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Abstract

This report presents a case study that leads w@nalysis of ITstrategy in telecommunication sector
Bangladesh for a case company. The case compdmandgalink (BL), the one of the leading telecomization
service operator in Bangladesh, with over tw-six million mobile subscribers. banglalink’s nagwf tusiness is
highly technology dependent. Its entire operat®directly or indirectly dependent on technology.&consister
IT framework can ensure that IT investments woutived business areas to meet their goals. Howewer|Tr
framework was founddopted during my survey period in banglalink. Tkeeart includes the results found frc
both the interview and the survey conducted toecblihe necessary data for a deeper analysis. Adlgsis is done
using several well known methods and framewaFinally ITIL has been suggested as the possiblgdmework
which can be implemented throughout the organimatfoption of a structured IT framework would eleathe
organization to perform its business in an ordarlg effective manner benefitince customers and, in the proce

aid in its own competitiveness and gro\
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Introduction

Information  Technology Infrastructu
Library. A standard noproprietary approach fc
managing IT that helps make business sense of,
standards, and processes. A framework to
practices to manage ITSM (IT Service Managem:
Areas of focus incldes service delivery and servi
support. Recently some features like Security
Risk Management, Infrastructure Managem
Application Management are added. This is
framework that align IT services with current ¢
future needs of business and custosnas well a
improve quality of IT services delivered. The m
benefit of implementing ITIL is that of reducindet
long-term cost of service provisioning.

Brief Overview of Relation ITIL with
Business

The Information Technology InfrastructL
Library is a set of concepts and policies for mamg
information ~ technology  (IT) infrastructur
development and operations. ITIL is the most wic
accepted approach to IT Service Management it
world. It pranotes a quality approach to achiev
business effectiveness, economy and efficiencie:
use of information systems. The ethos behind
development of ITIL is the recognition tt
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organizations are becoming increasingly depen
on IT in order to atisfy their corporate aims al
meet their business needs. ITIL is a cohesive
practice framework, drawn from the public &
private sectors internationally. It describes
organization of IT resources to deliver busin
value, and documents processfunctions and role
in ITSM. ITIL is to be adopted and built upon by
organization as per its purposes and needs. IT
supported by a comprehensive qualifications schi
accredited training organizations, and implemeaote
and assessment tools. today's competitive marke
being ITIL complaint is a definitive edge over 1
competitors.

Information  Technology Infrastructu
Library (ITIL) is a series of books that are usedatd
the implementation of a framework for IT Serv
Management(ITSM). Being a framework, it i
completely customizable for application within
type of business or organization that has a rediam
IT infrastructure. The ITIL originated as a coliect
of books each covering a specific practice wit
ITSM. ITIL books are developed by Office
Government Commerce, U.K. (OGC). It is 1!
world's defacto standard best practice framework
ITSM. OGC also has qualification certificati
program for ITIL followers.
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ITIL is cornerstone of good quality ITSM
and a necessity for quality assurance. It provides
systematic, process-based approach, supported by
procedures for key IT service management processes.
ITIL is Technology independent. ITIL gives a
detailed description of a number of important IT
practices with comprehensive checklists, tasks and
procedures that can be tailored to any IT
organization.

The ITIL series consists of several books
providing guidance on the planning, delivery and
management of quality IT services to support
business needs comprising issues pertaining to
Service Support, Service Delivery, IT Infrastruetur
Management, Application Management, Business
Perspective, Security Management. ITIL has clear
definition of various terms used in ITSM in a ca®i
yet comprehensive manner.

ITIL provides a comprehensive set of
guidance to link the technical implementation,
operations guidelines and requirements with the
strategic management, operations management and
financial management of a modern business. Among
the benefits associated with adopting the ITIL wvahic
have been identified by the users are improved
customer satisfaction with IT services, better
communications and information flows between IT
staff and customers, better management control over
ITSM and reduced costs in developing and
implementing procedures and practices within an
enterprise. ITIL improves the performance of
processes which are being followed in an
organization leading to high quality output.

It goes into great detail regarding the
process, implementation and the content of the key
deliverable of the Service Level Agreement (SLA)
and Service Level Requirements (SLRs).

ITIL contains tried and tested processes. It
has a quick-start approach to help in making trst be
use of time and resources available and see quick
results. It led to improved productivity of the
organization itself and also of delivery of thirdrty
services through the specification of ITIL. The wel
defined ITIL processes also minimizes duplicatién o
efforts, dropped hand-offs and unapproved work.
Additionally, individuals gain a better understargli
of roles and responsibilities and how they each
contribute to the success of IT and the busindss. |
separates administrative tasks and technical tasks
help in assigning the most appropriate resourchs.
short, ITIL improves efficiency, effectiveness and
economy of the ITSM.

ITIL describes the management of IT
Services in the context of the lifecycle of those
services. The focus of ITIL today is integrationldf
into the business, assuring the delivery of busines
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value and the treatment of services as busines$sass
ITIL describes the life of a service from conceptio
to retirement, within a Service Portfolio detailing
aspects of planning and development as well as
objects, specification, description and requirerment
of the services in use or being offered for useugh
means of the processes. Each process has a home in
the lifecycle stage book where it is most activee T
lifecycle approach gives an improved, holistic
structure within which to describe all the funcson
processes, roles and responsibilities that comstitu
ITSM Best Practice.

The two basic requirements of ITSM are:

(a) Service Delivery: ITIL's Service Delivery
component includes tactical processes necessary for
planning and delivering quality IT services, whish
defined in SLA. Service Delivery best practices
address  Availability = Management, Capacity
Management, Service Level Management, Service
Continuity Management (contingency planning) and
Financial Management for IT Services.

(b) Service Support: ITIL's Service Support
component focuses on the operational processes that
enable companies to provide IT Support and
maintenance activities on a day-to-day, around-the-
clock basis. SeService Support Dicipline includes
Service Support Service Support disciplines include
Change Management, Configuration Management,
Problem Management, Incident Management and
Release Management (including software and
hardware control and distribution). This includes
service desk facility as single point of contacdan
disaster recovery mechanism. The objective is to
minimize disruption to the business by proactive
identification and analysis of the cause of service
incidents and by managing problems to closure.

Organizations have significantly cut costs,
have improved processing time and have enhanced
their overall service provisions. Since IT is what
drives business today, service provision to custeme
has a major bearing on the interests of ClOs. The
accurate measurement of service provides them with
strategic information for decision making in their
quest for return on investment and the alignment of
IT with the business.

From small organizations to multinational
enterprises and anything in between, this best
practice framework has helped many improve
efficiencies and bottom line figures, putting ITcka
in business.

Objective

The main goal of this case study is to
research on the case company and do some statistica
analysis on a single unit of IT infrastructure Il€.
Helpdesk unit and measure both quantitative and
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qualitative way for the betterment of the service
support by reducing cost but yet providing optimal
services. Aligning IT with business goals and s&vi
objectives by focusing ITIL which separates
administrative tasks and technical tasks to help in
assigning the most appropriate resources.

Methods
In order to accomplish the aforementioned
goal, following sequential methods have been used:

* Collection of information about overall situation,
its impact and consequence in
telecommunication sector in Bangladesh from
secondary and unpublished sources, media,
internet , articles, papers or the like.

» Study and review existing services provided by
the case company and identifying proposed
services(ITIL) as the best practices which can led
to improved productivity of the organization
itself and also of delivery of third party services
through the specification of ITIL. As the well
defined ITIL processes minimizes duplication of
efforts, dropped hand-offs and unapproved work.
Additionally, individuals gain a better
understanding of roles and responsibilities and
how they each contribute to the success of IT and
the business.

* Interviewing experts from IT infrastructure and
as well as Technical and Service support
department of the case company.

» Design of a set of related components to provide
these services.

e This case study was conducted for BL by
considering the IT Auditor's feedback and
recommendations.

Benefits Achieved by Implementing ITIL

Ultimately IT Service Management is about
maximizing the ability of IT to provide servicesath
are cost-effective and meet the expectations and
needs of the business.

= Streamline service delivery and support
processes

Reduce Cost of

Qperations
Improve Service Quality
Improve User Satisfaction

Improve Compliance
= Audit, manage and improve IT processes

Figure 1: Major benefits of ITIL

= Develop repeatable procedures to aid first
level support groups

*  Reduce number of service indidents and
outages

= Implement standards to do things right the
first time

= Perform proactive analysis, prevention and
resolution

*  Flan for and ensure future capacity

= Define clear services and service targefs

= Accurately allocate and recover costs
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Analysis of Usage of |ITIL Service
Management Processes

ITIL service management process comprises
of two core service sets: Service Support and 8Servi
Delivery. These two core sets are made up of 10

disciplines listed below in Table 1:

El Purpose
1B

.

Tiaintain and fmprove
IT Servics quality

Sewardship [T ass=ts

T | Eeimniity Deliver reqoir=d l=wal
lsns memant of IT service
avails

Confimxation | Provics aciusats 10 | Capacite TuI=st capac by and
Manssment | informadon on lana gement performanc e
srstem == quirsmant

Table 1: ITIL service management process with
purpose

Considering the above discussion on ITIL
service management process below framework in Fig
2, with any third party vendor who implement ITIL
can be adopted by BL to implement ITIL in their
organization.

|
[ campany

Figure 2: Sample ITIL implementation team structure

In Fig 2. there should be two project
manager , one from BL and another from third party
vendor. From vendor side there should be
implementation team, trainer and consultants who
will report project manager of vendor side. On BL
side the implementation team member will be from
different IT units. They will report to project mager
during ITIL implementation stage. Both manager of
two sides will work together and follow up the
procedure jointly.

So if the case company wants to go for ITIL
practice they should form a team with specific sole
and responsibilities given in Table 2.

(C) International Journal of Engineering Sciences & Research Technology[918-924]



[Sultana, 2(4): April, 2013]

Rale
banzlalink ITIL
Propct Manszar

Should be 2 senior person and

will be s full time for fhis project

* Should be Project Management
trzinzd (BMP).

* Should be ITILV3 trained.

* Should hav 8 atleast 2

20 mthering derails forthe project.
bl for implementation and control of

TTIL procassas.
« Responsible for implementing he Changs
intz gration and wansition.
sponsible for the overall devalopment of ITIL.

Banglslink Service
Lsnagement Tesm
(SMT)4-5 Memmbers

* Should havs undarstanding of
metrics and KPIs

Table 2: Proposed Team Structure with Role &
Responsibilities

Typical ITIL Implementation Approach for
Banglalink

To implement ITIL for the case company it
will be convenient if they implement it in three
different phases according to the suggestion off ITI
consultant as the case company is not using ITIL
right now. This is shown in Fig. 3. The descriptmn
three different phases are :

Phase 1 This phase focused on awareness
training for decision makers as well as different
project teams.

Phase 2 It focused on real implementation,
efforts required considering ITIL framework.

Phase 3 It deals with obtaining ITIL
certification for the case company through 1SO 2000
audit team.

Fig 3: Proposed implementation plan

The total plan is divided into eight different
sections which is shown in Fig.3, should be
implemented in sequential order in three different
phases. The eight different sections are:

1. Program Planning & Kickoff.

2. Baseline Assessment & Gap Analysis.

3. Action Planning & Project Scheduling.

4. ITIL  processes &  definition &
Implementation & Training. Ex: Request
Fulfilment, Access, Problem, Incident &
Effort Management.

5. ITIL processes &  definiton &
Implementation & Training. Ex: KM, SWT,
R&DM, S&CM, SM, TPM.
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6. ITIL processes &  definiton &
Implementation & Training. Ex: SM, IS,
ITSC, AM, CM, SLM, SCM etc.

7. ITIL processes &  definiton &
Implementation & Training. Ex: SE, SS,SIP
etc.

8. 1SO 20000 Audit.

For the proposed three phases discussed
above the case company has collected budgetary
guotation from local vendor company which is given
in the Table 3.

SL | Activites Budget
USD S

T Frogfam pIannnE and =z
eic JoodT.

1,800

¥

6,300

1,860

al uw & u

63,000

wl @ -

Grand Toml Budgst in U S0 B 15

Table 3: Budgetary quotation from local vendor

ROI (Return on Investment)

From the budgetary quotation presented in
Table 3, it is found that the case company requires
USD 137K to implement it. So for getting optimum
Return Of Investment, | took several interview with
Helpdesk unit General Manager and some other
helpdesk executives to collect business data for my
study purpose.

Based on the gathered
following calculations are made:
» Average monthly salary of Help Desk executive
is $600/month.
* Average cost per employee $7 per hour.

The example, shown in Table.4 the
following assumption are also made based on one
year data from Helpdesk Trouble Ticketing

System(TTS is a SW by which the case
company provides IT support to users through this
workflow management software. User raised problem
ticket through this software and their support agen
resolve problem through built-in workflow, so that
they can quantify how many tickets per month, per
day, per year resolved through how many agents and
which SLA time).

Table 4 also provides ticket information of oneryea

and from that table the following information is

found.

e Average total number of helpdesk Tickets is
12,000 per year.

e Average Downtime related incident Tickets is
1080 per Year (9% of total tickets).

information the
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e Average Recurrent related incident tickets is
1080 per Year (9% of total tickets).

» Average Configuration related incident tickets
is 2880 per Year (24% of total tickets).

» Average other tickets is 7000 per year (58% of
total tickets).

Total
T otal Motal Config Cithe
D oty . I
T otal [E.ecurrent (urat on T cle
Iloniths Monthlyme. Tncidents |Inciden | '°
. Imcident] . ets
T1icloets . Ticlet CES
s Ticket . Oty
(Cty) () Ticket
Q)
October' 10[227 55 134 271 K155
?E’“mber 775 27 30 180 [538
Pecembe oz 131 361 lss
Tanuary'11|1240 262 252 251 215
femaﬁ’ Us71 hs 178 216 [229
hdarch'll |218 51 108 253 S06
Apnl'll 950 &0 S0 1459 631
Ilay'll 20 55 i 129 (718
Tune'll  |920 26 S0 536 2598
Tulv'l1 2532 79 24 123 627
August'l1 1162 130 77 120 B35
Beptember|; 34, 17 120|108
11 9
T otal 678
i clents 11618 [297 1021 2811 o
Ba of Total Ticlets 9% 9 %% 2% 55%

Table 4: Counting and measuring tickets from TTS
software

Using the information given on Table 4, |
just tried to find out best ROI, worst ROl and ags
ROI scenario on four different ITIL processes(i.e.
configuration management, incident management,
problem management & capacity management)
which is given in Table 5.

From the analytical data in Table 5, it is
clear that if the case company will use ITIL only o
their Helpdesk unit they can return their investimen
within 3year 5 months in best case scenario, 4 year
10 months for worst case scenario and 3 year 7
months for average case scenario. This case study i
done only on a single unit (IT Helpdesk) of the
company. But ITIL can be implemented on entire IT
department even for whole company. In that case
ROI can be achieved more quickly and will get more
benefit.
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Limitations

In absence of proper IT framework, it may
not be ensured that banglalink’s information and
related technology supports its business objectives
its resources are used properly and its risks are
managed appropriately.

* ITIL has been proposed to implement on IT
helpdesk unit based on one year data of trouble
ticketing system but its pros and cons would
only be projected when it is deployed.

* Another limitation is that in the absence of
adequate data due to the confidentiality of the
case company the result obtained is not the
optimum one.

Conclusion

Implementing ITIL is not a quick fix nor
will it be easy to implement. It takes a lot of tigt,
commitment and hard work to successfully change
the way the IT organization does business. There
needs to be upfront planning, training and awargnes
ongoing scheduling, roles created, ownership
assigned, and activities identified in order to be
successful. Implementation and credentialing the
ITIL in ITSM requires knowledge and training. ITIL
is intended to be non-prescriptive, expecting that
organizations will have to engage ITIL processes
with their existing overall process model.

Even with a successful service operation in
place, there is still a need to consider improvesien
at every opportunity. This will help protect agdins
losing competitive edge and will ensure that thstbe
possible outcomes are being achieved. Continual
Service Improvement focuses on the process
elements involved in identifying and introducing a
cycle of service management improvements.

This survey provides approximate benefit
that can be achieved but true outcome is not
qguantifiable until or unless any company do proper
practice of it. The real benefit is vast than trat
estimated in my paperwork.
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Table 5: ROI calculation based on Tablgmhé éTabMIe4

Future Work

Although this study was done on part of IT
Infrastructure department i.e. service support. For
achieving optimum result it can be implemented on
the whole ITIL Service Strategy; ITIL Service
Design; ITIL Service Transition; ITIL Service
Operation; and ITIL Continual Service Improvement.
A sound service strategy is essential in the aaaif
high quality IT services. It provides a base upon
which to build a successful service management
function and ensures that best value is deliveced t
business customers. Being a framework, it is
completely customizable for application within any
type of business or organization that has a rediant
IT infrastructure. ITIL series consists of several
books providing guidance on the planning, delivery
and management of quality IT services to support
business needs comprising issues pertaining to
Service Support, Service Delivery, IT Infrastruetur
Management, Application Management, Business
Perspective, Security Management. As per my study
there are few organizations in Bangladesh that are
using a standard framework for their IT
infrastructure. So my case study will act as a
reference to promote them in using ITIL.
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