
Helping you deliver practical, successful ITSM

Consulting and Troubleshooting

ITSM Goodness

ITSM Education and Workshops

Individual Mentoring

Media, Research and Analysis

Getting the Basics Right  
The essence of IT Service Management is, and should be, simple. Create solid 
definitions, structures and systems that consistently deliver positive customer 
experiences. Use your positive customer feedback and metrics to demonstrate the 
value and benefits of IT. Communicate these across the entire organisation – often.             
Then, do it some more, even better.

Customers see ‘incidents’ as accidents, ‘servers’ as waiters and 
‘architecture’ as buildings - talk to them in their language

Can you show how your IT organisation is 
contributing to the business success of 

your customers?

The Service Desk is 
the front office and 

shop window for IT - 
It’s a valuable asset to an organisation 

and should be seen as 
an aspirational and 

high value operation, 
not simply a call logging system at the 

bottom of the IT ladder

You can’t just buy ITSM 
   off the shelf… or ‘do ITIL’ without going through 

some form of change and renewal in your 
IT and support organisation 

3 simple tips to make 
processes effective - ownership, 
ownership and ownership 

Every goal that you are trying to achieve should be part of the office 

wallpaper - ubiquitously visible and business driven

The whole idea of IT value is so much 
more than just cost - it’s knowing and 

delivering what your customers need to do their jobs

Contact:  Amanda Cruise  -  amanda@barclayrae.com   
Call: +44 (0) 20 7993 4354
Visit:   www.barclayrae.com   www.itsmgoodness.com
Twitter:  @barclayrae   #itsmgoodness

All content is copyright to Barclay Rae 2014

 ITSM
G

O

O D N E
S

S



Free initial consultation and 
feedback session

We can act as a powerful catalyst to help you quickly 
improve your service delivery, starting with a free no 
obligation consultation in which we discuss your key 
issues and share valuable guidance and feedback. 

To arrange your free session 
call Amanda Cruise on +44 (0) 20 7993 4354 
or email amanda@barclayrae.com

Successful consultancy is about actively supporting people and organisations 
to achieve success themselves. Since 1994, Barclay Rae has been providing 
independent, practical and successful solutions to over 500 ITSM individuals and 
organisations across the UK and internationally.

BRC Services

Barclay Rae Consulting provides 
independent, practical and successful 
solutions across the ITSM sector - 
empowering customers to get on with 
their jobs with renewed clarity, focus and 
effectiveness. 

Services range from short, inexpensive 
and high value one-off pieces of work to 
broader end-to-end solutions over time. 
These include consulting, troubleshooting, 
mentoring, workshops and masterclasses, 
health checks and Service Desk reviews, 
metrics and reporting, procurement and 
implementation and industry wide media, 
research and analysis. 

BRC clients include…

•	 Aggregate	Industries

•	 Lloyds	Pharmacy

•	 Nationwide

•	 Thomson	Reuters

•	 Thomsons	Solicitors

•	 Skills	for	Care

•	 BP

•	 United	Nations

•	 RBS

•	 Sony

•	 Ofgem

•	 Oxford	University

ITSM and Service Desk Reviews 

More than just a ‘health check’, this 
service provides you with a fast, proven 
and practical way to review your IT service 
maturity, analyse what’s holding you 
back, plan for maximum success and 
build consensus for implementation. The 
focus is not simply on ITSM processes or 
‘compliance’ with methodologies, but on 
the issues that are directly related to the 
success of your business. Included as 
standard are: 

•	 Health	check	and	planning

•	 SWOT	and	Gap	analysis

•	 ‘Quick	wins’

•	 Recommendations	and	Route	Map

ITSM Procurement

The current explosion of new commercial 
and service models in the IT sector, plus 
the multiplicity of buying options, has 
made the procurement process more 
challenging – and potentially risky – than 
ever. This option helps to ensure that you 
get the best value, cost efficiency and 
risk management from your purchases. 
Included as standard are: 

•	 Software	specification	and	
 procurement

•	 Vendor	liaison

•	 Market	feedback

•	 Decision	support

About Barclay 

Barclay is 
a highly 
respected 
IT Service 
Management 
specialist.	He	
has extensive 
experience 
in providing 
companies 
and individuals 

with strategic advice and guidance 
on Service Management issues, as 
well as being heavily focused on 
the practical implementation of best 
practice. 

Twenty five years after starting his 
career on the operations side of IT, 
transitioning to work as a consultant 
for a variety of ITSM organisations and 
running consultancy company e2e for 
ten years, Barclay created Barclay Rae 
Consulting in 2010 to offer customers 
the highest level of independent 
support and service. 

SLM Implementation

The focus here is on what is practical 
and achievable in a short time. It is a 
mentoring and facilitation service that 
helps	you	to	build	successful	SLM	quickly	
and effectively, bypassing all the regular 
problems and cul-de-sacs that inevitably 
occur.	Successful	SLM	is	also	one	of	the	
fastest ways to demonstrate the real value 
of IT. Included as standard are: 

•	 SLM	workshop

•	 Service	Catalog	and	SLA	definition,

•	 Negotiation	and	documentation	
 support

•	 Templates	and	practical	guidance

Metrics and Reporting 

How	often	have	you	complained	that	you	
just can’t get the right reports out of your 
ITSM	system?	However,	have	you	ever	
thought about how to structure the input 
data and configuration information so that 
it doesn’t limit you? This service provides 
practical guidance to help you steer 
and reset your use of ITSM tools and 
processes so that you can really deliver 
and demonstrate value. 
Included as standard are: 

•	 Review	of	reports	and	
 recommendations on 
 how to make them work

•	 System	inputs/outputs

•	 Categorization

•	 Business	requirements

Benefits of choosing BRC 

•	 Fast	and	effective	analysis,	guidance,	
 input and planning

•	 Focus	on	getting	the	basics	right	–	
 a proven and practical approach

•	 Delivery	of	tangible	business		
 objectives 

•	 Independent,	impartial	perspective	

•	 Reduced	costs	and	timescales	

•	 Low	risk	and	high	ROI

What level of investment is 
required? 

The focus is on fast solutions and 
BRC can cater for all budgets - most 
projects involve only a few day’s work. 
All consulting services are tailored to 
suit individual client requirements and 
budgets. There are also ready-made 
and recommended packages that have 
proven highly successful over time. 

Troubleshooting

This service quickly identifies the ‘elephant 
in the room’ and builds an effective 
approach to resolution. More than simply 
a review or audit, this service takes an 
in-depth look at particular problems and 
perceived issues, providing experienced 
options and recommendations on 
how	to	resolve	them.	Often	the	real	
issues are about people and capability, 
management, structure, culture, 
communications and management of 
expectations. Examples of areas covered: 

•	 Review	and	recovery	planning	for	
	 failing	helpdesks/service	desks

•	 Review	and	conciliation	around	issues	
 with outsourced service delivery

•	 Feasibility	and	business	case	review	
 around planned projects and 
 investment

•	 Balancing	skill	sets	and	capabilities	in	
 teams – are the right people in role?

•	 Project	review	and	recovery	–	e.g.	
	 ITSM/ITIL,	product	implementations

•	 Procurement/Supplier	Management	
	 QA	and	recovery
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Barclay Rae Consulting 
Helping you to deliver the best  

possible service to your customers 
 

Achieve success and business benefits quickly, using 
common sense and value-based services including: 

 
• Consulting, Mentoring and Troubleshooting 

• ITSM Industry Media, Research and Analysis 

• Creation of Service Catalogue and SLAs 

• Workshops – 1 day onsite across the ITSM spectrum 

Barclay Rae is an experienced ITSM mentor and business manager. 
He has worked on approximately 400 ITSM projects over the last 25 
years, as well as starting life on the operations side of IT, setting up 
and running Help/Service Desks.  

Barclay has worked for a number of ITSM organisations, as well as 
running consultancy company e2e for 10 years.  

He delivers strategic ITSM consultancy, mentoring and business 
development, as well as media analyst services to the ITSM industry. 

Barclay is the writer and presenter of ITSMTV and also participates 
in the ITSM Rest of the World weekly podcast. 

  

    Website:  www.barclayrae.com 

    LinkedIn: http://uk.linkedin.com/in/barclayrae 

    Twitter:   http://twitter.com/barclayrae (@barclayrae)  

Consulting and Troubleshooting - BRC offers a number of short, inexpensive 
and high value consulting options to help you identify key pain points, resolve 
your issues and gain tangible benefits quickly. All of these can be tailored to 
meet your individual needs, requirements and desired outcomes.

All consultancy and troubleshooting work includes 
direct feedback, written reports, templates and documentation 
as required to help you move forward quickly and with quality assured. 

Barclay’s expert troubleshooting has really helped 
us to clearly identify our best way forward. We are 
already seeing significant benefits. Additionally, his 
input around our service model, both locally and 
globally, has had a big positive impact at all levels 
of the organisation.

Gareth Owen, Director of IT

Barclay is very personable, 
down to earth, easy to work with 
and gets on with everyone. He takes 
a genuine interest in the individuals 
within a team - there are not many 
consultants who do this when they 
come into organisations. It is a 
rare and precious quality. We are 
extremely pleased with his services.

Jane Martin, IT Service Manager



Getting The Basics Right

Simple to understand 
and straightforward 
to implement, ITSM 
Goodness is low cost 
and leads you to fast, 
successful results. 

Getting	the	basics	right	means:

	 ‘Getting	real’	-	delivering	
 practical successful 
 solutions

 Ensuring ITSM focus is 
 on customer experience 
 and business outcomes

 Delivering value from 
 ITSM projects and 
 operations

 Making sure that IT is 
 able to protect as well 
 as innovate for its 
 customers

 Cutting through the mass 
 of industry output to focus 
 on key messages

ITSM Goodness offers:

 Masterclasses

 Workshops

 Training 

 Consulting 

ITSM Goodness
Is a dynamic, practical, fast track approach that cuts through 
to the core of IT Service Management best practice.  Clear and 
concise, it empowers you to ‘do the basics right’ and achieve 
best business outcomes from IT, every time. 

Simple - Straightforward - Successful
ITSM Goodness supports you to achieve and embed excellent 

customer satisfaction, aligned business outcomes and proven IT 
value as solid foundations for tangible, ongoing success.  
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1 Engage and listen to 
customers

Start by trying to understand the customer 
experience and expectation of IT

2 Build a service 
structure based on 
business outcomes

Services trump SLAs, so build a picture of 
what you are delivering across IT

3 Invest in the service 
desk, the focal point 
and flagship of IT

It needs quality and investment to make it 
work for the whole of IT

4 Get Problem 
Management 
working

This is the game changer that 
most organizations still struggle 
with. It requires the right person 
more than a good process

5 Report on 
the useful 
stuff

Stop producing piles of reports; 
report on services and on what’s 
important for the customer and 
business (not what IT does)

6 Get all of IT 
 working 
 together
It’s not just about the service 
desk; everyone must play a part 
and this needs to be made clear 
and managed with governance

7 Change 
and sell the 
pitch

Success needs to be 
communicated and 
marketed – continuously 

The 7 Steps 
to ITSM Goodness

Find out more at: www.itsmgoodness.com    Join the conversation: #itsmgoodness

ITSM Goodness is just a 
godsend. Thank you Barclay!

Jesus Melendez – 
Service Desk Analyst

The ITSM Goodness workshop 
was great!  I came away with 
ideas that I’ve shared with 
others in my organization and 
am beginning to use.  

Babette Williams - Manager, 
Operational Excellence 
Enablement 

Your services section from the 
7 Steps to ITSM Goodness 
is the best description and 
example I’ve seen out there 
recently. Many have missed 
the mark and you’ve got it right 
here in black & white. 

Phyllis Drucker – Business 
Process Consultant



Free initial consultation and 
feedback session

We can act as a powerful catalyst to 
help you quickly improve your service 
delivery, starting with a free no obligation 
consultation in which we discuss your key 
issues and share valuable guidance and 
feedback. 

To arrange your free session call 
Amanda Cruise on +44 (0) 20 7993 4354 
or email amanda@barclayrae.com

ITSM Education, Workshops and Mentoring - These sessions act as a 
quick energiser, refresher or project facilitator and provide valuable, targeted 
guidance to move you forward. All the workshops work well both on their own 
and alongside some initial consultancy or ongoing mentoring.

How to do Service Catalog 
and SLM

This can be a one or two-day session, 
taking participants through practical 
steps in how to achieve Service 
Catalog	and	SLM	success.	

The one-day workshop is focused 
on Service Catalog - how to build 
it, define your services, clarify what 
outputs can be developed, identify 
the key elements of a service and 
lots more. The two-day workshop 
incorporates	a	wider	SLM	approach	
and includes guidance on creating 
SLAs,	a	service	portfolio	and	how	to	
develop useful reporting.

ITSM Optimiser

This is an interactive one-day 
workshop that looks at current and 
emerging trends and practices, 
providing participants with new ideas 
and options on how to make the most 
of their ITSM operation, processes 
and tools. 

This workshop is useful for 
organisations looking to change 
their ITSM software or optimise their 
current tools (or for those who are 
not sure). It’s also useful as a general 
refresher and ideas forum, for those 
simply looking for new ideas or new 
input to tackling outstanding issues.

Media 

In recent years Barclay has been at 
the	forefront	of	UK	and	international	
ITSM digital media, with on-camera 
appearances	hosting	‘ITSMTV’	and	
the ‘Service Desk Inspector’ series, 
as well as being a regular contributor 
to the high profile weekly ITSM 
industry	podcasts.	He	is	also	very	
active on social media, particularly 
on Twitter as @barclayrae and 
#itsmgoodness, where the regular 
ITSM	Goodness	‘nuggets’	of	practical	
advice originated.

Barclay works with a number of ITSM 
organisations producing content, 
standards and products, as well 
as writing and delivering ideas and 
practical solutions to the industry 
through a variety of channels.  
Services range from writing copy and 
value propositions for companies, 
to white papers and creating and 
contributing to standards. With 
broad experience across delivery, 
consultancy, membership and vendor 
organisations, he can help to develop 
and turn ideas into reality either as 
products or message based content. 

Please contact Barclay 
to discuss any bespoke 
requirement that you may have 
on +44 (0) 7885 629308 
or email bjr@barclayrae.com.

Memorable Metrics

This session identifies issues with 
current IT reporting (particularly 
operational reporting) and provides 
practical suggestions on how to 
improve and develop truly useful reports 
and metrics, targeted for different 
stakeholders. This involves a mixture 
of some presentation around current 
thinking on IT metrics and dashboards, 
with sessions on how to build up 
‘bundles’ of reports (often using existing 
data) both for internal IT and external 
customer/user	consumption.

Problem	and	Knowledge	Management
This workshop provides clear direction 
and practical guidance on how to make 
Problem	and	Knowledge	work,	
including reference to current thinking 
and how some new tools and 
approaches can help, particularly using 
social	and	crowd-sourcing.	Problem	
and	Knowledge	are	fundamental	to	
successful service delivery, yet both are 
largely implemented poorly, ignored or 
paid ‘lip service’ in many organisations.

ITSM Goodness 

Based on the popular 7 Steps to ITSM 
Goodness	approach,	these	one	to	two-
day workshops are a very quick and 
high-energy review and action planning 
exercise. Role-play, game based 
simulations, action plans and hands-
on exercises help keep the focus clear 
and simple – how to achieve the right 
business outcomes from IT and how 
best to deliver this.

Speaking & Presenting

Barclay is a popular and sought 
after speaker at high profile 
international industry conferences. 
He	offers	a	select	number	of	event	
presentations and keynote speaking 
engagements each year. Barclay’s 
style combines his pragmatic, 
straightforward, no-nonsense 
approach with his dry Scottish wit, 
going straight to the core of any 
ITSM topic with keen insight and 
humour. 

Events in recent years have 
included:	Pink	Elephant	(Vegas),	
itSMF	UK,	SDI,	SMFusion,	ITSM	
conferences in Belgium, South 
Africa,	US,	Sweden,	Dubai,	
Finland,	Poland	and	Estonia	as	
well as participation in the  first two 
global	24-hour	(TFT)	conferences,	
streamed worldwide.

Mentoring

BRC provides mentoring that is efficient, 
effective and just enough to provide you 
with the perfect level of support where 
and when you need it most. Barclay’s 
mentoring services are designed to 
support you in actively moving forwards 
in your role and the many processes 
you are responsible for. Available for all 
key ITSM roles, this kind of mentoring is 
most successful when related to specific 
roles and tasks, such as defining and 
negotiating	SLA’s,	developing	in	the	
Service Desk Manager position and 
supporting	ITSM	Project	Managers	to	give	
truly effective advice and feedback. 

Included as standard are:

•	 Initial	review	and	planning

•	 One-to-one	direct	or	
	 telephone/Skype	support	tailored	
 to your own specific needs

•	 Support	that	is	at	all	times	sensitive,	
 business-aware and confidential

•	 All	materials	and	templates	as	needed	

Research & Analysis

Barclay’s research and industry 
analysis services are often in demand 
by	leading	ITSM	organisations.		Using	
his independent, highly experienced 
and down-to-earth approach, he can 
quickly create key knowledge resources 
for you of high value to you and your 
customers. 

Sample services : 

•	 Authoring and editing of reports

•	 In depth reviews of leading 
 software products

•	 Expert feedback on positioning, 
 functionality, expectations and 
 trends

•	 Independent white papers on 
 leading ITSM topics, such as 
 service catalog, metrics and 
 tool selection.

Media, Research & Analysis - Why settle for less than the best? Barclay Rae 
is highly regarded as one of the top independent media, research and analysis 
experts in ITSM. Gain instant benefits from his depth of knowledge, breadth of 
experience and direct, pragmatic know-how. 

We knew where we wanted to get 
to, but we didn’t know where to 
start. Barclay took all of our ideas 
and put them into a really effective, 
dynamic structure then helped 
us to move forward. He worked 
with us, not just for us, passing 
on all the knowledge and skills we 
needed to become self-sufficient 
and sustainable long term. Barclay’s 
expert guidance, experience and 
knowledge have been invaluable.

Jane Martin , IT Service Manager

Very informative session. Has 
been important and I believe 
has allowed us to gain a better 
understanding of how we should 
deploy our SC. I would certainly 
recommend this to others.

Charles Bonello, Head of IT


