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PREFACE PASYN:002B 

Since 1984, we have participated in the system maintenance arena in Sweden, and in the last 
15 years we have contributed to knowledge development in this field. We have contributed to 
the extensive system maintenance work of Riksdataforbundet (nowadays known as Data
foreningen), we have published two dissertations; a licentiate dissertation and a doctor's dis
sertation, and we have authored three books about system maintenance. Furthermore, we 
have written Swedish and international articles about system maintenance. Together with our 
colleagues at Pa AB, we have conducted about 260 maintenance management implementa
tions of our model Business Oriented Maintenance Management (the latest version is called 
pm3, Pa Maintenance Management Model) in about 60 organizations. 

This series of papers - PASYN ("a glance at")- is a new way of contributing to the knowledge 
development in the maintenance field. During the coming years, we intend to continuously 
publish reports that describe phenomena in the system maintenance field. They will all be 
based on practical experience combined with theoretical foundations in research - our own or 
others. 

PASYN addresses those who study these issues, those who work in maintenance and those 
who have a general interest in what system maintenance is all about. 

This PASYN:002B is the result of a cooperation between Pa AB (Malin Nordstrom) and 
TeliaSonera Sverige AB (Ann-Margreth Jonsson). The work aims at comparing Business 
Oriented Maintenance Management and ITIL. The fundamental analyses that are presented 
in the report were made in connection with the modernization of TeliaSoneras maintenance 
management model, tsm', which is based on Business Oriented Maintenance Management 
in the spring of 2005. 

DANDERYD 2007-03-05 

Malin Nordstrom & Tommy Welander 
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I. INTRODUCTION 

I. I Background 
System maintenance is conducted in organizations that use IT systems and it often consumes 
considerable resources. To manage this business, it is convenient to use a management model 
(Nordstrom, 2005). In this report, we have compared the model Business Oriented Main
tenance Management, Aff'arsmassig Forvaltningsstyrning (Nordstrom and Welander, 2002) 
and the framework Information Technology Infrastructure Library (Berkhout et al, 2001; 
Bartlett et al, 2001). The background for this is that Aff'arsmassig Forvaltningsstyrning 
(AMPS) has been used to organize system maintenance in many organizations for some time 
now (the latest version of the model is called pm3, Pa Maintenance Management Model, and 
thus we will refer to it as AMFS/pm3 in this paper). At the same time many organizations 
have decided to implement the framework Information Technology Infrastructure Library 
(ITIL) to manage IT activities. 

The need for this comparison arose when TeliaSonera modernized their system maintenance 
management model to a new version called tsm3. tsm3 is based on Affiirsmassig Forvaltnings
styrning (Nordstrom and Welander, 2002) and the research results that have been presented 
in the doctoral dissertation/thesis Manageable System Maintenance, Styrbar Systemf'orvaltning 
- att organisera f'orvaltningsverksamhet med hjalp av effektiva f'orvaltningsobjekt (Nordstrom, 
2005). In TeliaSonera, ITIL was also introduced to manage IT activities, which resulted in a 
comparison between tsm3 and ITIL for the purpose of identifying similarities and differences. 
The result of the study was presented at the Dataforeningen conference Forvaltning 2005 
(Dataforeningen, 2005) and met with great interest. This paper is based on that comparison, 
but is further developed to cover the reference model AMFS/pm3. The reason for this is that 
we discovered that the question at issue was interesting for several organizations in 
TeliaSoneras situation. We have chosen to write this report so that those interested in the 
comparison can get access to our results. 

1.2 Purpose and framing of the question 

The purpose of this paper is to analyze how the frameworks AMFS/pm3 and ITIL are related 
to each other. The question we want to answer is 

Can AMFS/pm3 and ITIL be regarded as complementary or competitors in the aim to manage 
system maintenance? 

The analysis parameters that are used are maintenance activities, maintenance objects, roles 
and decision-making groups (including control mechanisms) . 

(I) 
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1.3 Delimitations 
The framework ITIL contains ten or so books that comprise the following areas; The 
Business Perspective, Service Management, Application Management, ICT Infrastructure 
Management, and Security Management. We have chosen to delimit this study to the area 
Service Management for the following reasons: IT Service Management (ITSM) is the area 
within ITIL that is usually implemented in organizations (this is the case in Telia, which is 
the basis for this study). Furthermore, ITSM is the area that is most commonly covered by 
organizers of training in ITIL. The third reason is that the Swedish forum itSMF mainly 
covers issues related to ITSM (www.itsmf.se). Based on the above, we concluded that this 
comparison, (AMFS/pm' and ITSM) is the one that is most interesting for organizations 
that, like TeliaSonera, are about to use AMFS/pm' and ITIL at the same time. 

1. 4 Target Group 
This paper addresses those who work in, or are interested in, system maintenance and frame
works/models for this. We address interested parties at strategic as well as operational levels of 
organizations. 

1.5 Method 
The paper is mainly based on source studies and interviews. The presentation of Affarsmassig 
F6rvaltningsstyrning is from Nordstrom and Welander 2002; Nordstr6m and Welander 2004 
and Nordstr6m, 2005. The presentation of ITIL is mainly from Macfarlande and Rudd, 
2001, Berkhout et al, 2001; Bartlett et al, 2001 and Evans and Macfarlande, 2001. Since one 
of the authors of this paper (Nordstr6m) is one of the authors of AMFS/pm', the knowledge 
of AMFS/pm' is higher than that of ITIL. Thus, interviews with people who are competent 
in ITIL have been carried out, for the purpose of making the presentation and analysis of 
ITSM as correct as possible. Amongst the interviewees, there are ITSM-practitioners, trainers 
and consultants in ITIL implementation. 
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2. AMFS/PMl AND ITSM - A PRESENTATION 

The following chapter contains presentations of AMFS/pm3 and ITSM, based on chosen 
analysis parameters. Appendix I contains the set of questions that we have asked and answered 
for AMFS/pm' and ITIL. Furthermore, this material has formed the basis for our analysis 
that is presented in Chapter 3. The set of questions is more comprehensive than the analysis 
parameters. Even so, we choose to include all the questions in the appendix, since this may be 
of interest to the reader. For more detailed descriptions of AMFS/pm' and ITIL, refer to the 
literature mentioned above. 

2.1 Business Oriented Maintenance Management - Affarsmiissig Forvaltningsstyrning 
(AMFS)lpm'3 
The purpose of AMFS/pm' is to create maintenance that is managed based on assignments, 
in order to ensure that the business receives high value from maintenance. AMFS/pm3 is 

based on research and practical experience. The company Pa AB has produced about 20 orga
nization-specific dialects of AMFS/pm3, and TeliaSoneras tsm' is such a dialect version. 
Furthermore, Pa AB has conducted about 260 implementations of AMFS/pm' at specific 
maintenance objects in 60 organisations. 

The model has a basic pragmatic perspective, which means that it should be applicable to ful
fil its purpose - to organize maintenance and then carry out businesslike system maintenance. 
The fundamentals of the model is the idea that all businesses are based on an assignment, all 
business results in one or more results (products) and that IT systems are characteristically 
integrated in businesses and thus should be viewed from a business perspective. The recom
mended control mechanism is mainly management by objectives, but there are also elements 
of activity management and contract management. When management by objectives is 

applied, the basic perspective is that those who are closest to the problems know best how to 
solve them. One argument for management by objectives is that objectives are more motiva
ting for the employees than to explicitly tell them how to carty out their tasks (Bruzelius and 
Skarvad, 1989). In order to fulfil the pragmatic perspective, AMFS/pm3 contains an imple
mentation method. The implementation method is designed to pay regard to the needs of the 
specific maintenance object. 

Maintenance activities 
In AMFS/pm3, maintenance is regarded as sub activities to business activities and IT activities, 
as illustrated in figure I. Business activities is the generic name for the (business) activities 
that a specific maintenance object supports. 

(3) 
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BUSINESS 
ACTIVITIES IT-ACTIVITIES 

MAINTENANCE 
ACTIVITIES 

A) Business activities 
B) Business related maintenance 
C) Maintenance management 
D) IT maintenance and Technical Operations 
E) IT-development activities 

Figure I. Maintenance activities as sub activities to business and IT 

Maintenance activities, i.e. that which is done within the scope of the term maintenance, is 
defined into four main activities; support, change management, maintenance management 
and operations. 

AMFS/pm3 defines maintenance as upholding as well as further development, which in itself 
may be a paradox since changes (further development) may form a threat to the stability 
(upholding) (Thompson, 1967). This makes extra high demands on how maintenance is 
organized. The results from maintenance is an available business solution that may be consti
tuted by functions for e.g. billing and handling of orders and knowledge supporting descrip
tions such as process descriptions, FAQ's and user manuals. The business solutions are used 
by the business when producing its result, its products. 

Maintenance objects 
The idea that the maintenance object is central in maintenance activities is a core perspective 
in AMFS/pm3. An efficient maintenance object should contain business solutions and IT sys
tems. Identifying a maintenance object means to decide what should be maintained within 
the scope of a maintenance assignment. In AMFS/pm3, a well defined maintenance object is 
the most important means of organizing maintenance. 

Roles and decision-making groups 
AMFS/pm3 contains a set of roles that together form a maintenance organization, figure 2. 
The relationship between the parties is businesslike which means a win-win situation for both 
parties. Buyer as well as supplier has a responsibility for malcing maintenance work well. The 
maintenance organization is a micro organization, which means that it is manned by people 
who have their position in the base organization - in the same way as in a project. 

(4) 
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Level Parlys 

Budget Level Business Solution Owner IT Solution Owner 

Decision.making 
Level 

Business Solution 
Manager 

Operational Level Business Solution 
Specialists 

IT Solution Manager 

Application Manager, 
Operations Manager 

Steering Committee 

Maintenance Management 
Group 

Figure 2. Maintenance organization according to AMFS1pm3 (Nordstrom, 2005, p 248) 

The maintenance organization can be supplemented with a strategic layer which enables 
coordination between different maintenance objects. Since the maintenance organization is a 
micro organization, there is also a number of decision-making groups to enable vertical deci
sions as well as horizontal ones. In AMFS/pm3, these groups are called Steering Committee 
and Maintenance Management Group. Decisions about the overall direction of the work as 
well as the budget are made by the Steering Committee, whereas the operational activities for 
reaching the agreed objectives are initiated and managed by the Maintenance Management 
group. The maintenance plan is the document that is used to manage maintenance. 

2.2 IT Service Management (ITSM) 
The purpose of ITSM is to improve the quality of the services from the IT department. The 
framework gives the guiding principles for how the IT department should be organized in 
order to deliver IT services to the user/customer in a satisfactory way. The framework ITIL 
was formed by the UK Office of Government Commerce. A framework is a metamodel that 
contains terms and may contain models, methods and tools Qayaratna, 1994). The frame
work ITSM contains process models and roles. Each organization chooses freely which parts 
of ITSM to implement and in which order to do it, but it is recommended that the imple
mentation starts in a business area that functions poorly. 

Maintenance activities 
The ITSM processes are the core of the framework ITIL and they are divided in two main 
areas, Service Support and Service Delivery. Maintenance is defined as IT activities and the 
business parties are involved as a buyer function (refer to Roles and Decision-Making 
Groups). Service Support mainly focuses day-to-day support and operations activities, where
as Service Delivery focuses long-term planning and improvement of IT services. The areas 
contain ten processes, as shown in table 1. 

(5) 
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Table I . Processes in Service Management 

SERVICE DELIVERY i 
Service Desk * 

Incident Management Service Level Management 

Problem Management Financial Management for IT services 

Configuration Management Capacity Management 

Change Management IT Service Continuity Management 

Release Management Availability Management 

,. Service Desk is o function, not a process 

The expected result of the implementation is stable IT activities that deliver good service, 
good quality and decreases the costs for the business. The IT organizations undertaking is 
managed by Service Level Agreements (SLA) that usually contain access down times, availabi
lity, support levels, responsibilities and restrictions but also security and terminology. The 
relationship and responsibilities between different functions are described in Operational 
Level Agreements (OLA). SLA's and OLA's is the example of contract management. Contract 
management means "management of activities that are performed by external suppliers or 
internal actors based on contracts, in the form of binding agreements" (translated here, 
Bryntse, 2000, p 3). However, activity management should be regarded as the main control 
mechanism in ITSM, since the processes are of such great importance for the management. 
Activitiy management means striving to make the employees do what is deemed to be best 
for the organization. It is a way of using the collected experience of the organization 
(Bruzelius and Skarvad, 1989). 

Maintenance objects 
The framework is implemented with an organizational point of view in the complete IT 
organization, or parts of it, which should mean that the organization as such constitutes the 
maintenance object. 

If necessary, one can delimit the implementation to e.g. the Service Desk function, or the 
Service Level Management process (SM). The aim is to provide the requested service with a 
minimum of disruptions and to improve the IT activities by shifting from production to service. 

(6) 
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Roles and decision-making groups 
The relationship between the parties (Business activities and IT activities) is customer-focused, 
i.e. the IT parties are responsible for the satisfaction of the customer and the user. The custo
mer owns and pays for IT Service and the user uses the service in his or her daily work. The 
customer contact with IT is mainly handled via Service Level Manager and the user contacts 
go through Service Desk. We have not found information that specifies the customer respon
sibilities further than this. 

To the processes (se table 1), roles are described. For example, to the incident management 
process there is an Incident Manager. The business roles are defined at two levels; customer 
and user. Regarding the number of roles for each process, we have received slightly varying 
information. Some claim that there should be one Incident Manager in an organization, whereas 
others say that there may be more than one. Those who claim that there is only one role/ 
process say that the role is responsible for a team that works within a process, Furthermore, 
the role is responsible for maintaining and developing the process. 

There are two main forums for making decisions and prioritizing change requirements; 
Change Advisory Board (CAB), with participants from business and IT. In emergencies, an 
emergency CAB (CAB/EC) is formed. The number of participants in a CAB can vary depen
ding on the type of decisions that need to be made and which Configuration Items are con
cerned. Configuration Items refers to the components that are included in an IT infrastructu
re including documents such as for example SLA's. 

3. COMPARATIVE ANALYSIS 

To answer our question, we have divided this analysis into the analysis units maintenance 
activities, maintenance object, maintenance roles and decision making groups (including con
trol mechanisms). 

To start with, we want to discuss a difference between the models that has affected our analysis. 
ITSM is a framework, which means that there is a considerable degree of liberty regarding 
interpretation of the different components of the framework; this is evident in differences in 
interpretations between authors and interviewees. AMFS/pml is a model where the relations
hip between the components is clarified more clearly. One interviewee put it like this; "ITIL 

(7) 



(ITSM) is at 2000 meters altitude". In one way, we agree with this since there is a lot of room 
for interpretation. In another way, the framework is detailed and describes for instance the 

processes very thoroughly. This example, and others like it, has made the analysis more diffic
ult and thus, the level of detail may be uneven in places. 

Maintenance activities 
The conception of what is maintenance differs between AMFS/pm' and ITSM, most of all 
regarding the level of detail. ITSM is much more detailed regarding technical activities. 
Furthermore, in ITSM management is included in each activitiy whereas in AMFS/pm' 
maintenance management is a separate activity designed to manage the other activites. In the 

case of ITSM this should be necessary since the framework can be implemented in stages. 
However, ITSM as well as AMFS/pm' both contain support for upholding as well as further 
development. ITSM seems to focus the daily IT operations and support, though, since the 
SLA's mainly contain these parameters. 

As far as we can see, the main difference regarding maintenance activities can be found in the 

underlying perspective of what maintenance is. AMFS/pm' is based on what is called the 
Scandinavian school of system development (Goldkuhl, 1996). In short, this means focusing 
the business and the user when developing and maintaining IT systems. ITSM, which has 
British origins has a more technical perspective, which is evident for instance in its detailed 
processes for technical activities. This is in accordance with the non-Scandinavian research in 

system maintenance (Kitchenham et al, 1999; Chapin, 2003). Whereas the Scandinavian 
school regards it as more or less obvious that prioritizing and decision-making is done in coo
peration between business and IT, this is not so obvious in an international perspective, 

where system maintenance is often regarded as purely technical activities. This results in the 

fact that while system maintenance is regarded as sub activities to business and IT activities 

(refer to figure 1), maintenance is seen as IT activities in ITSM. This, in turn, has consequen

ces for who should carry out system maintenance according to ITSM and AMFS/pm' (refer 
to roles and decision-making groups). 

Maintenance objects 
In AMFS/pm3, the maintenance object is a central component. The maintenance object is 

the basis for the maintenance organization, which aims at ensuring stability and change for 

the purpose of reaching the agreed objectives. In ITSM, there is no clearly defined content of 
a maintenance object. Our interpretation is that the object of the framework is the IT activi-



ties that are expected to become more efficient. If it is the IT activities that are the object, 

each process can be seen as an object. This should imply that the maintenance object has dif
ferent dimensions for AMFS/pm' and ITIL. Whereas the maintenance object concept in 
AMFS/pm' focuses the maintenance product (i.e. IT solutions and business solutions), that 
the customer uses, the object concept in ITSM is the IT activities (that are described in the 
form of processes). These two dimensions are not independent of each other, however, since 
the activities should result in a product/service (Goldkuhl and Rostlinger, 1998). This implies 
that in AMFS/pm3, the concept of the maintenance object takes care of the parts and the 
entirety concerning the product, whereas the entirety and parts of ITSM rather are imple
mentations of components of the processes. This should motivate a gradual implementation 
of the framework. 

Since ITSM does not provide guidelines for implementation we anticipate that problems may 
arise in large IT organizations who are responsible for the IT service regarding hundreds of 
IT systems. This problem may be solved in part with the help of Configuration Management 
which handles the IT internal objects, so called Configuration Items, but there is a risk in the 
fact that these items are IT internal and that the customer aspect is lost. The corresponding 
risk in AMFS/pm' is the identification of efficient maintenance objects. If the maintenance 
objects are not reflected upon, they often contain singular IT systems in practice, which may 
result in many maintenance objects in an organization. Small objects result in many decision
making groups and it may be complicated to get an overview of the entirety of a number of 
IT solutions. Thus, there are pitfalls in AMFS/pm' as well as ITSM concerning efficient 
management of entirety components respectively. 

Roles and decision-making groups (including control mechanisms) 
The analysis of the roles is a direct consequence of the analysis regarding maintenance activi

ties and maintenance objects. In AMFS/pm3, maintenance is considered to be the concern of 
business parties as well as IT parties in their efforts to ensure that the IT solutions deliver 
optimum business value. This means that AMFS/pm' stipulates business as well as IT roles 
around each maintenance object (refer to figure 2). In ITSM, the roles are divided amongst 
processes that are carried out in an IT organization. When it comes to decision-making 
groups, it is difficult to make an analysis, since we do not have any satisfying answers regar
ding on what level decision-making groups such as CAB are supposed to operate. If there can 
be a CAB on several levels in the organization, i.e. there may be several CAB's, it is possible 
that the CAB and the Steering Committee in AMFS/pm' can partly handle the same issues, 
even if the Steering Committee in AMFS/pm' mainly handles issues regarding changes in the 
maintenance object whereas the CAB focuses changes in processes. In table 2, the decision
malting groups in AMFS/pm' and ITSM are summarized. 
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Table 2. Decision-making groups for AMFS1p,n3 and ITSM 
Model/framework 

Control Mechanism ITSM 1 

Management by 
Objectives 

Agreed ob;eclives for each main- Service levels that are described in 
/enance objecls that are described SLA's and OLA's. 

Activity Management 

Contract Management 

in lhe maintenance plan. 

Process descriptions for the 
processes that are shared 
between business and IT. 

Maintenance plan 

De/ailed process descriptions for 
IT acfivilies. 

SLA's a nd OLA's 

The control mechanisms that are in italic letters in table 2 are the ones that we interpret as 
the main control mechanism for each model/framework. There is much to gain from combi
ning control mechanisms in order to make them more efficient. In AMFS/pm3, the main 
control mechanism is management by objectives, for the purpose of making maintenance 
proactive and more appealing to work with. There are also elements of activity management 
through the processes and contract management through the agreed maintenance plan. In 
ITSM, the main control mechanism is activity management through process descriptions. 
There is also management by objectives in the form of specified service levels that are described 
in SLA's and OLA's, which can also be seen as means for contract management. The analysis 
of the content in table 2 leads us to the following conclusion; in AMFS/pm3 the focus is on 
doing the right thing whereas in ITSM, the focus is on doing things right. 

4. SUMMARY AND CONCLUSIONS 

4.1 The answers to the question 
In this section, the initial question is answered. 

Can AMFS1p,n3 and ITIL be regarded as complementary or competitors in the aim to manage 
system maintenance? 

The answer to the question is structured in the same way as the analysis units in the previous 
chapters. 

(10) 
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Maintenance activities 
Regarding maintenance activities, i.e. what is done, ITSM is more specific than AMFS/pm3. 
However, there is no contradiction between the framework and the model. The activities in 
ITSM (described in the form of processes) are present in AMFS/pm3 too, but as sub catego
ries to main categories. This can not be seen as competition but rather as a confirmation that 
AMFS/ pm3 as well as ITSM really do deal with central activities in a practical maintenance 
situation. The same goes for the assumption that maintenance is a combination between sta
bility and change. Even though stability may be a bit more focused in the ITSM-part of 
ITIL. 

We find that the greatest difference between AMFS/pm3 and ITIL is rather in what we have 
earlier mentioned as the difference in perspective on what kind of business/activities mainte
nance really is. We see a risk that an implementation of ITSM may disrupt the ongoing dia
logue between business parties and IT parties and that the dialogue is expected to be replaced 
by SLA.'s. We have seen examples of this in practice. Even if an implementation of AMFS/ 
pm' may result in self-generating maintenance if the business parties are drawn away from 
the actual business (Nordstrom, 2005), we still think that a continuous dialogue between the 
parties is a prerequisite in order to deliver business solutions and IT solutions with high busi
ness value. This is supported by Bryntse (2000), who says that there must be a continuous 
dialogue even when the contract (SLA) is written since the conditions for businesses change 
continually. This raises demands on continuous management and communication during the 
contracted period so that the degree of control can be varied according to the conditions 
(ibid). 

Maintenance objects 
As mentioned earlier, it is only in AMFS/pm' that maintenance objects are clearly expressed. 
In the analysis we consider the IT activities to be the object in ITSM. In order to make this 
analysis even more complete, the term service should be analysed too, since it is considered to 
be a delivery. In AMFS/pm3, the IT systems are integrated in the delivery (the business solu
tion) and in this matter, we find a difference between AMFS/pm3 and ITSM. In ITSM, the 
service term is used as something non-material which in turn suggests that the IT systems are 
not part of the delivery. It is true that there is a difference in the basic perspective, but we see 
AMFS/pm' and ITSM as complementary in this respect. AMFS/pm3 has a clearly defined 
maintenance object whereas the strength in ITSM lies in well-defined processes. If these two 
parameters are combined, a powerful solution should be achieved that can be used to manage 
maintenance. 

(Ill 
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Roles and decision-making groups (including control mechanisms) 
The conclusion regarding roles and decision-making groups is similar to that from the main
tenance object. There is a fundamental difference in perspectives. AMFS/pm3 has a business
like perspective where the responsibility lies with the customer as well as the supplier in 
maintenance. ITSM has a more customer-oriented approach where the supplier is responsible 
for making the customer satisfied. AMFS/pm3 and ITSM both point at a set of roles to suc
ceed in their undertakings, however. AMFS/pm3 stipulates roles per object whereas ITSM sti
pulates roles per process. 

AMFS/pm3 and ITSM both declare the need for maintenance cooperation in decision-making 
groups. A combination of these should be a powerful solution. For each maintenance object, 
there could be roles responsible for each process, for instance an incident manager that is 
responsible for incident management in one or several maintenance objects. Thus, AMFS/ 
pm3 and ITSM are complementary in this area too. Regarding decision-making groups they 
may be competitors, but if one combines the object perspective with the process perspective 
this should be complementary too. What the decision-making groups should be called is a 
matter of choice, even though our experience shows that this can form considerable obstacles 
in implementation situations. 

Regarding control mechanisms, our conclusion is that AMFS/pm3 and ITSM are comple
mentary. The focused management by objectives in AMFS/pm3 strives to do the right thing 
whereas the activity management in ITSM strives to do things right. 

4.2 Conclusion 
To sum up, our conclusion is that AMFS/pm3 and ITSM can be used as complementary 
models in spite of the differences in fundamental perspectives. The fundamental perspective 
in AMFS/pm3 can be summarized as businesslike, which means that the parties from busi
ness and IT have joint responsibility but for separate parts of maintenance. In ITSM, the 
perspective is more customer-focused where the roles in the business are exempted from 
responsibility for maintenance and the responsibility lies with the IT parties. Using both 
models simultaneously will require a pragmatic approach in the implementation. A synthesis 
of both models from a user perspective should give powerful support in the organization and 
daily execution of maintenance. 

Thus, the answer to our introductory question is that the frameworks are complementary and 
competitors. We end our report by summarizing it into two sentences that we find very signi
ficant regarding AMFS/pm3 and ITSM as complementary: 

AMFS!pm3 - focmes doing the right things 
ITSM - fomses doiug things ,-ight 

( I2) 



4.3 The next step 
In the future, it may be interesting to extend this analysis so that it covers other areas of ITIL 
as well. The most interesting areas would probably be Business Perspective and Application 
Management, which should have several interesting connections with AMFS/pm3, In order 
to further examine AMFS/pm3 and ITIL as complementary or competitors, it is likely that a 
deepened product/service analysis and assignment analysis should be carried out. 

Another interesting area for further study is the implementation of new work methods. P! 
has more than I O years' experience of implementing new work methods with AMFS/pm3 as 
a tool. One of the greatest challenges in each implementation is to get business and IT to 
work together continually in order to deliver solutions with high business value. Imple
mentors of ITSM are also discussing the challenges of ITSM implementation and the need 
for involving the business parties (Hoij and Wallstrom, 2005). 
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APPENDIX I 

List of questions and answers (the basis for the analysis) 

Creole o maintenance thol is monagi;d by I Organize on IT orgonizolion 1h01 is mono· 
assignments from a business perspedive in j

1 
ged by processes in order lo supply the 

order lo ensure 1ho11he IT solution supports required services with a minimum of disrup-i 1ha business. I lions. 
'"''"'""'"'''"'""'"'"''"""'"-··--"""' __ ,,.,_ .... - ................... - ............................ ~,--, ........ _,,_,_,,,,, .. ___ , ___ ,_,, ____ , .. , ... , .. __ , __ ,_, _____ ,_, _____ , __ ,,, .......... t-···-""""'"-''"'""""-·'-"""'-""""'''"''"-"'"'''""""'"''"""'"""'"'"'"""""'"''" 

What is Iha fundamental parspeclive~ I Business orientolion, which meons doing I Deliver the required sarvica with a minimum 
! good business where the buyer and the of disruplions. Improvements of the IT activi-
1 seller are both salislfied. Define objects thot I lies by shilling from production lo service. 
j pay regards 1o technology as well as busi- I 
I ness aclivilies {'from the inside and out as j 
I well as from the outside and in"). I ·-.......................... -...... -... -....... -.............................. _ .... _ .... _._ .. _____ + .. ·--... -..... _. ___ ............ --...... --... -.... -... -... -...... ----· .. -·-··r ....... -................... -....... _ .................. -...... -....... -.................................. -... . 

Whal business/activities are focused'? j The moinlermnce oclivities, which ore o i IT oclivities. The business/locililoling oclivi 
,
1 

micro orgonisotion !compare 1o proiecl I ties ore seen as customers and users. 
01goniza1ionl beiween business/locililoling ! 

I activities and IT oclivilies. ! ........... -... -.... -.......... -, .. -..... -....................... --........ _ .................. -·r··· .. ·--·-.. ·--·-................... __ ,_, ___ .......... ____ , __ , ________ , ___ ,_ .......... t-··-......... -... -...... _ ...... ---.. -... -.... --............... _ ... _._ ......... _ ..... _ ...... . 
Whal is ihe resul!? I Avoilable moinlenonce products (e.g. o I Siable IT oclivilies providing good service 

Whal control mechanisms are 
recommended'? 

I billing funclionl. I and good qualiiy. Managed by 
! SlA's/OlA's. 

Mainly monagemenl by obieclives, but Activity manogemenl. 
there are also aspects of activity manage- , 

, menl and contract monogement. I .... -........... -..... _, __ ,, .. , .................................................... -........... -, .. -.. +----.. --.. ,-, .. , .... _,, ____ , ___ ,,., __ ,__,, _______ ,,_,,,_ .. __ ,,_,,,.. __ ,. .. l"" .. -····-"""'"'-·"-'""-"'-···-.. ·-·"'""'-·"-"'""'"'""""'""'"'"-"'"" 
How is the model/concept Implemented'? 1 The whole concepl Is lmplemenled per I lmplemenlotion is made from an arganiza-

11 mointenance object I lionol perspeclive, in lhe entire IT orgonizo· 
. I tlon. One chooses the areas af ITIL 1hat one 
j I wants to Implement. 

,._, __ ,, __ ,, .. _______ ,,,,_ .. ,_ .......... ,_,,,,_,,,_, ........................................ ,_1 .................. _ .. __ .. _, .. _, .. __ , __ ,_, ___ , __ , ____ ,_,_, __ ,_, __ , __ ,, .. __ ,,_J_ ... __ ,,,, ____ .. __ ,, ...... --.. -·-·-"·"·-""---······-··"·-··-.. --, .... _ 
Which are 11,e maln strengths al the I Implemented correclly, the model ensures I Implemented correclly, Iha framework clori· 
model/fromework? I casl-eflicient maintenance thot delivers high I fies processes ond roles for the IT octivities. 

I business volue. The concerned areo/s of ! This Is an lnternallonal framework; differenl 

I the business are identified and represented. ! companies will hove 1he some delinllions 
I and terms. 

,_, ............... , .. -... , ... ,_,., ....... _._ ......... ,_,, __ , .... ,.,-... , ............... _ .. ,_ ... ,j ..... -..... , ... _ .......... ___ , _____ ,_,_,_, ___ ,_, __ , __ ,_, __ , __ , ____ ,_,, ......... J ................. _ .. ,_,, ___ ,,,,, __ ,,,_ .. ,,_ .. , .................. _,,,, .. _,,,_,,,,_,,,_,_,,,,, .. 
When is suitable to use? i In inlernol rnainlenonce ossignmenls, but ii I Organizolion of IT aclivilies. Management 

I olso supporls 1he porticipolion of exlernol ! Is handled via SlA's. 
i parties. I 

_,,, .. ,_,.,_,.,_,_,.,,_ .. ,_,,_,,,, ___ .... , .... _ .. ,_, .. , .................................. _ ....... +-·-""-""'"-···---·----·--···-···--·-----·----·----·--·--·-"""'-"f __ ,_,, ............ _.,,_, ............................. _, ____ ,,,,_,,,. __ , .......... _, __ ,,_ 
When is it nol suiloble lo use? ii When the moinlenonce objects are loo I In large IT deporlmenls with many suppor· 

smoll. ling systems. According 10 the model, there 
I ! is one CM, one lncidenl Monoger, one 
! i Problem Manager, one CAB. 

! 
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I IIT syslems and business solulions 1h01 are I The IT activilies, lhe locus is lo manage ii. 
! delimiled by the business needs lihe busi· l Conligurallon llerns {Cl'sl are the in1emal 
, ness products ore nol included). ! objecls for !he IT aclivities 1h01 ore used for 

Who I is seen as a mointeno nee objecl? 

!!;_ !I handling thde inldernol mhanagfement and 
creole goo or er in I e in ro slruclure . 

.• ··-·· ·- ., •. ·-· .,- ····-··· ...•..•...•.....• ··-· ··-· ..•.............. -- ....•.. ·t··-· ·- ··- ····-·-·· ..• ··-· ··-·· ····-·· •.......... ··-·· .L ..... ···-· ........ ··-···· ..... ··-· ................ -··-·"'·· .... .,,.._. 
j Through maintenance producls that con be 1 Services ore described in lhe service calalo-How is lhe delivery to lhe business 

packaged? i used by the business for the purpose of I gue and packaged in SlA-agreemenls that 

/ making its producls. J are signed wilh 1he cuslamer. 
··-········-···--·········-··············· ····-··-················ ···-·················-·······l·····-········-·-········-··-··········-···-···-····-···-··············-···-·········-·············t···········-························-··············-·······--····-················-·············-······-·· 

! Knowledge supporl (user supporl) j Mainly the Service Manogemen1 processes What is maintencmce 
!which ore the octivities?]? I Change Managemenl I lhot focus creating stable IT services. 

ii Maintenance Monogernenl ! 
1 IT Operations !l 

·····-···········-··-·····-··················-·········· ··-···-········-··-··············-·····j·······-············-········-··-·····-·· ························-····--········-···-········-i ···-······ ········-···-····-···-······-···--·······-···············-·-,-,, .... ,-,···· 

What processes are described in 1he ! Change Management, Moinlenance I Service Management, which includes l l 
model? Management and Supporl !processes Iha! I processes 1h01 ensure good IT services lihe 

______ -----··--· ··-·····-··-·--····-------··----·-··· _ ·······--- _J_?(:l~:.:~:::: .. f:::~:.:.:.~::l.:~~:~ ::II_~: .. J:r_::~::: .. ::.i~~--~~~:I::.~~ :~'::)~- __ _ 
! ' 

How ore lhe processes described? j Aclivilies, purpose, contenl and roles j The processes are broken down inlo 

-········-····-··-····- _ __ _ _ _ _ _ _ -············ ···-· . '·····- ··-·- ___ _ _ . _ .. _ -···-····-··-···-·······-·····-···-l--~~~~~~-c~i-~iti~~: .... ····-···········-···-·······-········-··················· 
How are the concemed parties/ actors I This is decided bosed on how the objecl is ! Pmlies and roles (in IT, !here ore internal 
identilied? i delimiled. There are lhree levels' Por1ies, ! parliesJ. 

i inlemol parties wilhin business and IT and ! 
I roles. I 

-······-··-··-······-····- . ··········································-·······-······-···- ····--1··"'···--'·--···-··········-·········--······-·········--····-···-··-···-··············-····f·-····-···-····-············-···········-·····-····-···-···-······-····-···-·····-······· 
What should be 1he relolionship be1ween I Business oriented !win-win) I Customer oriented. Aims for bringing IT clo-

1he paclies? ! Managed by assignmenls !compare 10 ! ser to the business, and what conloct areas 

I projeclsJ. I ore necessary lo do the right lhings. 
-----· .......... ··-····--·,··-·····-···---·-,······-········-· ·--·····-· ·+·-·· ·- ...... ····-·· ·····-········ -· ............................... -· .... -· ·············--r-·· .. ··-···- ····-········ -···-·· ·--·····--·----,··-·-·· .. --,.-·-··-··-·· 

Which roles ore there in lhe model? i Business Solution Owner, Business Solulion I One manager per process, for instance 

j Manager, IT Solution Owner, IT Solulion , Incident Manager and Problem Monoger 
! Monager ond operational roles as needed. ! from Service Management. 

~w•~••H~HH-OH-••HHa~,,, __ ,. .. ,,. .. n,~Hcommo,cn,-,n•-nn~ nnn,~~,..,, .. _,n,,n,,._,n,_,,n-H,nn•H--•••-••••-•••-••-••••••••••••---·•-••-•-•••-•H_,,.,_.,,_, .. .,,,_,.,,.,.,.,,,.,,,.,.,1 -"''''"'"'""'""'""'"""-'""'""'""' __ ,,,,_,,, __ ,,, __ ,,._,,n-•n•-'<n-•~•-••n-•-••n•'"'"''-'""~ 

I The Steering Con1millee (Bus"rness Solution i The IT oclivi!ies ore managed by signed 
I Owner and IT Solution Owner) makes ! SlA's. Resources and cosls are estimo!ed 

How ore resources managed 

(budget and staffl? 

! decisions oboul lhe overoll objectives and j based on !he signed SlA's. The SlA's ore 
! budget for the maintenance objecl. I followed up and reported . 

..... f J~;:~F~;~~t~;;;~,-~~~-~~;;~~~i···--····-·-l ~t~si:~:;1~~:~ ~:~:;:~:~~ ~;~:u,ion ---, ;~~~~~~~~:~g::~;~1~or:r r:~~;t~~eci··· 

I MonagerJ manage 1he operalionol activities II Emergency Commillee is appointed in emer· 
i wi1hin the limits given by the $Jeering , gencies. 

! Commillee. I 
-•-Huau, .. _ .. ,., .. , .. ,_., .. _,.,,.,~,~,~~,,-.,,~.,.,,.. •• ,..,-,~,-·-•·-·-•••-••u••-••-•••u•u ••••••-••-;-••••-• •••••••-•-•••-• .. •-•••• .. •-•••• .. •- .. --•-•••-• •--··~~,--<,.-<,,,~,-,,.-,_,_,,..-+--.---. -~,-.-,,-~,,,~,-~,...,,,,,.,,_~~,.,,~.u-,-·--~--~•uaau-uHu • ~,, .. ~ .. ,~,,ua-,, .... 

Does the model give support or direclions 

abaul lhe communicalion Ii nes between 
m;tors/roles. If so, how? 

: Yes, the role" and process descriptions tell 
who communicates in which llows 

(activilies and processes). 

Yes, in lhe coses where they ore covered 
by a process. 
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