
1Introduction

When speaking of IT functions, two distinct ones come to mind: the day-to-day
Operations and Maintenance (what I will refer to as O&M), and Projects. O&M, as
the name implies, deals with maintaining all of the IT services available, keeping
things running, and dealing with the request for changes that are raised by the
different users of the IT systems, whether these are purely internal and within the
company organization, or external customers. Projects, as implied by the name,
refer to new deployments of IT services in the form of systems, applications and
infrastructure. A CIO is expected to handle both, and to know a bit of everything:
software, processes, user change management, servers, networking, programming,
etc., and he is also expected to know how to handle operations, and handle projects.

In truth, handling operations is very different from handling projects, and the
methodologies used and best practices for each differ considerably. Both IT and
Project Management standards exist out there, but as standards, are high level and
fail to tell really how you can practically apply these. Concretely, if one is to setup
an IT organization, immediate concerns would come to mind: how to structure the
organization, what are their roles and responsibilities, how to divide and distribute
work, how and when to specialize, and what are the management tools that need to
be set-up for these.

In this book I have attempted to do just that, take the fundamental principles of
IT Service Management (ITSM) and best practices in project management, and
come up with a single, seamless reference for IT Managers and Professionals.
I have tried to make it as practical as possible, talking about how to actually apply
these principles based on my experience in the industry. Making these practical is
the first and most import step, but is not enough. Long-term sustainability requires
that these principles also be framed in governance policies and procedures, and so I
also discuss what aspects should necessarily be captured in these policies and
procedures.
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