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The OGC launched its new ITIL Software Scheme pilot on the 1st May 2009. 
Those involved in Service Management have been keen to understand the 
implications of this scheme and the detail of how it will work. Richard 
Pharro, CEO, The APM Group, agreed to an interview to discuss the matter. 
This article is a record of his discussion with Peter Brooks (FISM), ITSMFI 
Board member. The itSMF International does not have a position on any 
certification scheme, so this article is not to be construed as an opinion of 
the itSMFI. 
 

History and Background 
 
For some years a commercial software accreditation scheme has been run 
by Pink Elephant, so a market need has previously been identified for this 
type of scheme. The Pink Elephant scheme has not been endorsed by the 
OGC, the owners of the ITIL trademarks. This scheme has become widely 
accepted as the de facto standard for ITSM toolsets. 
 
Ken Turbitt approached OGC and APMG with the idea of producing an 
alternative software endorsement scheme. After discussion with Ken and 
Sharon Taylor, of Service Management Consultancy Group (SMCG) Ltd., it 
was agreed that SMCG would set up the initial scheme and pilot. SMCG 
have gained the ‘first to market’ advantage from their idea, but have no other 
revenue flow from OGC or APMG. The decision not to move to open tender at 
this stage was taken in recognition of the value of the idea that SMCG had 
brought to the market and the belief that having the ‘first to market’ benefit 
was a reasonable reward for the proposal and development of the pilot. 
 

What the Scheme is not 
The OGC, APMG & SMCG all recognise that this scheme is not an ITIL 
certification scheme, and it is not intended to be. You can’t be ‘ITIL 
compliant’. 
 
ITIL is a framework, a set of ‘Best Practice’ guidelines. It is not a standard. 
Consequently no company, tool, project or person could be ‘certified ITIL 
compliant’. 
 
However, an individual process can be evaluated to establish if it has those 
characteristics listed in the ITIL core books as ‘must have’ requirements for 
the process. 
 



The Scheme does not rank tools. As an added value, a Licensed Software 
Assessor in the scheme could offer some type of ranking scheme – but it is 
not part of the ITIL Software Scheme. See later in this article for other 
possible add on services. 
 
The scheme does not offer a guarantee that using a certified piece of 
software will result in a working ITIL process. What is says is that the 
software ‘out of the box’ is certified to support the process., However, any 
toolset could be customized in such a way that it suits customer needs 
better but no longer complies with the ‘must have’ requirements described 
in the ITIL core books. 
 

How certification works  
 
If an organisation wishes to become a Licensed Software Assessor, it must 
convince APMG that it has developed the auditable means to test software 
that has been submitted to it.  
 
These means must check that the software complies with the ITIL core 
guidance ‘must have’ requirements. APMG has not released a document 
describing how these will be assessed in detail, as each Licensed 
Software Assessor will develop separate IPR that demonstrates their own 
ability to do this, they will not simply copy APMG’s ‘must have’ checklist.  
 
This is part of the requirement for APMG to audit the capability of the 
organisation to be an effective Licensed Software Assessor. 
 
A particular piece of software can be certified against any of the 27 or so ITIL 
processes (the ‘or so’ will become a firm number after the pilot phase!).  

What the Scheme offers to Vendors 
 
The potential marketing advantage to Vendors is reasonably clear. At a 
minimum, if a piece of software is certified to offer ITIL Process X, 
somebody completing an RFP can include this information in the 
knowledge that, so long as all the people and process work is done 
according to ITIL, the tool will provide the necessary support. 
 
Richard reminds us that it is important to note that this does not mean that 
the implementation of two tools, both certified for Process X, will be as 
smooth, effective or of similar cost.  It does not mean, unless this is part of 
the ITIL core guidance ‘must have’ requirements, that this software will 
integrate with any other software – even if that other software is also 
certified. 
 
Nevertheless, says Richard,  the value can be substantial. Some vendors 
sell not just automation software for processes, but templates, process 
diagrams, procedures and similar supporting collateral. In principle, such 



material could be submitted to a Licensed Software Assessor and be 
certified as supporting particular ITIL processes. 

What the Scheme offers to Licensed Software 
Assessors  
 
Existing Software Assessors, such as Pink Elephant, have the option to join 
the scheme and have their assessment audited to show it complies with 
the ITIL ‘must have’ guidance as specified by OGC. 
 
An organisation wishing to set up as a Licensed Software Assessor has the 
opportunity to add on important value to the core scheme itself, such as 
providing ranking between tools, implementation guidance, capacity and 
availability information about the tool and so forth.  

What the Scheme offers to End-Users – Customers, 
Consultants, Integrators 
 
This really is the key element of the entire scheme, said Richard. If the 
scheme is useful to end users, then it will prosper, if not, it will not be worth 
vendors having their products tested for compliance. 
 
One feature of the ITIL Software Scheme that is of particular value to 
customers is that of a ‘Gold’ level certified tool. This means that other 
customers have endorsed the tool, so a company proposing to use the tool 
can see the text of the endorsement, contact the customer to understand 
any particular needs or issues encountered and, quite possibly, visit a 
reference site where the tool has been successful. 
 
 
This will have to some extent to be driven by customers, consultants and 
integrators. A vendor may wish to go for the least expensive assessment, 
which simply identifies that the tool, if implemented with the proper 
processes and people factors in place, should do the job. A customer, on 
the other hand, may insist on an assessment that ranks the tool and gives a 
clear picture of the overall TCO between two tools as well as customer 
based references to the ability of the tool to support real organizations. 
 
Open Source solutions to Service Management challenges are of keen 
interest, particularly to smaller companies and during the current recession. 
These do not have access to marketing budgets of the sort that large 
vendors have. This scheme could help level the playing field. If a Customer, 
Integrator or non-profit organization (maybe something like the itSMF?) 
wished to submit Open Source solutions and these were certified, this 
would make it easier for companies, looking for cost effective solutions, to 
be able to find appropriate solutions and know they can be trusted. 



Future possible directions 
 
APMG and OGC are actively engaged in considering expansion to the 
scheme as it currently stands. Constructive suggestions will be considered 
and, like the initial suggestion, may give those who bring them and 
implement the pilot for them a similar 1st to Market advantage. Possibilities 
for inclusion in the scheme could include: 
 
ITIL guidance mentions metrics in a number of places in the Lifecycle, 
some not directly connected to processes. If a measurable (something of 
an irony in this case!), auditable scheme could be established then a tool 
could be certified as supporting a full set, or clearly identified set, of KPIs, 
and other metrics recommended by ITIL. 
 
Some work has been done to establish whether various tools can inter-
operate. Current thinking for most software is that such interoperability can 
be achieved best by implementing ontology to support the software 
framework. There is currently no Service Management ontology. This 
scheme could be used, though, to define, initially, a subset (let’s say a well 
defined Incident, Problem, Event & Change record) of an ontology that could 
be certified to exist in particular software products (as, either a structural part 
of the operation or as an importable/exportable element) was present. Over 
time a de facto standard could be developed that could be codified into an 
actual ISO standard for Service Management. 
 
There are certainly many more possible valuable directions in which this 
scheme could be developed, which is encouraging, even though we are 
presently only at the stage of the initial pilot. It is also encouraging that OGC 
and APMG are open to the development of this initiative to serve the Service 
Management as a whole, not just the Vendor community. It is important for 
interested parties, including the itSMF, to consider how to help steer this in 
the direction that gives the best value to our end users and customers. 
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Links 
 
The announcement of the scheme:  
 
http://www.itil-
officialsite.com/News/ITILSoftwareSchemeOperationalPilotLaunch.asp 
 
The APM Group Product Endorsement Site: 
 
http://www.apmgroupltd.com/ProductsAndServices/ProductEndorsements.a
sp 



 
The OGC Home site: 
 
http://www.ogc.gov.uk 
 
The itSMF International Home site: 
 
http://www.itsmfi.org 
 
The Pink Elephant ‘PinkVerify’ site: 
 
https://www.pinkelephant.com/en-ZA/PinkVerify/ 
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The APM Group will be administering this scheme. 
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Examinations 


