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access, defined, 184
access management, 44, 50, 183-185, 193
access request, 183, 185
accreditation, 321, 332
activation stage of deployment, 288
activities. See also specific service processes
application management, 59-60
CSI, 44
functions, relationship to, 46-49
process function of, 30-31
in projects, 45-46
service lifecycle function, 38
service operation, 43-44, 55-56
service strategy, 40
service transition, 42
technology management, 57-58
activity-based demand management, 87
adopting compared to adapting ITIL
processes, 228
advocacy function of business relationship
management, 91
agile methods for application
development, 270
alert, operational, 172, 333
analyse activities of service portfolio
management, 77
APM Group (website), 319
application, defined, 333
application development, 58, 270, 284-285
application management, 47-48, 58-60,
314-315, 333
application portfolio, 72
application sizing, 276
approve activities of service portfolio
management, 77
asset, defined, 333
asset management, defined, 148
assets, IT. See also performance
capacity management, 124, 126
cost model, 79-81

defined, 343

ITSM as strategic asset, 246

prioritising for security purposes, 132

process benefits, 30

retirement of, 159

SACM, 42, 222-223, 293-294

service strategy, 40

transfer of, 159

value of, 27-29, 66-67
attributes of Cls, 149
audit, defined, 333
audit and verification, CMS, 153-154
authorisation of user requests, 182
automatic deployment option, 157
automation for service management, 93
availability, defined, 120, 333
availability aspect of warranty, 26
availability management, 41, 118-123, 133,

223,275
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back-out plan for change build and test, 146
backup and restore of data, 55
baseline, 150, 200-201, 293-294, 334, 335
BCM (business capacity management), 126
BCM (business continuity management), 334
BIA (business impact analysis), I[TSCM,
129, 276, 334
big bang deployment option, 157
build phase
authorising, 146
coordinating, 146
elements of, 283-285
implementation function, 219-220
overview, 46
in release and deployment
management, 158
transition project, 292-295
bureaucracy, equating ITIL with added, 17
business acceptance and sign-off, 98, 283,
286, 295-296
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business capacity management (BCM), 126
business case
building, 304-305
for CSI, 199-200
defined, 81-82, 334
project initiation, relationship to, 45, 266
in service portfolio management, 76, 260
business continuity management (BCM), 334
business impact analysis (BIA), ITSCM,
129, 276, 334
business outcomes, 20, 252-253, 254
business relationship management, 40, 76,
88-92, 310
business relationship manager (BRM), 334
business service catalogue, 109

oo

CAB (change advisory board), 143, 334
Cabinet Office (websites), 319
capabilities, IT service, 22, 28-29, 66-67
capability, defined, 334
capability courses in ITIL qualification
training, 327-328
Capability Maturity Model Integration
(CMMI) (website), 322
capability review, 279
capacity aspect of warranty, 26
capacity management
demand management, relationship to,
87,125
grouping options for implementation, 223
overview, 41
service design stage, 87, 123-127, 276
capacity plan, 126
capital costs, 80
categorising
incidents, 177
problems, 190
suppliers, 115
user requests, 182
CCM (component capacity management), 127
Central Computer and Telecommunications
Agency (CCTA), 18
centralised service desk, 51, 52
change, defined, 142, 334
change advisory board (CAB), 143, 334
change authority, 146
change evaluation, 43, 145, 290-291, 295

change management. See also request for
change (RFC)
basic level for maximum control, 313
change evaluation in, 145, 290
configuration items, 149
grouping options for implementation, 222
implementation of ITIL project,
218, 219-220
service transition function, 42, 141-147,
158, 293
change model, 143, 334
change proposal, 77-78, 143, 335
change record, 144, 147, 189, 335
change schedule, 145, 335
charter, defined, 78, 335
chartered services, 70
CI (configuration item), 149, 152-153,
335-336
classifying services, 253-254
closure
change record, 147
deployment, 159-160
incident, 179
problem, 191
user requests, 183
cloud computing, 257, 269
CMDB (configuration management
database), 149, 336
CMMI (Capability Maturity Model
Integration) (website), 322
CMS (configuration management system)
audit and verification, 153-154
configuration items, relationship to,
152-153
defined, 149, 194, 336
example view, 150
grouping ITIL processes, 222-223
RFC recording, 144
transition projects, 293-294
commodity supplier category, 115
communication, 170, 243-244, 306
complaints and compliments from
customers, 91, 106-107, 181
component capacity management
(CCM), 127
component testing, 286
confidentiality in security management, 133
configuration, defined, 335
configuration baseline, 150, 335
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configuration control, 153
configuration identification in SACM,
151-153
configuration item (CI), 149, 152-153,
335-336
configuration management, defined,
148-149
configuration management database
(CMDB), 149, 336
configuration management system (CMS)
audit and verification, 153-154
configuration items, relationship to,
152-153
defined, 149, 194, 336
example view, 150
grouping ITIL processes, 222-223
RFC recording, 144
transition projects, 293-294
configuration record, 149, 153, 336
configuration structure, 336
console management, 55
continual service improvement (CSI)
availability management, 123
business relationship management, 92
CSI approach, 202-204, 221
Deming Cycle, 201-202
governance link to, 210
identifying roles, 212-213
implementation function, 220
introduction, 195
measuring improvement, 204-209, 314
overview, 44
principles, 197-201
purpose, 196-197
risk analysis and management, 210-212
service lifecycle function, 38, 44, 46, 198
service portfolio, relationship to, 76
technology support, 213
continuity aspect of warranty, 26, 27
continuity management, 41
contract, defined, 336
Control Objectives for Information
and related Technology (COBIT)
(website), 322
controls, security, 134, 135, 136
coordination of design, 115-116
corporate level SLA, 102
cost model, creating for service portfolio,
79-81

cost-benefit analysis, 81-82
costs
assigning to service provider, 20
quality of service compared to, 169
resources compared to, 124
critical success factor (CSF), 205, 253, 336
CRM (customer relationship management),

81, 296

CSI (continual service improvement)
availability management, 123
business relationship management, 92
CSI approach, 202-204, 221
Deming Cycle, 201-202
governance link to, 210
identifying roles, 212-213
implementation function, 220
introduction, 195
measuring improvement, 204-209, 314
overview, 44
principles, 197-201
purpose, 196-197
risk analysis and management, 210-212
service lifecycle function, 38, 44, 46, 198
service portfolio, relationship to, 76
technology support, 213

CSl register, defined, 201

customer agreement portfolio, 89, 336

customer level multi-level SLA, 102

customer portfolio, 89, 337

customer relationship management

(CRM), 81, 296
customer satisfaction, 102-103, 106
customer service, 11-13, 17, 22, 199.

See also service desk
customer-based SLA, 102
customer-facing IT services, defined, 21
customers. See also users; value

for customers

basic SLM implementation, 309-310
business relationship management,

40, 76, 88-92, 310

complaints and compliments,
91, 106-107, 181

CSIrole of, 197

defining, 24, 336

demand management, 83-87

identifying and understanding in defining
services, 251-252
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customers (continued)

importance of service operation for,
167-168

outcomes of service changes for,
20, 252-253, 254

service performance monitoring and
reporting, 104-106

signing off on IT changes, 98, 283, 286,
295-296
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data
backup and restore, 55
in build during transition, 284
CMDB, 149, 336
defined, 161
KEDB, 179, 187, 340
data protection, 132-133. See also
information security management (ISM)
Data-to-Information-to-Knowledge-to-
Wisdom (DIKW) model, 161-162, 337
define activities in service portfolio
management, 76
defined process maturity (Level 3), 226
definitive media library (DML), 151, 337
delivery and support function in service
lifecycle, 46
demand compared to supply in capacity
management, 124
demand for service aspects of service
portfolio management, 73
demand management
capacity management, relationship to,
87,125
overview, 40
service design stage, 86
service portfolio management, 260
service strategy stage, 83-87, 260-264
technology support, 93
Deming Cycle, 136, 201-202
deployment
activities of, 158-160
change evaluations during, 291
defined, 155, 156, 337
grouping options, 222
implementation role, 220
overview, 43, 147
purpose, 154

terminology, 155-158
transition projects, 287-288, 294
depreciation, defined, 80
design
availability management, 118-123
business relationship management, 92
capacity management, 87, 123-127, 276
coordination of design, 41, 115-116
coordination of processes, 270-277
demand management, 86
identifying roles, 116, 137
for implementation, 219, 227-232, 234-241
information security management, 131-136
introduction, 95-96, 117-118
ITSCM, 128-131, 223, 276
overview, 41-42
principles, 96-98
production of, 46
project application, 265-270, 277-280
purpose, 96
service catalogue management, 107-110
service level management, 98-107
supplier management, 41, 110-115, 120, 274
technology support, 137
testing outline, 294-295
diagnostic tools, 194
differentiated offering development, 87
DIKW (Data-to-Information-to-Knowledge-
to-Wisdom) model, 161-162, 337
direct costs, 80
directory services, defined, 184
disaster recovery (ITSCM), 128-131, 223, 276
discovery/deployment/licensing
technology, 194
distribution stage of deployment, 287
DML (definitive media library), 151, 337
documenting
change record, 144, 147, 189, 335
configuration record, 149, 153, 336
incident record, 177, 339
for ITIL adoption, 306-307
known error record, 191, 340
problem record, 341
process implementation, 240-241
release record, 342
requirements, 266
RFC, 144
downtime, decreasing for availability, 121
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early-life support (ELS), 159, 295

ECAB (emergency change advisory board),
143, 337

effectiveness, defined, 337

efficiency, defined, 337

Eight Steps to Transforming Your
Organization, 242

ELS (early-life support), 159, 295

emergency change, 142-143, 337

emergency change advisory board (ECAB),
143, 337

end-to-end IT service, 21

environment, defined, 337

escalation, incident, 179, 338

event, defined, 171-172, 338

event correlation, 173

event detection, 173

event filtering, 173

event logging, 173

event management, 43, 170-174, 193

event notification, 172-173

examination institutes (website), 320, 332

examinations for ITIL qualifications,
320, 330-331, 332

exception event, 172

exception report, 105

expert level, ITIL qualification, 329

external business view compared to
internal IT view, 169

external compared to internal customer, 24

external IT environment, strategic
assessment, 247

external service provider (Type III), 23, 67,
257-258, 347
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facilities management, 56, 338
financial aspects of service portfolio
management, 73
financial asset management, 148
financial benefit, analysing for CSI, 200
financial management
grouping options for implementation,
223, 224
overview, 40

service strategy stage, 78-83, 260

technology support, 93
first-line support, 192, 338
fit for purpose, making a service, 25-26, 66
fit for use, making a service, 26-27, 66
fixed asset management, defined, 148
follow-the-sun service desk, 51, 53
forecasting of demand, identifying sources

of, 86
foundation level, ITIL qualification,
18, 326-327, 330

functional escalation of an incident, 179, 338
functional requirements, 267
functions. See also service lifecycle

application management, 58-60

defined, 338

operations management, 54-56

outline of, 46-49

overview, 31-32, 33

service desk, 49-54

technical management, 56-58
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Gantt chart, 235
governance, 35, 210, 338
Graham, Nick (author)
PRINCEZ2 For Dummies, 304
grouping ITIL processes for
implementation, 222-224
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hierarchical escalation of an incident,
179, 338

o]e
identity, user, 184, 185
impact, defined, 338
implementation. See also deployment;
service transition
designing processes, 227-232
example project, 232-241
function in service lifecycle, 46, 219-220,
224-225
introduction, 217
planning, 218-226, 233-234, 304
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implementation (continued)
of service strategy, 219, 249-250
staff buy-in considerations, 241-244
transition project, 292-295
improvement process, 207-209. See also
continual service improvement (CSI)
incident, defined, 175, 338, 340
incident management
decreasing downtime, 120, 121
escalation types, 179, 338
grouping options, 223
overview, 43
problem management, relationship to,
174-175, 188-189, 313-314
roles for, 192
as service desk responsibility, 50
service operation stage, 56, 174-179
incident model, 176
incident record, 177, 339
indirect costs, 80
information, defined, 161
information requests from users, 181
information security management (ISM),
41, 131-136, 276-277
information security management system
(ISMS), 135-136
information security policy, 134-135, 136,
184, 339
informational event type, 171
infrastructure in build during transition, 284
initial process maturity (Level 1), 225
initiate process activities of service
portfolio management, 76
installation stage of deployment, 287
integrated IT service management toolsets,
177, 314-315
integrity in security management, 133
intermediate level, ITIL qualification,
327-328, 330-331
internal compared to external customer, 24
internal IT environment, strategic
assessment, 247
internal IT view compared to external
business view, 169
internal service provider (Type ), 23, 67,
255-257, 347
Internet as resource for IT improvement,
318-319

Internet provider, 10
investigation and diagnosis of a problem, 190
investigation and diagnosis of an
incident, 179
invitation to tender (ITT) process, 113
ISM (information security management),
41, 131-136, 276-277
ISMS (information security management
system), 135-136
ISO/IEC 20000 (international standard)
(website), 321
IT infrastructure, defined, 339
IT operations, defined, 339. See also
service operation
IT operations control, 55, 339
IT operations management, defined, 339
IT outsourcer, 10
IT service, defined, 10, 21, 49, 339. See also
service lifecycle
IT service continuity management (ITSCM),
128-131, 276
IT service continuity plan, defined, 339
IT service management (ITSM)
as customer service, 11-13, 22
defined, 10, 19-20, 21-22, 339, 345
design projects, 270-272
as strategic asset, 246
strategy’s role in, 65
IT Service Management Forum (ITSMF)
(website), 321
IT service provider
assigning costs to, 20
defined, 10, 339, 345, 347
types, 22-23, 67, 255-258
IT Skeptic (website), 319
ITIL® (Information Technology
Infrastructure Library®). See also
specific topics
adopting compared to adapting
processes, 228
best practices overview, 13-14
complementary approaches for IT, 321-322
content overview, 15
as guidance rather than prescription, 308
help resources, 317-322
history, 18
introduction, 1-5
misconceptions, 16-17
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processes cross-reference, 349-354
qualifications, 14, 18, 325-332
service management as customer service,
11-13, 22
structure
application management, 47-48, 58-60,
314-315, 333
functions outline, 46-49
introduction, 37
operations management, 43-44, 54-56
service desk, 49-54
service lifecycle, 37-46
technical management, 47, 56-58, 346
terminology definitions, 10
ITIL Continual Service Improvement, 220
ITIL Live (website), 320
ITSM (IT service management)
as customer service, 11-13, 22
defined, 10, 19-20, 21-22, 339, 345
design projects, 270-272
as strategic asset, 246
strategy’s role in, 65
ITSMF (IT Service Management Forum)
(website), 321
ITT (invitation to tender) process, 113
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job scheduling operations function, 56

oo

KEDB (known error database), 179, 187, 340

key performance indicators (KPIs), 34, 205,
236, 339-340

knock down dominoes in known error
management, 189

knowledge, defined, 161

knowledge management, 43, 160-163,
337, 344

knowledge transfer, 162

known error, defined, 187, 340

known error database (KEDB), 179, 187, 340

known error record, 191, 340

Kotter, John P. (researcher), 242

KPIs (key performance indicators), 34, 205,
236, 339-340
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Level 1 - initial process maturity, 225
Level 2 - repeatable process maturity, 226
Level 3 - defined process maturity, 226
Level 4 - managed process maturity, 226
Level 5 - optimising process maturity, 226
licensing technology, 194
lifecycle, service. See also individual stages
application management function, 47-48,
58-60, 314-315, 333
applying to IT projects, 45-46
availability management function, 41, 119
business relationship management, 92
CSI function, 38, 44, 46, 198
defined, 37-38
demand management, 86
as implementation tool, 46, 219-220,
224-225
overview, 37-39
risk management’s function, 211-212
service design stage, 41-42
service operation stage, 43-44
service strategy stage, 39-41, 69-70
service transition stage, 42-43, 140
technical management function, 57-58
live environment, 167, 320. See also
service operation
local service desk, 51, 52
logging
access, 185
event, 173
problem, 189-190
user requests, 182
logical configuration model, 149
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maintainability, defined, 120

major incident, 176, 340

managed process maturity (Level 4), 226

management requirements, 267

Managing across the Lifecycle course,
329, 331

manual deployment option, 157

market space definition, 247-248,
251-252, 254
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master level, ITIL qualification, 330
maturity of service management
processes, 225-226, 233-234, 322
mean time between failures (MTBF), 120, 340
mean time between service incidents
(MTBSI), 120, 340
mean time to repair (MTTR), 340
mean time to restore service (MTRS),
120, 340
measurement systems aspect of design, 97
measuring improvement, 204-209, 314
metrics for processes, 204, 205, 206, 236, 341
modelling during design project, 276
MOF (Microsoft Operations Framework)
(website), 318
MTBF (mean time between failures), 120, 340
MTBSI (mean time between service
incidents), 120, 340
MTRS (mean time to restore service),
120, 340
MTTR (mean time to repair), 340
multi-level SLAs, 102
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network administration, 185
network operations centre (NOC), 56
new suppliers, dealing with, 113-114

o () o

objectives of process, 235, 248, 256
Office of Government Commerce (OGC),
18, 319
OLA (operational level agreement), 99, 104,
274, 311, 341
operation, service
access management, 183-185
business relationship management, 92
demand management, 86
event management, 43, 170-174, 193
identifying roles, 191-193
implementation function, 220
incident management, 56, 174-179
introduction, 167-168
overview, 43-44, 54-56
principles, 169-170
problem management, 56, 186-191

purpose, 168-169
request fulfilment, 179-183, 185
technology support, 194
operational alert, 172, 333
operational costs, 80
operational demand management, 87
operational environment, 167. See also
service operation
operational level agreement (OLA), 99, 104,
274, 311, 341
operational readiness testing, 286
operational requirements, 267
operational supplier category, 115
operations bridge, 56, 341
optimising process maturity (Level 5), 226
OSA (operational support and analysis)
course, 328
outcome of process, defined, 235
outcomes, business, 20, 252-253, 254
outsourcing IT services, 10, 111, 341

oo

pattern of business activity (PBA), 85-86,
261-263, 341
patterns of action, adopting, strategy
assessment, 249, 257, 258
people involvement for ITIL adoption. See
staff and staffing; stakeholders
performance
capacity management, 126
KPIs, 34, 205, 236, 339-340
monitoring and reporting, 104-106
supplier, 114
perspective, determining, in strategy
creation, 248, 256, 258
phased approach deployment option, 157
physical environment in build during
transition, 284
pilot deployment, 158, 294
pipeline, service, 69-70, 345
planning
for adopting and adapting ITIL, 304
implementation, 218-226, 233-234, 304
involving people in, 242
strategic, 249, 257, 258
tests, 286-287
transition, 42, 163-164, 293
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planning, protection and optimisation
(PPO) course, 328
policies
governance, relationship to, 35
information security, 134-135, 136, 184, 339
release, 157-158, 294
writing, 236
portfolio, defined, 70. See also service
portfolio management
position, forming, in strategy creation,
248-249, 257, 258
post implementation review, 147
PPO (planning, protection and
optimisation) course, 328
PRINCE?2 For Dummies (Graham), 304
print and output operations function, 56
prioritising
assets for security purposes, 132
incidents, 177-178
problems, 190
user requests, 182
priority, defined, 341
priority codes for incidents, 178
privileges or rights, managing, 184, 185
proactive availability management, 121-123
proactive compared to reactive
operations, 170
proactive problem management, 187, 341
problem, defined, 186, 341
problem management
decreasing downtime, 121
grouping options for implementation, 223
incident management, balancing with,
174-175, 188-189, 313-314
overview, 44
proactive, 187, 341
roles for, 193
service operation stage, 56, 186-191
problem models, 187
problem record, 341
procedures, 35, 228-232, 238, 239, 341
process flow diagram, 230, 238, 240
process manager, 34
process maturity framework, 225-226
process metrics, 204

process model, 227
process owner, 34, 212
process practitioner, 35
processes. See also implementation;
specific processes
as aspect of design, 97
defined, 13, 30, 341
flexibility from, 15
overview, 30-31, 32, 33
procurement, 113
production environment, 167. See also
service operation
professional peers as IT improvement
resources, 317-318
project management
activities overview, 45-46
business case, 45, 266
change management, 218, 219-220
implementation example, 232-241
service design
availability management, 275
capacity management, 276
coordinating processes, 272
example project, 277-280
information security, 276-277
introduction, 265
ITSCM, 276
process overview, 270-272
requirements, 266-267, 273-275
solution design, 267-270
supplier management, 274
service transition
build, test and implement phase, 292-295
business acceptance and sign-off, 295-296
change evaluation, 290-291
example, 296-299
introduction, 281-282
linking of processes, 291-292
overview, 283-288
service validation and testing, 288-290,
294-295
project portfolio, 72
projected service outage (PSO), 342
push compared to pull deployment
options, 157
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qualifications, ITIL, 14, 18, 325-332

quality management methods, 199,
201-204. See also continual service
improvement (CSI)

quality of service compared to cost, 169
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RACI matrix, 229-230, 237, 342
RAG chart, 105
rapid application development (RAD), 270
rationalising a service decision, 77
RCV (release control and validation)
course, 328
reactive availability management, 123
reactive compared to proactive
operations, 170
reactive problem management, 187, 341
recovering from service failure, 121
re-factoring a service decision, 77
release, defined, 155, 156, 342
release and deployment management
activities of, 158-160
grouping options, 222
overview, 43, 147
purpose, 154
terminology, 155-158
transition projects, 294
release control and validation (RCV)
course, 328
release package, 156-157, 342
release policy, 157-158, 294
release record, 342
release unit, 156
reliability, defined, 120, 342
remediation, 146, 342
remote control, 194
renewal or termination of supplier
contracts, 114
renewing a service decision, 77
repeatable process maturity (Level 2), 226
replacing a service decision, 77
reporting
dashboards for service operation, 194
service performance, 104-106
service portfolio status, 74

status accounting for Cls, 153
supplier performance, 114
request for change (RFC)
business relationship management, 91
change management process, 78, 292
creating and recording, 144
defined, 143, 342
reviewing, 145
request fulfilment
grouping options for implementation, 223
overview, 44
roles for, 193
as service desk responsibility, 50
service operation stage, 179-183, 185
request model, 181, 342-343
requirements gathering and analysis
documenting, 266
overview, 46
service level management, 273-274
SLRs, 101, 103-104, 119, 345
SOR, 274
supplier management, 274
types of requirements, 267
resilience, 120, 121, 343
resolution, problem, 191
resolution and recovery of an incident, 179
resources, IT, 343. See also assets, IT
response selection for events, 173
response time, 343
responsiveness compared to stability, 169
retail customer view, service catalogue, 109
retaining a service decision, 77
retired services in service portfolio
management, 70, 77
retirement of assets, deployment phase, 159
return on investment (ROI), 73, 200, 343
reviews
capability, 279
change process, 145, 147
event, 174
major problem, 191
release and deployment, 159-160
service, 104-105
user request, 182
RFC (request for change)
business relationship management, 91
change management process, 78, 292
creating and recording, 144
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defined, 143, 342
reviewing, 145
rights or privileges, managing, 184, 185
risk, defined, 210, 343
risk analysis and management
CSI stage, 210-212
information security, 132, 134, 136
ITSCM, 129-130, 276
ROI (return on investment), 73, 200, 343
role, defined, 343
roles and responsibilities
CSI, 212-213
implementation design, 237-238, 239
overview, 32-35
processes, compared to, 90
service design, 116, 137
service operation, 191-193
service transition, 164
root cause, 343
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SaaS (software as a service), 253
SAC (service acceptance criteria),
283, 343-344
SACM (service asset and configuration
management), 42, 222-223, 293-294
Sarbanes-Oxley Act (2002), 210
SCM (service capacity management), 127
SCMIS (supplier and contract management
information system), 112, 114-115
scope of change management process, 144
SDP (service design package)
defined, 97-98, 344
design process function, 272
SAC and testing, 282
service transition function, 140, 163
second line support, 343
security aspect of warranty, 26
security management, 41, 131-136, 184,
276-277, 339
self-help technology, 181, 194
service, defined, 10, 19-21, 343
service acceptance criteria (SAC),
283, 343-344
service acceptance testing, 286

service asset and configuration management
(SACM), 42, 222-223, 293-294
service capacity management (SCM), 127
service catalogue
defined, 344
overview, 41
as quick win, 312
service design stage, 107-110
service portfolio management, 70, 259
service charter, defined, 344
service contract, defined, 344
service design
availability management, 118-123
business relationship management, 92
capacity management, 87, 123-127, 276
coordination of design, 41, 115-116
coordination of processes, 270-277
demand management, 86
identifying roles, 116, 137
for implementation, 219, 227-232, 234-241
information security management, 131-136
introduction, 95-96, 117-118
ITSCM, 128-131, 223, 276
overview, 41-42
principles, 96-98
production of, 46
project application, 265-270, 277-280
purpose, 96
service catalogue management, 107-110
service level management, 98-107
supplier management, 41, 110-115, 120, 274
technology support, 137
testing outline, 294-295
service design package (SDP)
defined, 97-98, 344
design process function, 272
SAC and testing, 282
service transition function, 140, 163
service desk, 49-54, 176, 223, 312, 344
service improvement, 13. See also
continual service improvement (CSI)
service improvement plan (SIP),
103, 199, 344
service knowledge management
system (SKMS), 162, 163, 344.
See also configuration management
system (CMS)
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service level agreement (SLA)
creating, 104
customer satisfaction, relationship to,
102-103
customer’s role, 24
defined, 21, 99, 100-101, 344-345
frameworks, 101-102
incident definition, 175
introducing as quick win, 310-311
measurement definitions, 208
reviewing, 104
revising, 104
sample, 100
service desk, relationship to, 50
SLRs, 101
UCs, 99, 101, 104, 274, 347
service level management (SLM)
business relationship management
compared to, 89
CSlI, relationship to, 198-199
grouping options for implementation, 224
implementing basic, 309-310
overview, 41
service design stage, 98-107, 273-274
supplier management, relationship to, 112
service level requirements (SLRs), 101,
103-104, 119, 345
service level SLA, 102
service level target, 24, 87, 198-199, 345
service lifecycle. See also individual stages
application management function, 47-48,
58-60, 314-315, 333
applying to IT projects, 45-46
availability management function, 41, 119
business relationship management, 92
CSI function, 38, 44, 46, 198
defined, 37-38
demand management, 86
as implementation tool, 46, 219-220,
224-225
overview, 37-39
risk management’s function, 211-212
service design stage, 41-42
service operation stage, 43-44
service strategy stage, 39-41, 69-70
service transition stage, 42-43, 140
technical management function, 57-58

service management. See IT service
management (ITSM)
service metrics, 204
service model, 254
service offerings and agreements (SOA)
course, 328
service operation
access management, 183-185
business relationship management, 92
demand management, 86
event management, 43, 170-174, 193
identifying roles, 191-193
implementation function, 220
incident management, 56, 174-179
introduction, 167-168
overview, 43-44, 54-56
principles, 169-170
problem management, 56, 186-191
purpose, 168-169
request fulfilment, 179-183, 185
technology support, 194
service oriented architecture, 269-270
service owner, 33, 212, 345
service pipeline, 69-70, 345
service portfolio, defined, 69-70, 345.
See also service catalogue
service portfolio management
activities, 75-78
applicability of, 75
cost model, 79-81
financial management, relationship to, 82
overview, 40
service catalogue, 70, 259
service strategy function, 65, 259-260
technology support, 92
terminology, 69-74
service provider, defined, 345. See also IT
service provider
service request, 181, 345
service reviews, 105
service solutions aspect of design, 97
service strategy
asset defining, 246
business relationship management, 88-92
creating, 246-250
defining, 64
demand management, 83-87, 260-264
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examples, 255-258
financial management, 78-83, 260
implementation function, 219, 249-250
introduction, 63-64
overview, 39-41
principles, 66
process overview, 68-69
purpose, 65-66
service defining, 251-255
service portfolio management, 65, 69-78,
259-260
supplier management, 113, 115
technology support, 92-93
value for customers, 66-67, 252-253
service testing. See testing
service transition
business relationship management, 92
change management, 42, 141-147, 158, 293
demand management, 86
identifying roles, 164
implementation function, 219-220
introduction, 139
knowledge management, 43, 160-163,
337, 344
overview, 42-43
planning and support for, 42, 163-164, 293
processes overview, 140-141
projects
build, test and implement phase, 292-295
business acceptance and sign-off, 295-296
change evaluation, 290-291
example, 296-299
introduction, 281-282
linking of processes, 291-292
overview, 283-288
service validation and testing, 288-290,
294-295
purpose, 139-140
release and deployment management,
154-160, 287-288
SACM, 148-154
supplier management, 114
technology support, 165
service validation and testing, 43, 288-290,
294-295
serviceability, defined, 120, 345
service-based SLA, 102

services or service groups, defined, 184
seven-step improvement process, 207-209
SFIA (Skills Framework for the Information
Age) (website), 322
shared costs, 80
shared services provider (Type II),
23, 67, 347
single point of contact (SPOC), 49, 346
single point of failure (SPOF), 121, 346
SIP (service improvement plan),
103, 199, 344
Six Sigma (website), 322
Skills Framework for the Information Age
(SFIA) (website), 322
SKMS (service knowledge management
system), 162, 163, 344. See
also configuration management
system (CMS)
SLA (service level agreement)
creating, 104
customer satisfaction, relationship to,
102-103
customer’s role, 24
defined, 21, 99, 100-101, 344-345
frameworks, 101-102
incident definition, 175
introducing as quick win, 310-311
measurement definitions, 208
reviewing, 104
revising, 104
sample, 100
service desk, relationship to, 50
SLRs, 101
UCs, 99, 101, 104, 274, 347
SLAM chart, 105
SLM (service level management)
business relationship management
compared to, 89
CSI, relationship to, 198-199
grouping options for implementation, 224
implementing basic, 309-310
overview, 41
service design stage, 98-107, 273-274
supplier management, relationship to, 112
SLR (service level requirements), 101,
103-104, 119, 345
snapshot, configuration, defined, 150, 346
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SOA (service offerings and agreements)
course, 328
software as a service (SaaS), 253
software development, 58, 270, 284-285
software management, 47-48, 58-60,
314-315, 333
solution design for service management,
268-270
SOR (statement of requirements), 274
SPOC (single point of contact), 49, 346
SPOF (single point of failure), 121, 346
stability compared to responsiveness, 169
staff and staffing
allocating roles and responsibilities,
228-232
application management, 59
implementation considerations, 241-244
service desk, 53-54
technical management, 56-57
training, importance in adopting ITIL,
307, 315
stakeholders. See also customers; users
business acceptance and sign-off, 98, 283,
286, 295-296
business requirements engineering, 266
defined, 346
involving in ITIL adoption, 305-306
process implementation buy-in, 243
suppliers, 24-25, 112, 346
types, 23-24
vision, detailing for ITIL use, 304
standard change type, 142, 181, 346
statement of requirements (SOR), 274
status accounting for Cls, 153
status report, service portfolio, 74
strategic assessment, 247-249, 255, 257, 258
strategic objectives, establishing, 248, 256
strategy, defined, 64, 346. See also
service strategy
structure of ITIL
application management, 47-48, 58-60,
314-315, 333
functions outline, 46—49
introduction, 37
operations management, 43-44, 54-56
service desk, 49-54
service lifecycle, 37-46
technical management, 47, 56-58, 346

super user, 346

supplier, defined, 24, 112, 346

supplier and contract management
information system (SCMIS),
112, 114-115

supplier management, 41, 110-115, 120, 274

supply compared to demand in capacity
management, 124

supporting services, 21, 46, 109, 284

surveys of customer satisfaction, 106

swimline diagram, 230-231

SWOT analysis, 255-256, 258

synergy, defined, 222

system administration, 185

system architecture considerations,
269-270

system testing, 286

oJ e

tactical supplier category, 115
target market definition, 251-252
technical management, 47, 56-58, 346
technical service catalogue, 109
technology architecture systems aspect
of design, 97
technology metrics, 204
technology support
activities overview, 57-58
automating implementation of
processes, 241
CSI stage, 213
event management, 170-174
service design stage, 137
service operation stage, 181, 194
service strategy stage, 92-93
service transitions stage, 165
termination or renewal of supplier
contracts, 114
terminology definitions, 10
testing
authorising, 146
coordinating, 146
implementation function, 219-220
overview, 46
release and deployment management, 158
in service validation, 43, 288-290, 294-295
in transition project, 285-287, 292-295
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third party, defined, 346
third-line support, 347
third-party supplier management, 41,
110-115, 120, 274
three-view service catalogue, 109
tools, operational, defined, 172
traffic chart, 105
training
examinations, 320, 330-331, 332
importance in adopting ITIL, 307, 315
ITIL as, 16
qualification, 14, 18, 325-332
service desk, 53-54
transfer of assets, deployment phase, 159
transition, service
business relationship management, 92
change management, 42, 141-147, 158, 293
demand management, 86
identifying roles, 164
implementation function, 219-220
introduction, 139
knowledge management, 43, 160-163, 163,
337, 344
overview, 42-43
planning and support for, 42, 163-164, 293
processes overview, 140-141
projects
build, test and implement phase, 292-295
business acceptance and sign-off, 295-296
change evaluation, 290-291
example, 296-299
introduction, 281-282
linking of processes, 291-292
overview, 283-288
service validation and testing, 288-290,
294-295
purpose, 139-140
release and deployment management,
154-160, 287-288
SACM, 148-154
supplier management, 114
technology support, 165
triggers for processes, 76, 91, 236
troubleshooting. See problem management
two-view service catalogue, 109
Type |, internal service provider, 23, 67,
255-257, 347

Type II, shared services provider, 23, 67, 347
Type IlI, external service provider, 23, 67,
257-258, 347

olf o

UK Government Cabinet Office
(websites), 319
underpinning contracts (UCs), 99, 101, 104,
274, 347
unique selling point (USP), 248-249
uptime, increasing for availability, 121
urgency, defined, 347
usability requirements, 267
user profile, 85
users. See also request fulfilment
access management, 44, 50, 183-185, 193
complaints or compliments from, 181
defined, 23-24, 347
incident resolution role of, 179
service desk, 49-54, 176, 223, 312, 344
super user, 346
USP (unique selling point), 248-249
utility factor, 25-26, 66, 253, 285, 347

o/ e
validation and testing, 43, 288-290, 294-295
validation of user requests, 182
value for customers
creating, 25-27
IT resources, 27-28, 6667
operations management function, 54
service definition, 20
service desk function, 49
service management purpose, 22
service strategy stage, 66-67, 252-253
value of investment (VOI), 200
value of IT service assets, 27-29
value proposition, defined, 25-27, 66
VBF (vital business function), 347
verification
CMS, 153-154
user identity, 185
views, service catalogue, 109
virtual service desk, 51, 53
vision, detailing for ITIL use, 303-304
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vital business function (VBF), 347
V-model, 289, 290
VOI (value of investment), 200

o[/ o

warning event type, 172

warranty
availability management, 118-123
capacity management, 87, 123-127, 276
defined, 347-348
in design project, 274-275
grouping options for implementation, 224
identifying service design roles, 137

information security management, 131-136
introduction, 117-118
ITSCM, 128-131, 223, 276
testing for, 285
in value for customer, 26-27, 66, 253
websites. See specific websites
wholesale customer view, service
catalogue, 109
wisdom, defined, 161
work instruction, defined, 348
work order, defined, 348
workaround, defined, 187, 348
workflow or process engine technology, 194









