
Promise and Reality:

Do y ou know what y our IT is really capable of ?

Long-term planning of objectives.

While requirements in individual compa -

nies are v ery div erse, the primary aim of

service lev el management is a common

one: to objectiv ely and tr ansparently

measure IT -Qualit y . Only in this w a y can

sustainable impro v ement of IT -Qualit y

and, with this, the optimisation of a com -

pan y’ s own resources, be achiev ed.

Acceptable cost, fast amortisation.

Service Lev el Management systems do

not just impro v e corpor ate IT -Qualit y ,

they also measure and document their

own performance. In this w a y , they pre -

cisely highlight the cost -benefit r atio –

that is to sa y the impro v ement in IT -

Qualit y in relation to in v estment.

Agree and trust – control and improve.

In gener al, service lev el management has just one aim: permanent

impro v ement of IT -service-qualit y at an acceptable cost. T o do this, it is

first necessary to identif y mission-critical IT - Services and subsequently

to continuously measure these in oper ation, present them in a meaning -

ful w a y and impro v e them. This process should include all k ey elements

required to secure the required service-lev els. T o achiev e this efficiently ,

the par ameters determined in the service lev el agreement need to be

coordinated. This requires realistic remits to the IT -Department and the

determination of which par ameters actually need monitoring.

IT -Qualit y is normally defined b y means of service lev el agreements.

But what use are agreements if there are no tools for monitoring

and ev aluating 

IT -Qualit y?
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The product names and tr ademarks men -

tioned in this information brochure are

registered tr ademarks of the relev ant

manufacturers.

Geyer & Weinig

EDV -Unternehmensber atung GmbH

Einsteinstr aße 24

76275 Ettlingen

German y

T el.: +49(0)7243/15777

F ax: +49(0)7243/78567

E-mail: info@gwtel.de

Internet: www .gwtel.com
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Service Level Management: Quality for IT-Services.

Management Summary .
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Forward planning:

Sustainabilit y as a corpor ate aim.

Focusing on essentials.

It is inconceviable that companies with large, network ed IT - S ystems will

be able to surviv e in the future without service lev el management. By

making IT - Services tr ansparent, it becomes possible to accur ately assess

their performance and utilise them to the best effect, allowing IT to be

used more efficiently as a tool for achieving corpor ate objectiv es. This in

turn enables the compan y to concentr ate on its actual, original business

priorities, while also making a significant contribution to reducing costs –

two k ey adv antages in securing mark et position.

Consistently implemented Service Lev el

Management has positiv e effects in all areas of a

compan y .

What dose Service Level

Management provide?

• Service Lev el Management creates

a tr ansparent, objectiv e and per -

manent view of the IT services

• Service Lev el Management perma -

nently impro v es IT qualit y for staff

and customers. This increases the

acceptance of the IT services pro -

vided.

• Service Lev el Management is the

centr al element controlling resour -

ce planning and optimisation of a

compan y’ s own IT .

• Service Lev el Management sa v es

costs through right -sizing the

technical infr astructure, process

impro v ements and orientation of

the IT to business objectiv es.
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Service Lev el Management with GW - TEL® INFRA - XS®: The scorecard clearly shows the

strengths and weaknesses of the individual IT services and the o v er all catalogue of ser -

vices.

The right decision.

The question of “whether ” a Service

Lev el Management system should be

used, is nev er really an issue. This is

mostly answered with a simple “y es” .

Much more difficult is the question of

“which system” should be used, and “in

what w a y”? In response to this, the

Gey er & W einig professionals dr a w up a

concept individually tailored to the client

compan y . The hardw are and softw are

used, the business en vironment, mark et

dev elopments and str ategic objectiv es of

the customer all flow into the dr afting

process. The outline conditions identified

mak e it possible to define k ey points for

a bespok e service lev el management.

The services of the con -

sultant and the tool pro -

vider must be interlink ed

without an y interfacing

problems.

The INFRA-XS® pilot-phase.

F ollowing conception, Gey er & W einig goes into a pre-production

phase. From the initial concept, an individual service lev el manage -

ment system is implemented for sample services. F ollowing ev aluati -

on of performance in the pilot phase, the customer has the option of

buying a licence or choosing full-service outsourcing. Whichev er choi -

ce is made, it is the right decision and the right partner .

The Chicken and Egg Syndrome –

or services from a single source.

• business-orientated

• matrix -orientated

• theoretical assessment

• maturit y models

• process introductions

• etc.

Consultancy services

Gey er & W einig tak es on gener al responsibilit y

• technology orientated

• product orientated

• implementation orientated

• line orientated

• technical specifications

• etc.

T ool pro vider services
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Service Level Management with INFRA-XS®:

Continuously monitoring and impro ving IT services.

Gey er & W einig is one of the pacemak ers in service lev el

management. The GW - TEL® INFRA - XS® softw are-suite pro vi -

des a powerful, modular tool for sustainably impro ving IT -

Qualit y .

INFRA-XS® Licence: in-house service level management.

Acquisition of an INFRA - XS® licence offers companies the adv antage

of internal dev elopment of their own service lev el management exper -

tise. Gey er & W einig offers a fair price model, aligned to the number of

measurement agents used and processes monitored.

INFRA-XS® Full Service:

Service level management as an outsourced service.

INFRA - XS® Full- Service offers maximum flexibilit y . The all-in price

includes all pa yments for licence fees, service, basic oper ation, repor -

ting and monitoring. This pro vides an oper ational and qualit y guar an -

tee with a low personnel requirement and minimum in v estment.

Additional adv antages are high flexibilit y of runtime and scope of appli -

cation, together with free updates with inno v ativ e modules.

Holistic thinking and action.

F or more than 18 y ears, Gey er & W einig has

been in v olv ed with bespok e service lev el

management systems. This experience, combi -

ned with a significant contribution to the dev e -

lopment of international standards, giv e the

compan y its edge. All Gey er & W einig experts

are able to build on the compan y's know -how ,

and efficiently implement this for users – for

example in some of the INFRA - XS® systems

successfully oper ating around the world or as an

outsourcing partner in one of the largest service

lev el management installations in German y .
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