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FITS OM Introduction

FITS-OM 1 What is FITS OM?

FITS OM stands for Framework for ICT Technical Support Operations Management and is
based on a collection of best practice principles and models used successfully in
education and industry. FITS OM is complementary to FITS [http://www.becta.org.uk/fits]
and uses the same approach to help schools to implement best practice in bite-sized and
manageable chunks.

We recommend that schools implement all the FITS processes to a level of maturity
before undertaking the implementation of the FITS OM functions (see FITS-OM 1.1).
This is because all the OM functions use the FITS processes to manage the activities
within them.

Example: Technical support installs a new storage device following the function
specification ‘Storage Management’.

To check whether your school has implemented all the FITS processes to a level of
maturity, you may like to work through the FITS Assessment or attend the
Implementing FITS expert workshop. You can find details of these on the FITS website
[http://www.becta.org.uk/fits].

FITS OM is Becta’s structured approach designed to help schools to achieve
operational excellence in the management and administration of the technology of
their ICT infrastructure. The technology comprises the network components that
support the ICT services used for learning, teaching and management, and includes:

• Computers

• Peripherals

• Routers

• Operating systems

• Switches

• Servers

• Firewalls

• Cabling.

To document, assess, plan and approve the changeFITS Change
Management

To deal with faults, failures or breachesFITS Incident
Management

To manage user expectations for data restoresFITS Service Level
Management

FITS process Purpose
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To be able to provide reliable ICT services for learning, teaching and management,
you have to configure, operate and administer the network technology effectively.
Poor practices will have a big impact on reliability and availability of ICT services,
because:

• network components and services may not work efficiently

• security could be compromised, affecting availability

• recovery from an ICT service interruption, such as a fault or disaster, could 
be difficult.

FITS OM is tailored specifically for schools and offers a quick-start approach to
implementing best practice on any type of technology, platform or infrastructure.

FITS-OM 1.1 FITS OM functions
In FITS OM there are six functions, each covering a different area of best practice
operations management. A function is a specialist area of activity that should be
carried out. Each function has a complete and separate set of materials devoted to it.

Schools should carry out all the functions. If you do not, you risk compromising the
availability, reliability and stability of your ICT services. Many schools will already be
carrying out some or all of the functions in FITS OM. However, FITS OM brings
together the operations management functions into one framework to help schools
understand clearly all the activities that they or their suppliers should be doing.

As schools have limited resources, we expect that each technical support staff
member will be allocated more than one of the FITS OM functions. For example,
in a school with just a network manager, he or she will have to carry out all of the
functions. However, this is not a problem as long as that person has the necessary
skills and dedicates the appropriate time to each function.

FITS-OM 2 How does FITS OM integrate with FITS?

FITS offers technical support best practice processes for managing the support and
delivery of the ICT services used for learning, teaching and management in schools.

Storage
Management

Directory
Services

Administration

Print and
Output

Management

Security
Administration

Patch
Management

Systems Administration

To be the single point of contact at the school for all users of ICTService 
Desk

To fix faults quickly to restore the ICT service to the user as soon as possibleIncident
Management

To detect the underlying cause of faults and apply a permanent fixProblem
Management

To manage and record the introduction of ICT changesChange
Management

FITS process Purpose
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One of the less developed areas in FITS is the approach to the operations
management of the network technology in the ICT infrastructure. The only section 
in FITS that touches on operations management is Availability and Capacity
Management, which covers Network Monitoring and Preventative Maintenance.
These processes help technical support to consider the design, documentation and
ongoing monitoring of the network and its components to encourage a proactive
approach to technical support.

FITS OM offers guidance on best practice to help schools achieve excellence in their
day-to-day operations management. Key operations management functions are
Systems Administration, Storage Management, Directory Services Administration,
Print and Output Management, Security Administration and Patch Management.

FITS OM aims to help all schools to achieve an introductory level of excellence in all
functions of operations management, missing nothing that may have an impact on
the availability and reliability of the ICT services for learning, teaching and
management in the school. Some schools may be more advanced in some of the
operations management functions.

Before embarking on the implementation of FITS and FITS OM, you should ensure
that your school has:

• an ICT strategy (see FITS-OM Appendix) which defines how you are going to use 
the ICT for learning, teaching and management

• policies around its use

• a technical support strategy which supports the ICT strategy and defines the 
make up of the ICT infrastructure, and how it should be managed and supported.

FITS-OM 2.1 Technical support strategy
FITS advises that schools should have a technical support strategy which is part of
their ICT strategy (see FITS 6.2).

The ICT strategy outlines how your school will use ICT in the support and delivery of
learning, teaching and management. The technical support strategy focuses on how
to manage the ICT infrastructure to deliver the ICT services required. The technical
support strategy describes:

To plan, test and manage the implementation of software and hardwareRelease
Management

To implement and maintain up-to-date records of ICT hardware and softwareConfiguration
Management

To detect and prevent ICT problems proactivelyAvailability and
Capacity

Management

To define, agree and document the required service levels with usersService Level
Management

To minimise the impact on ICT services of an environmental or other disasterService Continuity
Management

To ensure that the ICT is implemented and managed in a cost-effective wayFinancial
Management

FITS process Purpose



FITS-OM 6.6 Patch Management
The goal of Patch Management is to keep the components installed on the 
network – hardware, software and services – up to date with the latest patches.

Patch Management is an important part of keeping the components of the network
available to the end user. Without regular patching, the network could slow down
and become affected by viruses and spyware, which would compromise the
reliability, availability and security of the ICT services.

FITS-OM 7 Who is involved in FITS OM?

Main participants in FITS OM
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• To put in place the required resources to carry out the FITS OM functions

• To provide support during the function's implementation and operation

School 
leaders

• To plan the implementation

• To define and draft the policy for each function

• To allocate the activities within each function

• To manage the implementation of the policy

• To monitor the activities and overall performance of the function

• To carry out the function activities allocated to them

• To review the function

Network 
manager

• To carry out the function activities allocated to them

• To report any function or activity issues to their network manager

Internal or
external technical 

support staff

• To follow the agreed process to log incidents or requests

• To adhere to the rules defined in the policies
ICT users

Position FITS OM role



FITS-OM Appendix 

ICT strategy – example and template

ICT strategy (headings)

Statement of intent

General intentions

Teaching of ICT

Spending plans

Staff training

Developing the use of the internet

Ensuring safe access to the internet

School management and administration

Using ICT to promote inclusion

Parental and community use of the ICT facilities

Keeping parents and the community informed about ICT

Involvement of the SMT and governors

Links with local primary and secondary schools

Links with the local authority's strategy 

How the strategy links to the school's own school development plan

How the strategy relates to the national literacy, numeracy and other initiatives

Technical support strategy (headings)

ICT services (list of services)

Technology (set up and configuration of the network and components)

Resources (technical support structure, roles and responsibilities, supplier selection)

Management and support processes (FITS)

Operational management functions (FITS OM)

Signoff (headings)

Headteacher

Local Authority Adviser

ICT Co-ordinator

Network Manager

Draft date

Review date
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You can download the templates from the FITS OM website http://becta.org.uk/fits_om/downloads.cfm


