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IT service metrics: Manage them. Measure them. Make them work for you. Measuring successis crucial, but
how do we do it? How can we be sure that the I T services we offer are adding real value to our business?
Metrics are an invaluable tool for measuring the effectiveness of IT service provision. Used effectively,
metrics enable businesses to assess performance in order to inform the decision-making process, drive
change and realize improvements. They facilitate cost savings through economical use of finance and
resources, and ensure that the services provided are appropriate - thereby strengthening customer loyalty.
Based on ITIL® and other service management frameworks and standards Up-to-date, based on the ITIL®
framework, aswell as COBIT®, ISO/IEC 20000, PMI® and | SO/IEC 27000, The Definitive Guideto IT
Service Metrics will show you how to integrate metrics into your business and maximize their usage and
effectiveness. Y ou will learn what to consider when gathering and reporting information and how to secure
and protect your company's metrics. Use metrics to benefit your I T department and the business as awhole
Used just asthey are, the metricsin this book will bring many benefits to both the IT department and the
business as awhole. Details of the attributes of each metric are given, enabling you to make the right choices
for your business. Y ou may prefer and are encouraged to design and create your own metrics to bring even
more value to your business - this book will show you how to do this, too. About the authors Kurt
McWhirter is arecognized authority on using the ITIL® framework and has more than 30 years experience
in 1T strategic planning, operations management, and enterprise process design and implementation. He is
certified asan ITIL® Expert and | SO/IEC 20000 Consultant and is an accredited ITIL® Trainer. Ted
Gaughan has more than 25 years experience in business/technical strategic development, program/project
management, and I T engineering and operations management. He is a certified Project Management
Professional (PMP®), Process Design Engineer (CPDE®), ITIL® Expert, ISO/IEC 20000 Consultant and
TIPA Lead Assessor. The definitive guide you can't afford to be without!
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From reader reviews:
Audrey Thompson:

The book The Definitive Guide to IT Service Metrics (Thought Leadership Series) gives you the sense of
being enjoy for your spare time. Y ou can use to make your capable much more increase. Book can to get
your best friend when you getting tension or having big problem together with your subject. If you can make
looking at abook The Definitive Guideto IT Service Metrics (Thought Leadership Series) to become your
habit, you can get more advantages, like add your personal capable, increase your knowledge about several
or al subjects. You are able to know everything if you like available and read a reserve The Definitive Guide
to IT Service Metrics (Thought Leadership Series). Kinds of book are several. It means that, science e-book
or encyclopedia or some others. So , how do you think about this e-book?

Christopher Henricks:

Hey guys, do you wishesto finds a new book to see? May be the book with the headline The Definitive
Guideto IT Service Metrics (Thought Leadership Series) suitable to you? The book was written by well
known writer in this era. The actual book untitled The Definitive Guide to IT Service Metrics (Thought

L eadership Series)is one of severa books which everyone read now. That book was inspired a number of
people in the world. When you read this guide you will enter the new shape that you ever know ahead of .
The author explained their ideain the smple way, so all of people can easily to comprehend the core of this
reserve. This book will give you alots of information about this world now. To help you see the represented
of theworld in this particular book.

Connie Medina:

Precisely why? Because this The Definitive Guideto IT Service Metrics (Thought Leadership Series) isan
unordinary book that the inside of the publication waiting for you to snap it but latter it will distress you with
the secret the item inside. Reading this book adjacent to it was fantastic author who also write the book in
such awesome way makes the content within easier to understand, entertaining approach but still convey the
meaning entirely. So , it is good for you for not hesitating having this any more or you going to regret it. This
phenomenal book will give you alot of rewards than the other book get such as help improving your
expertise and your critical thinking means. So , still want to hold off having that book? If | had been you |
will go to the guide store hurriedly.

Edward Suniga:

That book can make you to fedl relax. Thiskind of book The Definitive Guideto IT Service Metrics
(Thought L eadership Series) was colourful and of course has pictures around. As we know that book The
Definitive Guide to IT Service Metrics (Thought Leadership Series) has many kinds or variety. Start from
kids until youngsters. For example Naruto or Private eye Conan you can read and think that you are the
character on there. Therefore, not at al of book are usually make you bored, any it offers you feel happy,



fun and unwind. Try to choose the best book in your case and try to like reading this.
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