgmt Management reports such as division performance 0086 3 9 0 0 0% 2 6 67%
Event Mgmt Skills matrix - Lecturer/Presenter/Instructor 0087 4 12 2 8 67% 3 12 100%
Event Mgmt Track student progress inc assignments, test results 0088 2 6 1 2 33% 2 4 67%
Event Mgmt Pre-course learning pack 0089 4 12 1 4 33% 3 12 100%
Event Mgmt Total 87 45 52% 71 82%
Global Multiple user time zones on 1 central system 0090 4 12 2 8 67% 3 12 100%
Global User interaction in their preferred language 0091 1 3 0 0 0% 3 3 100%
Global Customer downloads courseware in preferred format 0092 5 15 2 10 67% 2 10 67%
Global Digital rights management (DRM) - piracy protection 0093 2 6 2 4 67% 3 6 100%
Global Total 36 22 61% 31 86%
Tech & Design Define user profiles with personalisation 0094 5 15 3 15 100% 2 10 67%
Tech & Design Comply with AICC, IEEE, IMS & ADL SCORM 0095 2 6 3 6 100% 2 4 67%
Tech & Design Load courseware from tools eg AuthorWare, P'Point 0096 5 15 1 5 33% 2 10 67%
Tech & Design Support downloadable formats inc MP3 & WAV 0097 4 12 2 8 67% 2 8 67%
Tech & Design Support streaming formats inc RM 0098 3 9 2 6 67% 2 6 67%
Tech & Design Integrate with HR systems 0099 4 12 2 8 67% 3 12 100%
Tech & Design Budgets (cross-charge) & revenue targets (ext sales) 0100 2 6 1 2 33% 2 4 67%
Tech & Design Total 75 50 67% 54 72%
Supplier Consid Soundness Of Supplier 0101 4 12 3 12 100% 2 8 67%
Supplier Consid Reference Sites 0102 3 9 3 9 100% 1 3 33%
Supplier Consid Training Available from Author 0103 4 12 3 12 100% 1 4 33%
Supplier Consid Relationship With 3rd-Party Help Desk 0104 3 9 3 9 100% 1 3 33%
Supplier Consid Relevant Data Migration Experience 0105 4 12 0 0 0% 3 12 100%
Supplier Consid Formal Implementation Method 0106 3 9 3 9 100% 1 3 33%
Supplier Consid Total 63 51 81% 33 52%
Grand Total 261 168 64% 189 72%

(B) List – input to weighting

(F)
 Process 

for
scoring

 [0-3]

Name
Appointments: Automatic Letter Confirming Appointment

Issues

Ease of generating letter, including name & address details

Extent of support for picture data

0 1 2 3

Text & code data supported

Use additional software to
display image such as
map

Text & code data supported

Use built-in facility to display
image such as map

(G) Definitions – performance needed for given score – one
sheet per requirement – one entry for each score awarded

(A) Requirements/criteria

(A.2)
ToC
for

titles

Note A, G & H become attachments to contract

(H) Scores & weights combined

Reverse engineering
to prompt interviewees (C)

Process
for

weighting
[0-5]

(E)
Shortlist

(D)
Shortlisting

via RFI
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The human dimension
�Empowering – ops people consulted

�Active listening - aspirations at all levels
�Collects ‘invisible’ knowledge

� Intolerant of mis-matched systems
�Decision makers get peace-of-mind
� IT gets buy-in
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Config mngt

Incident mngt

Problem mngt

Change mngt

Release mngt

Serv level mngt

Financial mngt

Capacity mngt

Serv cont’y mngt

Avail’y mngt

ITIL � Procurement process
Scoping

Requirements

Trawl/shortlist
Evaluation

Scoring
Demo & ref’c

Negotiation

Installation

I’structure, s/w & app mngt

Service catalogue � Project scope 
Customer lists � Interviewees 

SLAs, costs � Project budget  ITSM Process diagrams � RDD
SD Incident reports � RDD

Service cat & avail’y plan � RDD

CMDB � Std infrastruct reqts 

Root cause analysis � RDD 

Candidates � longlist
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Config mngt

Incident mngt

Problem mngt

Change mngt

Release mngt

Serv level mngt

Financial mngt

Capacity mngt

Serv cont’y mngt

Avail’y mngt

Procurement process � ITIL
Scoping

Requirements

Trawl/shortlist
Evaluation

Scoring
Demo & ref’c

Negotiation

Installation

I’structure, s/w & app mngt

SLAs � Vendor contract

Fin plan / assets / forecast � Negotiation 

Capacity plan � Sizing 

Risk & continuity � Vendor MTBFs 

CMDB � Negotiated kit / relationships
Service desk � Supplier contacts

Service desk � New customers & incident types
Change schedule � Testing, project plan

Release schedule � Project plan
Negotiated/installed system
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Further information.

 
Martin Tate, IT Evaluation Ltd, Preston 01772 752704 
martin.tate@itevaluation.co.uk 07885 491197 

 

www.bcs.org.uk/consult/creg/tatem 
British Computer Society status, specialisms & ethics 

 

www.lums.lancs.ac.uk/staffProfiles/People/MDD/00000188 
Lecturing topics in business schools 

 
www.govinfo.co.uk/archive.php 
Method article ‘How to Select Your New E-commerce System’ 

 
 

Client 
references  
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Ref: itSMF-Conf-2003-MartinTate-ITEvaluation-LinkProcurementITSM.doc ITIL Into Procurement - With Service Desk Examples
02-Oct-2003 Page 1

Origins & Heritage Of The Method

This section shows the originators of the various aspects of this method.

OCG – standards in UK government IT

Prince project management method, including ‘PCB’ and project sponsor.

Kepner/Tregoe – formal decision-making techniques

Mandatory requirements.

Scoring techniques (part of).

LBMS – methods & Case tools

Analysis and (some) project management methods.

Tasklist and original forms (paper-based selection method) c1988.

Scoring techniques (part of).

IT Evaluation – further development/application of method

Scoring definitions.

Use of project documents as attachments to contract.

Use of PC packages, CASE tools and product databases to aid productivity, including
client management system for calls, fax shots, e-mail shots and project history log.

All formats shown, including advanced use of word processor and spreadsheet for
document automation, plus fax package or mass e-mail for RFI.
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Selected Example Formats From The System Selection Method

Sample RDD page (prime list of requirements)

This illustrates the main Requirements Definition Document format, and typical
wording of requirements.

� Note the wording states the objective, not the method of achieving it – this is a
statement of business need rather than a program specification.

� Also note that targets are quantified where possible. This makes it easier to
measure the performance of candidate systems, and to verify the implementation
has met its objectives.

See example extract overleaf.



C. Prime List: Requirements, Grouped By Function
Section: Configuration Management (CfM) System Selection For Service Desk Tools  Generic Requirements

© IT Evaluation Ltd Ref: RDD-ServiceDesk-Generic.doc
20-May-2003 Page 30

Configuration Management (CfM)

Record both hardware & software assets 0081

The system must record both hardware & software configuration items.

� Different data will be needed for the two types.

� There should be at least three user-defined fields available.

� Report which assets are in use and how often.

� Mark assets critical to the business continuity plan.

� Report assets with outstanding faults.

Manage assets for their full lifecycle 0082

Track IT assets from request (with option for requisition/approval), to purchase and delivery. Record
installation date and who by (may be supplier or staff member).

Record maintenance attention including parts.

Mark for retirement. Capture decommissioning date, choosing disposal method (such as Sale) from a
user-defined picklist.

Automatic IT asset capture/audit 0083

The system should discover configuration items on workstations, either directly through a network or
from diskette/CD (which will probably involve a separate ‘capture agent’).

� The system should support Windows versions 98, NT, 2000, XP & 2003. The network is Cat-5
with TCP/IP as the sole protocol.

� Capture system configuration information including CPU type/speed, OS, RAM & BIOS data,
disk/diskette profile, video, mouse, all system devices, CD/CDW/DVD and printer(s).

� Distinguish between laptops and desktops (preferably by another means than model number).
Record if a laptop can be docked (such as presence of docking station).

� Capture legacy startup files such as Autoexec.bat, Win.ini - recording the date/time of the file.

� Keep a history of changes.

� It is also desirable to audit over the Internet, subject to security controls.
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Sample RFI page

Example of the sort of form faxed or e-mailed to system suppliers, for them to ‘turn
round’ – complete and send back.

� Note use of closed questions.

� There will normally be predetermined thresholds or acceptable answers in the
right hand column. Faxed supplier copies will have these suppressed by using
hidden text. E-mail needs a separate document version with the answer column
blanked.

See example extract overleaf.



System Selection – Request For Information – SD Example

Ref: RFI-Ex-SD.doc System Selection – Request For Information – SD Example
20/05/03 Page 4

5. Configuration Management

5.1 Does the system record both hardware and
software assets that are treated by the
organisation as configuration items?

5.2 Are user-defined fields available on the asset
register? How many?

5.3 Will the system ‘discover’ configuration items
on workstations, either directly through a
network or from diskette/CD? Does it support
at least Windows NT, 2000 and XP over Cat-5
network with TCP/IP?

5.4 Does the system keep a history of changes to
assets?

5.5 Does the system manage costs including cost
roll-up from depreciation and expenses?

5.6 Are costs attributed to cost centres?

5.7 Does the system raise alerts for maintenance,
leases and contracts, including when assets are
retired or contracts have expired?

5.8 Does the system support relationships between
items to create a Configuration Management
Database (CMDB)?

6. Package History & Market Penetration

6.1 What year and month was the first version of
the package released?

6.2 For the user base within the UK give the:

(a) estimated number of user organisations;

(b) estimated number of user individuals?

6.3 Give examples of other customers using the
system.

• Is there a typical customer profile,
including company turnover, number of
employees and industry?
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