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Service Transition Management - Embedding Projects into Business-as-Usual (BAU)
Operations

As Service Transition Project Manager, | facilitated the seamless transition of multiple
major projects into Business-as-Usual (BAU) support teams, ensuring operational
continuity and governance alignment across all IT service-management functions.

This initiative bridged the gap between project delivery and steady-state operations,
embedding mature processes for Incident, Request, Problem, Change, Release, and
Major Incident Management, supported by comprehensive service-transition outputs.

Programme Overview

The transition programme focused on stabilising post-delivery environments and
integrating new capabilities into existing support structures.



Objectives:

* Ensure smooth handover from project to BAU teams
e Embed ITIL-aligned service-management processes
* Maintain service continuity and SLA compliance

e Strengthen governance and accountability across operational teams

This approach delivered predictable service performance and reduced operational risk
during transition periods.

@ Transition Framework

The framework was structured around six key ITSM disciplines:

Process Area Focus Outcome

Incident Management Rapid restoration of normal service Minimized
downtime and user impact

Request Management Efficient fulfilment of service requests Improved user
satisfaction and responsiveness

Problem Management Root-cause identification and resolution Reduced
recurrence of incidents

Change Management Controlled implementation of changes  Enhanced
stability and risk mitigation

Release Management Structured deployment of new releases Reliable delivery
and version control

Major Incident Management Coordinated response to critical outages Rapid
recovery and stakeholder confidence



Execution Approach

Key activities:

* Developed transition plans and acceptance criteria for each project
¢ Conducted readiness assessments with BAU teams

¢ Delivered process workshops and documentation handovers

¢ Established governance checkpoints and escalation paths

¢ Monitored early-life support and stabilisation metrics

This structured approach ensured that each project entered BAU with full operational
readiness and defined ownership.

{3 Service-Transition Outputs

The transition deliverables extended beyond process alignment to include
comprehensive operational artefacts and organisational readiness components:

¢ Knowledge Transfer — Structured handover sessions between project and BAU teams
¢ Knowledge Articles — Detailed troubleshooting and procedural documentation

* Training — Targeted sessions for support teams and end-users

¢ Service Design — Defined service models and operational architecture

¢ Service Descriptions — Clear articulation of service scope and functionality

* Resource Modelling — Capacity and skill-set planning for steady-state operations

e SLA Descriptions - Documented performance targets and measurement criteria

¢ ITSM Updates — Configuration of workflows and process records in the ITSM toolset

e CMDB Updates — Asset and configuration data validation and population

¢ TUPE Considerations — Managed personnel transfers ensuring compliance and
continuity

e Early Life Support - Enhanced monitoring and rapid response during post-go-live
period

¢ Service Introduction — Formal onboarding of new services into operational catalogue



¢ Acceptance into Service — Governance sign-off confirming readiness and
supportability

£8 Stakeholder Engagement

| coordinated across delivery, operations, and governance teams to align expectations
and responsibilities.

Stakeholder groups:

* Project delivery managers and technical leads
¢ Service-desk and operations managers

¢ Change and release coordinators

¢ Senior IT leadership and business sponsors

Through transparent communication and collaborative planning, | ensured a unified
understanding of service-transition objectives.

Outcomes & Impact

e Zero disruption during project-to-BAU transitions

¢ Full adoption of ITIL-alighed processes across support teams
¢ Improved incident response and change control

¢ Enhanced operational maturity and service reliability

¢ Strengthened governance and audit compliance

* Documented service artefacts and knowledge repositories for future scalability

% Strategic Contribution

This initiative delivered a repeatable, scalable transition model that embedded project
outcomes into BAU operations with precision and control.

It reinforced service-management excellence and positioned the organisation for
sustained operational performance and continuous improvement.



