Capability Statement

CITEC and ITIL

In 2002 CITEC adopted the ITIL framework, making it one
of the first ICT outsourcers in Australia to formally
implement this IT service management framework.

What is ITIL?

The IT Infrastructure Library (ITIL) comprehensively documents best practice
for IT service management.

ITIL defines IT service management as a top-down, business-driven
approach to the management of IT which specifically addresses the strategic
business value generated by the IT organisation and the need to deliver a
high quality IT service. IT service management focuses on the people,
processes and technology issues faced by IT organisations.

ITIL was developed by the Office of Government Commerce in the UK and is
now supported by publications, qualifications and an international user

group.

It is intended to help organisations develop a framework for IT service
management. ITIL consists of a series of books providing guidance on the
provision of quality IT services, and on the accommodation and
environmental facilities needed to support IT.

Why ITIL?

ITIL has been developed in conjunction with both public and private sector
organisations, in order to provide genuine, recognised practices, with a view
to sponsoring a high level of quality standardisation across the IT industry.

The British Standards Institute developed both a Code of Practice for IT
Service Management (PD0005:1998) and a British Standard: Specification
for IT Service Management (BS 15000:2000). The Code of Practice provides
an informative overview of the needs and requirements of internal and
external IT service suppliers.

The integrated and co-ordinated approach to offering excellent customer
service that ITIL (and the British Standards Institute Code) offers is widely
adopted worldwide, and assists organisations such as CITEC to benchmark
in the area of IT service management.

ITIL Business Benefits

Adopting an ITIL framework
encourages a more systematic
and professional approach to
managing IT service provision.
This in turn leads to a range of
business outcomes, including:

Reduced costs

Improved IT services
because proven best
practice processes are
adopted

Greater customer
satisfaction, by
implementing a more
professional approach to
service delivery

Improved used of skills and
experience

More effective delivery of
third party services, through
the specification of ITIL as
the standard for service
delivery in service
procurement.
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CITEC has more than 80 staff qualified in ITIL, seven of whom have
achieved an ITIL manager® certificate in IT service management (Master®
level).

We were an early adopter of the AS/NZS I1SO 9001 series of standards for
quality management systems. By aligning with the ITIL framework, CITEC
has been able to further sharpen its focus on ICT service management.

The first cluster of ITIL processes to be addressed when CITEC adopted an
ITIL framework included incident, problem and change management.
Subsequent clusters have addressed service level management, financial
management, configuration management and IT service continuity
management processes.

For further information about CITEC's commitment to ITIL or IT Service
Management, please telephone +61 7 3222 2290 or email
info@citec.com.au

CITEC remains the stable and
dependable choice in managing your
information technology environment.

Our flexible range of services allows
us to craft efficient and scalable
solutions suited to your organisation.

Our solution offerings include:

Information Brokerage

Access to information on a fee for
service basis.

Managed Application

Services

Hosting and application management
services for a range of financial,
HR/payroll and enterprise applications
including SAP and Aurion.

Infrastructure Services
End-to-end solutions including
security, network connectivity and
management, server management
and hosting, storage management
and hosting, and managed desktop
solutions.

ICT Consulting

Consultative, strategic and
technological services based on
CITEC's core competencies of
information brokerage, infrastructure
management and application
management.

Systems Integration

Integration of disparate systems
enabling business processes to be
automated end to end.

Application
Development & Support

Design and development of
customised applications to streamline
and automate business processes.
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