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[Organization Name] is committed to achieving excellence in IT Service Management by aligning
our quality objectives with the ISO/IEC 20000-1:2018 standard. Our objectives are designed to
ensure the highest levels of service quality, customer satisfaction, process efficiency, and
employee competence. We also ensure these align with ISO 45001:2018 to foster a safe and
healthy working environment.

Objective 1: IT Service Quality Assurance Objective Statement: Ensure the quality of IT
services by implementing and maintaining rigorous quality assurance processes throughout the
service lifecycle.

Measurable Criteria:
e Reduce the number of service incidents and non-conformities by 15% within the next
quarter.
e Implement a comprehensive service inspection checklist for all IT service management
stages within the next six months.

Alignment with Business Goals:

e Enhance customer satisfaction by delivering high-quality IT services that meet or exceed
customer expectations, leading to increased customer loyalty and repeat business.

Continuous Improvement:

e Regularly review IT service management processes and conduct quarterly quality audits
to identify opportunities for process optimization and quality improvement.

Objective 2: Customer Satisfaction in IT Services Objective Statement: Improve customer
satisfaction levels by addressing customer feedback and enhancing the overall IT service
experience.



Measurable Criteria:

¢ Achieve a customer satisfaction score of 90% or higher in IT service surveys conducted
bi-annually.

¢ Implement a process for analyzing IT service feedback and addressing customer
complaints within 48 hours of receipt.

Alignment with Business Goals:

e Strengthen customer relationships and loyalty by demonstrating a commitment to
meeting IT service needs and expectations, leading to increased customer retention and
referrals.

Continuous Improvement:

e Conduct regular reviews of IT service feedback and identify trends or recurring issues to
implement corrective actions and drive continuous improvement in customer
satisfaction levels.

Objective 3: Process Efficiency and Optimization in IT Services Objective Statement: Improve
IT service process efficiency and optimization to enhance productivity, reduce waste, and
increase profitability.

Measurable Criteria:
e Reduce IT service delivery cycle time by 10% within the next year through process
optimization initiatives.
e Implement a lean IT service management program to identify and eliminate non-value-
added activities within the IT service process.
Alignment with Business Goals:
¢ Improve operational performance and competitiveness by streamlining IT service
processes, reducing costs, and maximizing resource utilization, leading to increased

profitability and market share.

Continuous Improvement:



e Establish a cross-functional team dedicated to continuous improvement initiatives, with
regular meetings to identify improvement opportunities, prioritize projects, and track
progress towards objectives.

Objective 4: Employee Training and Development in IT Service Management Objective
Statement: Enhance employee skills and knowledge through targeted training and
development programs to support IT service management goals and objectives.
Measurable Criteria:
¢ Achieve 100% completion of mandatory IT service management training programs for all
employees within their respective roles.
e Implement a performance management system to track employee progress and identify
training needs on an ongoing basis.
Alignment with Business Goals:
¢ Build a skilled and engaged workforce capable of driving IT service management success
by investing in employee development and promoting a culture of continuous learning
and improvement.

Continuous Improvement:

e Conduct regular training needs assessments and update training programs to align with
changing business needs, technological advancements, and industry best practices.
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