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ITIL & ISO 20000 Blog. Do you need an IT Service
Manager for ITIL/ISO 20000?, 18-09-24, Sep 2018,

https://advisera.com/20000academy/blog/2017/04/11/do-
you-need-an-it-service-manager-for-itil-iso-20000

CEC Europe Briefing Papers,
Structure, Version 2.0, July 2002, www.ceceurope.com

Barclayrae, Independent Management Consultant, ITSM
Structure & Roles, Organizational Suggestions to Support

ITIL and ITSM implementations, www.barclayrae.com
IT Process Wiki - the ITIL Wiki.

processmaps.com/index.php/ITIL_Strategy_Management

King County Gov. Recommended Executive Branch IT
2018,

Organizational  Structure, 18-09-25, Sep
https://www.kingcounty.gov/~/media/operations/it/report
s/2008_ATR_Appendix_0O.ashx
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Governance

2 Information Technology Infrastructure Library
3 Change, configuration, release
4 Office of Information Resource Management

ITIL Organization

ITIL Strategy
Management, 18-09-24, Sep 2018, https://wiki.en.it-
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[1] Asai, Parisa., Information Technology Governance: The
Role of Organizational Culture and Structure, PhD.
Thesis, Stockholm University, Sweden, 2018

[2] SearchCIO TechTarget. Free IT organizational structure
chart templates for the CIO, 18-09-23, Sep 2018,
https://searchcio.techtarget.com/tip/Free-IT-
organizational-structure-chart-templates-for-the-Cl1O

[3] IT Process Wiki - the ITIL Wiki. ITIL Roles, 18-09-24,
Sep 2018, https://wiki.en.it-
processmaps.com/index.php/ITIL_Roles

Head of IT

Service Desk SLA Manager

Problem Manager Testing Manager

Availability

Tech Support Manager

Operations

Capacity Manager

Desktop Support

IT Continuity

Network Support

Financial Manager

Change/Config
/IRelease

Application

Account
Management
Application Security
Development
Application IT Architect
Support (?)
Special
Projects
Contracts/
Procurement
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Head of IT

IT Serices Manager _ Davslopmant

Deliery Ifaramer

IT Serdce Cantinuity

Fananer

Financial Wanager

Financial

Administrator

[elansier
Sarvice Serdica
Support Manager
| | | l
Computer Operations Deskiop Suppart Metvwork Suppon Serice Level
Frablem Manager tarager Fanager T¥iananer Fananer
Technical Suppar Shift Supervisor Zhift Supenisor ormere .
AnGGET Cperatar 1 Cperator 1 Test Manager m'lah””i& Cral‘ac'l!'
Operator 2 Operator 2 anage
Operafar n Oparator n
Tech Analyst 1
Techidnalysts OT Suppart 1 et Supp 1
EG: ma:!ﬂi OT Suppart 2 hlei Supp 2
ALy OT Suppart 3 Net Supp 3
Echnnalyst OT Suppart n Mel Supp n
Senvice
Desk Superizor
CLCR Manager
S0 Operator 1 I
=D Operatar 2 |
S0 Cperatar 3
2nd Line Suppert 1 R
2nd Line Suppor 2 L D
P R T e Helease Adminisator Change Adminisirator

Enterprise IT
Governance

Strategic Planning

Investment decisions

Oversight of project
implementation

Security and data integrity

Meet the broad needs of
customers

CEC EUrope (soliuiu silojlu )l (V) JSus

Executive Branch

Office of King County
Information Technology

Enterprise IT

IT Finance &

Business Solutions Administration

Develop technology
solutions for enterprise
business needs

« Set financial policies
and practices

* Manage procurement,

Set standards and practices contracts, and assets

Enterprise IT
for project management

IT Human
Operations

Resources

C D (

+ Maintain and support IT .
infrastructure

« Coordinate budget

Set standards for software development

Labor Relations

* Recruitment

. Set standards and +  Training & Development

protocols for supporting .

Daily HR Processes
infrastructure

King County (gslgade (slojlw < )la :(¥) S5
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Decentralized

+ Departmental Network
Operations

+ Departmental
Database & System
Operations

» Departmental Business
Solutions




