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Introduction 
Information Communication Technology (ICT) forms the backbone of several business processes within The South 
African National Blood Services and as dependence on technology increased, SANBS required ICT to be more 
responsive to their needs. The Information Technology Infrastructure Library (ITIL), is a set of practices for ICT 
service management that focuses on aligning ICT services with the business needs. 
 
Nature of the problem 
An extensive maturity assessment of ICT processes using the previous HEAT service desk (SD) was initiated and 
this, together with several audit findings, highlighted that critical processes in terms of how incidents, requests and 
changes were logged and managed, needed improvement to meet best practice. A maturity level of 1 was identified 
from the assessment. 
 
Design and Methodology 
A maturity level of 3 was desired and a roadmap designed to achieve this. Structures and processes were 
enhanced to improve efficiency in the ICT Service Delivery department through the implementation of several 
procedures, together with a new toolset to ensure management and control of the processes. To improve the 
opportunities for success and sustainability of these new processes, the toolset selected, namely SMART was 
aligned to the ITIL framework. As an initial focal point the following processes were selected: Incident Management 
(to manage errors); Request Fulfilment (to manage general requests); Change Management (to manage changes 
to the environment and applications); Configuration Management (to control and manage ICT assets) and Service 
Level Management (to set customer expectations regarding response times and availability).  Procedures were 
developed for all processes. SLA deadlines were reduced from an average of 1.5 days in HEAT to 6 hours in 
SMART. Calls were differentiated into requests, incidents and changes. Training of SANBS staff was rolled out 
nationally. 
 
Summary 
Five hundred and thirty staff were trained in 36 training sessions nationally. The SMART SD provided a cleaner 
and easier to use front-end where customers were able to log and track interactions with ICT, including authorising 
requests. Since its inception in February 2017, 2223 incidents, 2799 requests and 91 changes have been logged. 
The average number of hours from time of logging a call to close reduced from 376 hours to 34 hours and the 
average satisfaction measurement (Likert scale 1-5) improved from 4.2 to 4.7 in HEAT and SMART respectively. 
There was a 62% saving in costs per annum with the change HEAT to SMART. 
 
Conclusions 
SMART has enabled the ICT team to have a better overview through the facilitation of automated logging, tracking 
and management of activities. The improved Service Level Management ensured better understanding of customer 
requirements and enabled ICT to better manage ICT activities according to business impact and priority. Other 
SANBS service units such as Admin and Facilities, Stores, Learning and Development, Transport and Maintenance 
have either implemented or are in the process of implementing SMART SD. 
 


