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Introduction 

Welcome • Welcome participants to this module 

• Introduce yourself, and explain your role 

• Explain the location of comfort facilities, tea room etc. 

• Mobile phones turned off 

• Emergency procedures (where participants are not from that building) 

• Catering arrangements, if provided (lunch etc) 

• Timing of tea and lunch breaks (around 10.15am, 12.30pm, 3.00pm) 

Objective 	The Objectives of the ITIL® V3* Foundation Certificate in IT Service 

Management course are: 

• To gain knowledge of the ITIL® terminology, structure and basic concepts 

• To comprehend the core principles of ITIL® practices for IT Service 
Management 

• To pass the ITIL® V3 Foundation Certificate in IT Service Management 
exam 

The objectives of the ITIL® V2-V3 Bridging course are: 

• To understand which parts of ITIL® are new in version 3 

• To understand which parts of ITIL® have changed in version 3 

• To Pass the ITIL® v3 Foundation Bridging exam 

• ITIL® is a Registered Trade Mark of the Office of Government Commerce in the 
United Kingdom and other countries. 
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Course Modules There are 9 modules in this course. They are: 

Module 1 

Module 2 

Module 3 

Module 4 

Module 5 

Module 6 

Module 7 

Module 8 

Module 9 

Appendix A 

Appendix B 

Appendix C 

Appendix D 

Appendix E 

Appendix F 

Appendix G 

Appendix H 

Appendix J 

Appendix K 

Appendix L 

Appendix M  

Introduction to ITIL® V3 

Service Management Overview 

Service Strategy Lifecycle 

Service Design Lifecycle 

Service Transition Lifecycle 

Service Operation Lifecycle 

Continual Service Improvement Lifecycle 

Functions, Roles and Technology 

Conclusion and Exam 

ITIL® Glossary 

Foundation Syllabus 

Foundation Sample Exam 1 

Foundation Sample Exam 2 

Bridging Syllabus 

Bridging Sample Exam 1 

Bridging Sample Exam 2 

Sample SLA 

The Service Design Package 

Requests by Lifecycle Stage 

Exercises 

ITIL® Cheat Sheet 
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Learning Outcomes 

Service 
Management 
Overview 
Learning 
Outcomes 

At the end of Module 2 — Service Management Overview, you will be able to: 

• Describe the concept of Good Practice (ITILFNDO1 01-01) 

• Define and explain the concept of a Service (1TILFNDO1 01-02) 

• Define and explain the concept of Service Management 

(IT1LFNDO1 01-03) 

• Define and distinguish between Functions, Roles and Processes 
(ITILFNDO1 01-04) 

• Explain the process model (ITILFNDO1 01-05) 

• List the characteristics of processes (Measurable, Specific results, 

Customers, and Responds to a specific event) (ITILFNDO1 01-05) 

• Briefly explain the Service Lifecycle (ITILFNDO2 02-02) 

• Describe the structure, scope, components and interfaces of the ITIL® 

Library 

Service Strategy At the end of Module 3 — Service Strategy Lifecycle, you will be able to: 
Lifecycle 
Learning 	 • Account for the main goals and objectives of Service Strategy 

Outcomes 	 (ITILFNDO2 02-03) 

Generic Concepts and Definitions 

• Resources Capabilities and Assets (ITILFNDO3 03-02/34) 
• Utility and Warranty (ITILFNDO3 03-01) 
• Service Portfolio (ITILFNDO3 03-03) 
• Service Catalogue (Business Service Catalogue and Technical Service 

Catalogue) (ITILFNDO3 03-04) 
• Business Case (ITILFNDO3 03-04) 
• Risk (ITILFNDO3 03-07) 

Key Principles and Models 

• Explain how Service Assets are the basis for Value Creation 
(1TILFNDO4 04-02) 

• Describe basics of Value Creation through Services 

Processes 

• State the objectives and basic concepts for: 
■ Demand Management (ITILFNDO5 04-21) 

■ Challenges in managing demand for services 
■ Activity- based Demand Management (PBAs) 
■ Business activity patterns and user profiles 

■ Financial Management (ITILFNDO5 04-22) 
■ Business case (covered in the intro to this section) 
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At the end of Module 4 — Service Design Lifecycle, you will be able to: 

• Account for the main goals and objectives of Service Design 
(ITILFNDO2 02-04) 

• Briefly explain what value Service Design provides to the business 
(ITILFNDO2 02-05) 

Define 

• 	Service Provider (ITILFNDO3 03-09) 
• 	Supplier (ITILFNDO3 03-10) 
• 	Service Level Agreement (SLA) (ITILFNDO3 03-11) 
• 	Operational Level Agreement (OLA) (ITILFNDO3 03-12) 
• 	Contract (ITILFNDO3 03-13) 
• 	Service Design Package (ITILFNDO3 03-14) 
• Availability (ITILFNDO3 03-15) 

Key Principles and Models 

• Understand the importance of People, Processes, Products and Partners 
for Service Management (ITILFNDO4 04-03) 

• Discuss the five major aspects of Service Design (ITILFNDO4 04-04) 
■ Service Portfolio Design 
■ Identification of Business Requirements, definition of Service 

requirements and design of Services 
■ Technology and architectural design 
■ Process design 
■ Measurement design 

Processes 

• Explain the high level objectives, basic concepts, process 
activities and relationships for: 

■ Service Level Management (SLM) (1TILFNDO5 05-31) 
• State the objectives and basic concepts for: 

■ Service Catalogue Management (ITILFNDO5 05-41) 
■ Availability Management (ITILFNDO5 05-42) 
■ Information Security Management (ISM) 

(ITILFNDO5 05-43) 
■ Supplier Management (ITILFNDO5 05-44) 
■ Capacity Management (ITILFNDO5 05-45) 
■ IT Service Continuity Management (ITILFNDO5 05-46) 
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At the end of Module 5 — Service Transition Lifecycle, you will be able to: 

• Account for the main goals and objectives of Service Transition 
(ITILFNDO2 02-06) 

• Briefly explain what value Service Transition provides to the business 
(ITILFNDO2 02-07) 

Define 

• Service Knowledge Management System (SKMS) (ITILFNDO3 03-16) 

• Configuration Item (CI) (ITILFNDO3 03-17) 

• Configuration Management System (ITILFNDO3 03-18) 

• Definitive Media Library (DML) (ITILFNDO3 03-19) 

• Service Change (ITILFNDO3 03-20) 

• Change types (Normal, Standard and Emergency) (ITILFNDO3 03-21) 

• Release Unit (ITILFNDO3 03-22) 

• Seven R's of Change Management (ITILFNDO3 03-23) 

• Release Policy (ITILFNDO3 03-35) 

Processes 

• Explain the high level objectives, basic concepts, process activities, 
and relationships for: 

■ Change Management (ITILFNDO5 05-51) 
■ Service Asset and Configuration Management (SACM) 

(ITILFNDO5 05-52) 

• State the objectives, basic concepts and roles for: 
■ Release and Deployment Management (ITILFNDO5 05-61) 
■ Knowledge Management (ITILFNDO5 05-62) 
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Service 
Operation 
Lifecycle 
Learning 
Outcomes 

At the end of Module 6 — Service Operation Lifecycle, you will be able to: 

• Account for the main goals and objectives of Service Operation 
(ITILFNDO2 02-08) 

• Briefly explain what value Service Operation provides to the business 
(ITILFNDO2 02-09) 

Define 

• Event (ITILFNDO3 03-24) 
• Alert (ITILFNDO3 03-25) 
• Incident (ITILFNDO3 03-26) 
• Impact, Urgency and Priority (ITILFNDO3 03-27) 
• Service Request (ITILFNDO3 03-28) 
• Problem (ITILFNDO3 03-29) 
• Workaround (ITILFNDO3 03-30) 
• Known Error (ITILFNDO3 03-31) 
• Known Error Data Base (KEDB) (ITILFNDO3 03-32) 
• The role of communication in Service Operation (ITILFNDO3 03-33) 

Processes 

• Explain the high level objectives, basic concepts, process activities, 
and relationships for: 

■ Incident Management (ITILFNDO5 05-71) 
■ Problem Management (ITILFNDO5 05-72) 

• State the objectives and basic concepts for: 
■ Event Management (ITILFNDO5 05-81) 
■ Request Fulfilment (ITILFNDO5 05-82) 
■ Access Management (ITILFNDO5 05-83) 

Continual 
Service 
Improvement 
Lifecycle 
Learning 
Outcomes  

At the end of Module 7 — Continual Service Improvement, you will be able to: 

• Account for the main goals and objectives of Continual Service 
Improvement (ITILFNDO2 02-10) 

• Briefly explain what value Continual Service Improvement provides to 
the business 

Define 

• The role of IT Governance across the Service Lifecycle 
(ITILFND03 03-5) 

Key Principles and Models 

• Discuss the Plan, Do, Check and Act (PDCA) Model to control and 
manage quality (ITILFNDO4 04-08) 

• Explain the Continual Service Improvement Model (ITILFNDO4 04-09) 
• Understand the role of measurement for Continual Service 

Improvement and explain the following key elements:, 
(ITILFNDO4 04-10) 

■ Business value 
■ Baselines 
■ Types of metrics (technology metrics, process metrics, service 

metrics) 
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Outcomes 

At the end of Module 8 — Functions, Roles and Technology, you will be able 
to: 

Functions 
• Explain the role, objectives, organisational structures, staffing and 

metrics of: 
■ The Service Desk function (ITILFNDO6 06-01) 

• State the role, objectives and organisational overlap of 
(ITILFNDO6 06-02) 

■ The Technical Management function 
■ The Application Management function 
■ The IT Operations Management function (IT Operations 

Control and Facilities Management) 

Roles 

• Account for the role and the responsibilities of the 
■ Process owner (ITILFNDO7 07-01) 
■ Service owner (ITILFNDO7 07-01) 

• Recognise the RACI model and explain its role in determining 
organisational structure. (ITILFNDO7 07-02) 

Technology 

• List some generic requirements for an integrated set of Service 
Management Technology 

• Understand how Service Automation assists with integrating Service 
Management processes (ITILFNDO8 08-02) 
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Assessment 
	

At the conclusion of the Foundation course, there is an exam: 

• 1 hour 

• 40 questions 

• 26 correct to pass 

• Closed book 

• Exam syllabus is in the attachments 

• At the end of each module, the parts of the syllabus which have been 
covered are listed 

At the conclusion of the Foundation Bridging course, there is an exam: 

• 'A hour 

• 20 questions 

• 13 correct to pass 

• Closed book 

• Exam syllabus is in the attachments 

• At the end of each module, the parts of the syllabus which have been 
covered are listed 
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About ITIL® 
This is the Service Management Overview Module. 

What is ITIL® 

ITIL® 
Development 

ITIL® is the IT Infrastructure Library and is defined as: 

• A library — a set of 5 books make up the ITIL® library 

• A framework 

• Business focused 

• Used by organisations worldwide 

• A body of knowledge 

The growth in interest and adoption of the ITIL® process model has 
developed significantly since its first introduction in Europe in the early 
1990's. In Australia, this interest began in the late 1990's and is 
continuing to grow exponentially. 

1989— publication of first 	elements 

Early 1990's — maturity and growth in Europe 

Figure 1 — ITIL® Development Timeline 
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Service Management as a Practice 
Good Practice Good practice is the application of knowledge, experience, industry 

practices, research, training (and other sources), into a business. It is 
good practice to take information and guidance from all of these sources 
and then apply that into the management of IT in order to provide the 
best services to the customer. 

Each organisation will apply this knowledge differently, because each 
organisation is different, and each industry is different. 

Organisations: 

• Operate in a dynamic environment 

• Need to be always ready to adapt 

• Trade off between maintaining stability and moving quickly 

• Creates a need to benchmark, but every organisation is different 

• Sources for ideas and measures include: 

Standards 

• Internal experience 

• Industry practices 

• Training and education 

• Academic research 

Standards 
Good Practice 
Diagram Internal 	Industry 	Training and 	Academic 

Experience 	Practices- 	Education 	Research 

Good Practice 

Figure 2 - Good Practice 

Refer to ITIL: V3 Core Publications 

SS, SD, ST, SO, CSI 1.2.2 

Page 6 of 16 	 M02_SERVICE MANAGEMENT OVERVIEW SG V3.0.DOC 



DIMENSION 
- 	DATA 

Service Management Overview 

IT Service A service is a means of delivering value to customers by facilitating 
outcomes customers want to achieve without the ownership of specific 
costs and risks. 

An IT service, used in support of business processes, is constructed from 
a combination of IT assets and externally provided "underpinning" 
services. 

IT Service 
Diagram 

Storage 
service 

  

Secure 
cabinets 

Figure 3 - IT Service 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SS, SD, ST, SO, CSI 2.2.1 
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IT Service 
Management 

Service Management is a set of specialised organisational capabilities 
for providing value to customers in the form of services. 

The act of transforming resources into services is the core of Service 
Management. 

Processes 

Pi ()ducts/ 
Technolci,:.jy 

Partners! 
Suppliers 

Figure 4 - IT Service Management 

As well as being a set of capabilities, IT Service Management is a 
professional practice supported by: 

• A global community (e.g. the ITSMF) 

• Formal education, training, and accreditation schemes (EXIN, ISEB, 
APMG) 

• Formal standards (ISO 20000) 

• Academic research 

• Industry best practices 

ITSM origins are in traditional service businesses such as airlines, 
hotels, banks and phone companies. 

Refer to ITIL® V3 Core Publications 

SS, SD, ST, SO, CSI 2.1 
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Functions, 
Roles and 
Processes 

Functions are units of organisations (often called departments) 
specialised to perform certain types of work and responsible for specific 
outcomes. In IT, the functions include names such as Network Team, 
Desktop, Applications, Infrastructure, etc. 

These functions usually define the roles and the associated responsibility 
and authority of the individuals involved in the functions. 

Processes run across functions, and provide change and transformation 
toward a goal, and use feedback for self improvement. As an example, 
Change Management is a process which will require the input of a 
number of functions in order to be effective. The goal of change 
management is to manage change appropriately. In order to meet this 
goal, their will need to be input from many different departments or 
functions within IT. Processes provide change and transformation toward 
a goal, and use feedback for self improvement. 

Holes 

- Functions 

cress.,., 

Figure 5 — Functions, Roles and Processes 

Refer to ITIL® V3 Core Publications 

SS 2.3, 2.6.1 	.6.2, SD 2.3, 3.6.4, ST 2.3, SO 2.3, 3.1, CSI 2.3 
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Process Model A process takes one or more defined inputs and turns them into defined 
outputs. In order to achieve this, a process needs to have Process Control 
elements (an owner, a vision and measurements) and Process enablers 
(resources and capabilities). 

Ovvne-- 	 aUMG'T tat:cc 
Process 
Control 

Outputs 

rres 	Piockxizorp.:- 
	I tc,••?.. 

Process 
Enablers 

Figure 6 - Process Model 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SD 3.6.4 

Process 	 A Process... 
Characteristics 

• ...is measurable - it is performance driven 

• ...has specific results - there is an identifiable and countable reason 
for a process 

• ...delivers to customers - there is a stakeholder and/or customer for 
every process 

• ...responds to a specific event - every process has a traceable trigger 

Refer to ITIL® V3 Core Publications 

SS 2.6.2, SD, ST, SO, CSI 2.3.2 
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ITIL® Service Lifecycle 
ITIL® Service 
	

The ITIL® Service Lifecycle consists of: 
Lifecycle 

• The ITIL® Core - five publications 

• The ITIL® complementary guidance 

(;onttnear 
ServieP 

kriprovem‘qtr 

Service 
Strategy 

Figure 7 — ITIL® Service Lifecycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SS 1.2.3, 2.5.1, SD 1.2.3, ST 1.2.3, SO 1.2.3, CSI 1.2.3 

Service Strategy The scope of the Service Strategy lifecycle considers: 
Scope 

• Business processes and culture 

• IT processes and culture 

• Understanding customers 

• Future changes in requirements 

• Understanding competitors and their points of difference 

• Understanding value 

07 June, 2010 
	

Page 11 of 16 



DIMENSION 
DATA 

ITIL® V3 Foundation 

The Service Strategy publication provides guidance on how to design, 
develop and implement Service Management not only as an 
organisational capability but as a strategic asset. 

Guidance is provided on the principles underpinning the practice of 
Service Management which are useful for developing Service 
Management policies, guidelines and processes across the ITIL® 
Service Lifecycle. 

Service Strategy guidance is useful in the context of Service Design, 
Service Transition, Service Operation and Continual Service 
Improvement. Topics covered in Service Strategy include the 
development of markets, internal and external, service assets, service 
catalogue, and implementation of strategy through the service lifecycle. 

Financial management, Service Portfolio management, organisational 
development and strategic risks are among other major topics. 

Service Design 
Scope 

There are five individual aspects of Service Design considered in this 
Lifecycle: 

• New or changed services 

• Service Management systems and tools, especially the Service 
Portfolio, including the Service Catalogue 

• Technology Architecture and Management Systems 

• The processes required 

• Measurement methods and metrics 

The Service Design publication provides guidance for the design and 
development of services and Service Management processes. It covers 
design principles and methods for converting strategic objectives into 
portfolios of services and service assets. 

The scope of Service Design is not limited to new services. It includes 
the changes and improvements necessary to increase or maintain value 
to customers over the lifecycle of services, the continuity of services, 
achievement of service levels, and conformance to standards and 
regulations. 

It guides organisations on how to develop design capabilities for Service 
Management. 
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Transition 
Scope 

Service 
Operation 
Scope 

The scope of Service Transition includes: 

• The management and coordination of the processes 

• Systems and functions to package 

• Build, test and deploy a release into production 

• Establish the specified service 

The Service Transition publication provides guidance for the 
development and improvement of capabilities for transitioning new and 
changed services into operations. 

This publication provides guidance on how the requirements of Service 
Strategy encoded in Service Design are effectively realised in Service 
Operations while controlling the risks of failure and disruption. The 
publication combines practices in release management, programme 
management and risk management and places them in the practical 
context of Service Management. 

It provides guidance on managing the complexity related to changes to 
services and Service Management processes, preventing undesired 
consequences while allowing for innovation. Guidance is provided on 
transferring the control of services between customers and service 
providers. 

Service Operation is responsible for all ongoing activities required to 
support and deliver services. This includes: 

• The services themselves 

• The service management processes 

• Technology 

• People 

This publication embodies practices in the management of Service 
Operations. It includes guidance on achieving effectiveness and 
efficiency in the delivery and support of services so as to ensure value 
for the customer and the service provider. Strategic objectives are 
ultimately realised through Service Operations, therefore making it a 
critical capability. 

Guidance is provided on how to maintain stability in Service Operations, 
allowing for changes in design, scale, scope and service levels. 
Organisations are provided with detailed process guidelines, methods 
and tools for use in two major control perspectives: reactive and 
proactive. 
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Continual 
Service 
Improvement 
Scope 

Managers and practitioners are provided with knowledge allowing them 
to make better decisions in areas such as managing the availability of 
services, controlling demand, optimising capacity utilisation, scheduling 
of operations, and fixing problems. Guidance is provided on supporting 
operations through new models and architectures such as shared 
services, utility computing, web services and mobile commerce. 

CSI addresses three main areas: 

• The overall health of ITSM as a discipline 

• The continual alignment of the portfolio of IT services with the 
current and future business needs 

• The maturity of the enabling IT processes for each service in a 
continual service lifecycle model 

The Continual Service Improvement publication provides instrumental 
guidance in creating and maintaining value for customers through better 
design, introduction and operation of services. It combines principles, 
practices and methods from Quality Management, Change Management 
and Capability Improvement. Organisations learn to realise incremental 
and large-scale improvements in service quality, operational efficiency 
and business continuity. 

Guidance is provided for linking improvement efforts and outcomes 
with Service Strategy, Design and Transition. A closed-loop feedback 
system, based on the Plan—Do—Check—Act (PDCA) model specified in 
ISO/IEC 20000, is established and capable of receiving inputs for 
change from any planning perspective. 

Lifecycle 
Relationships 

Figure 8 - Lifecycle relationships 
Diagram © Crown copyright 2007. Reproduced under licence from OCC 
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Lifecycle 
Relationships -
SD, ST, SO 

Service Design lifecycle start with a set of new or changed business 
requirements and ends with a service solution developed to meet the 
business need. 

This solution is then passed to Service Transition to evaluate, build, test 
and deploy. 

Once completed, it is then handed over to Service Operation to support 
and maintain. 

Refer to ITIL® V3 Core Publications 

SS, SD, ST, SO 1.2.3, 2.4.2, CSI 1.2.3, 2.4.3 

Exams 
Types of 
Exams 

Three levels of certification: 

• ITIL® Foundation Certificate in IT Service Management 

• ITIL® Intermediate Certificates in IT Service Management 

• Service Management series 

• Service Capabilities series 

• ITIL® Expert in IT Service Management 

• ITIL® Master Qualification 
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Module Summary 
Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

• Describe the concept of Good Practice (ITILFNDOI 01-01) 

• Define and explain the concept of a Service (ITILFNDOI 01-02) 

• Define and explain the concept of Service Management 
(ITILFNDO1 01-03) 

• Define and distinguish between Functions, Roles and Processes 
(ITILFNDO1 01-04) 

• Explain the process model (1TILFNDO1 01-05) 

• List the characteristics of processes (Measurable, Specific results, 
Customers, and Responds to a specific event) (ITILFNDOI 01-05) 

• Briefly explain the Service Lifecycle (ITILFNDO2 02-02) 

• Describe the structure, scope, components and interfaces of the 
ITIL® Library 
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Service Strategy Lifecycle 
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Service Strategy Overview 

This is the Service Strategy Lifecycle Module. 

ITIL® Service 
Lifecycle 

Service 
Strategy 

Figure 1 — ITIL® Service Lifecycle 
Diagram 0 Crown copyright 2007. Reproduced under licence from OGC 

Goal 	 To operate and grow successfully in the long term, service providers 
must have the ability to think in a strategic manner. 

The purpose of the guidance in the Service Strategy publication is to 
help organisations develop this ability. 

Objectives 	To be able to answer the following types of questions: 

• What services should we offer and to whom? 

• How do we differentiate ourselves? 

• How do we truly create value for our stakeholders? 

• How should we define service quality? 

• How do we efficiently allocate resources? 
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Refer to ITIL® V3 Core Publications 

SS 1.3 
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Generic Concepts and Definitions 

Capabilities and 
Resources 

Capabilities and Resources are assets used to create services and so are 
known as Service Assets. 

These Service Assets are the basis for Value Creation. 

Resources and capabilities are types of assets. Organisations use them to 
create value in the form of goods and services. Resources are direct 
inputs for production. Management, organisation, people, and 
knowledge are used to transform resources. Capabilities represent an 
organisation's ability to coordinate, control, and deploy resources to 
produce value. They are typically experience-driven, knowledge-
intensive, information- based, and firmly embedded within an 
organisation's people, systems, processes and technologies. It is 
relatively easy to acquire resources compared to capabilities. 

I- ic e& 
Capabilities ( ,(1-t-4,4 .47 SCS) 	 Rescatces 

Figure 2 - Capabilities and Resources 

From a competitive perspective, service providers need to develop 
specific capabilities to differentiate themselves from competitors. 

Capabilities cannot by themselves produce value. It is an organisation's 
capabilities that transform the resources into value. 

Resources are direct inputs to production. 

Refer to ITIL,T? V3 Core Publications 

SS 3.2, 12.1 
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Value Creation 
through 
Services 

Utility and 
Warranty 

• Value is a perception 

• Managing the perception is the key to managing value 

• Perception is managed by understanding IT through the eyes of the 
customer 

• Services are technology items described and managed in ways which 
have meaning to the customer 

• Value is created by managing services - not technology 

Technology 
	

Value 

Figure 3 — Value Creation 

Refer to ITIL® V3 Core Publications 

SS 3.1.1, 3.1.2 

Value has two primary elements, Utility and Warranty 

• Utility is the functionality offered by a product or service to meet a 
particular need. i.e. fitness for purpose 

• Utility is a measure of performance 
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Avgi  

Performance Improvement 

Figure 4 — Value Creation — Utility 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

• Warranty is a promise that a product or service will meet its agreed 
requirements i.e. fitness for use 

• Warranty is a measure of consistency 

• If a service or product is fit for purpose (utility) and fit for use 
(warranty), then value has been created for the customer 

Warranty 
improvement 

Figure 5 — Value Creation — Warranty 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SS 2.2.2, 3.1.3, ST 3.1.2 
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Service 
Portfolio, 
Pipeline and 
Catalogue 

The Service Portfolio is used to manage the entire life cycle of all 
services and includes three categories: 

• Service pipeline (proposed or in development) 

• Service catalogue (live or available for deployment) 

Figure 6 —Service Portfolio/Pipeline/Catalogue 
Diagram 0 Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SS 4.2.3, SD 3.6.2 

SS 4.2.3.1, SD 3.6.2, 4.1.4 
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Risks Risk is defined as uncertainty of outcome - which can be positive 
(opportunity) or negative (threat). Managing risks requires identifying 
and controlling exposure to risk because of the impact on the business's 
ability to achieve their objectives. 

There are two distinct phases in Risk Management: 

• Risk Analysis 

• Risk Management 

Risk Process 
Flow 

 

  

Risk management 
	

Risk analysis 

Figure 7 - Risk Process Flow 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SS 9.5.1, CSI 5.6.3.2 
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Processes 

Processes 
	

Processes 

• Demand Management 

• Financial Management 

Demand Management 

Objectives 
	

The goal is to appropriately manage the demand for services with the 
provision of those services 

Pipsent Pa7ttEi 

Pie h wtion cycle 
consumes 
demand 

Consumption 
cycle produces 

demand 

Respanci 	c a - 

Figure 8 - Demand Management 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Consumption produces demand and production consumes demand in a 
highly synchronised pattern. Unlike products, services cannot be 
produced in advance and stocked ready for consumption. Demand and 
capacity are far more tightly linked in service systems then even the 
most immediate just-in-time (JIT) manufacturing. 

C)-'1K1 pattern 

Pette 
bur z_n 
activ4y 

Capacity 
management 

plan 

fnc entives and 
pane lties to influence 

consumption 

Figure 9 - Demand Management 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 
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Business Processes are the primary source of demand for services. 
Patterns of business activity influence the demand patterns seen by the 
service providers. Where there is a capacity plan in place, this increase 
in demand will have been foreseen, and so catered for when planning the 
services. 

Concepts 	Challenges 

• Production happens at the same time as consumption 

• Demand can be managed to some extent through techniques such as 
off-peak pricing and volume discounts 

• Spare capacity will assist in managing demand, but customers are 
reluctant to pay for this unless they see the value of it. 

Patterns of Business Activity 

• It is important to understand the customer's business, as this will help 
predict the demand on services. There will be peaks and troughs in 
this demand. These patterns are called Patterns of Business Activity 
(PBA's). These patterns will change over time. They also provide a 
basis for Capacity Management 

User Profiles 

In addition to PBA's predicting demand at a business level, there is also 
differing levels of demand at a User level. These are called User 
Profiles, and different roles in an organisation will have different 
profiles of their use of the services (e.g. a CEO will have a different user 
requirement from a Call Centre analyst). 

Refer to 	V3 Core Publications 

SS 5.5, 5.5.1, 5.5.2, 5.5.3 
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Financial Management 

Objective 

Basic Concepts 

To provide information for superior decision making, operational 
visibility and insight in order to quantify (in financial terms) the value of 
IT services, the value of the assets underlying the provisioning of those 
services, and the qualification of operational forecasting. 

As is the case in the business, the IT Financial Management 
responsibilities and activities are not all undertaken solely by the IT 
Finance and Accounting team. There are many activities undertaken by 
other parts of the organisation which fit under the banner of IT Financial 
Management. 

• Service Valuation (pricing and value) 
The primary goal of Service Valuation is to produce a value for 
services that the business perceives as fair, and fulfils the needs of 
the provider in terms of supporting it as an ongoing concern. A 
secondary objective is the improved management of demand and 
consumption behaviour. 

• Financial aspects of Demand modeling, Service Portfolio 
management, service provisioning 

Each of these other activities or processes needs information from the 
Financial Management process, and requires accurate and reliable 
data in order to fulfil their purpose effectively 

• Planning. Generally speaking, planning can be divided into three 
categories 

• Operating and Capital planning (General and fixed ledgers) 

• Demand planning (need and use of IT services) 

• Regulatory and environmental planning (compliance) 

• Service Investment Analysis 
The objective of Service Investment analysis is to derive a value 
indication for the total lifecycle of a service based on (1) the value 
received and (2) costs incurred during the lifecycel of the service. 

• Accounting 
Accounting is concerned with understanding where the costs within 
the IT organisation lie and detailing them to an appropriate level in 
order to better manage them. 

• Compliance 
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• Variable Cost dynamics (understanding all the variables that impact 
service cost, how sensitive they are to change, and the cost 
implications if they do vary) 

Refer to ITIL® V3 Core Publications 

SS 5.1 Intro, 5.1.2 Intro 

Business Case 	A business case is a decision and planning tool that projects the likely 
consequences of a business action. 

Sample business case structure 

A. Introduction 

Presents the business objectives addressed by the service. 

B. Methods and assumptions 

Defines the boundaries of the business case, such as time period, 
whose costs and whose benefits. 

C. Business impacts 

The financial and non-financial business case results. 

D. Risks and contingencies 

The probability that alternative results will emerge. 

E. Recommendations 

Specific actions recommended. 

Refer to ITIL® V3 Core Publications 

SS 5.2.1, CSI 4.4.1 
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Module Summary 

Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

Service Strategy Lifecycle 
• Account for the main goals and objectives of Service Strategy 

(ITILFND02 02-03) 

Generic Concepts and Definitions 

• Resources Capabilities and Assets (ITILFNDO3 03-02/34) 

• Explain how Service Assets are the basis for Value Creation 

(ITILFNDO4 04-02) 

• Utility and Warranty (ITILFNDO3 03-01) 

• Service Portfolio (ITILFNDO3 03-03) 

• Service Catalogue (Business Service Catalogue and Technical 
Service Catalogue) (ITILFNDO3 03-04) 

• Business Case (ITILFNDO3 03-04) 

• Risk (ITILFNDO3 03-07) 

Processes 

• State the objectives and basic concepts for: 

• Demand Management (ITILFNDO5 04-21) 

■ Challenges in managing demand for services 
■ Activity- based Demand Management (PBAs) 
■ Business activity patterns and user profiles 

■ Financial Management (ITILFNDO5 04-22) 

■ Business case (covered in the intro to this section) 
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Service Design Overview 

This is the Service Design Lifecycle Module. 

ITIL® Service 
Lifecycle 

Service 
Strategy 

Figure 1 - Service Lifecycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Service Design 
	

The goal of the Service Design Lifecycle is to design new or changed 
Goal 	 services for introduction into the live environment. 

In order to achieve this, and to make sure that the services are 
appropriate, they will need to ensure that there is a holistic approach to 
all aspects of design, and to consider all aspects when changing or 
amending any of the individual elements of design. 

07 June, 2010 	 Page 5 of 29 
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Service Design 	The main objectives of Service Design are to: 
Objectives 

• To design 

• Services to satisfy business objectives 

• Services that can be easily, efficiently, and appropriately 
developed and enhanced 

• Secure and resilient IT infrastructures and environments 

• Measurement methods and metrics for assessing design 

• Identify and manage risks in services going live 

• Produce and maintain documentation 

• Assist in policy development 

• Develop skills within IT to do all of these 

Refer to ITIL® V3 Core Publications 

SD 2.4.1, SD 3.1 

Value to the 
Business 

The following benefits result from good Service Design practice: 

• Reduced Total Cost of Ownership (TCO): cost of ownership can 
only be minimised if all aspects of services, processes and technology 
are designed properly and implemented against the design 

• Improved quality of service: both service and operational quality 
will be enhanced 

• Improved consistency of service: as services are designed within the 
corporate strategy, architectures and constraints 

• Easier implementation of new or changed services: as there is 
integrated and full Service Design and the production of 
comprehensive SDPs 

• Improved service alignment: involvement from the conception of 
the service, ensuring that new or changed services match business 
needs, with services designed to meet Service Level Requirements 

• More effective service performance: with incorporation and 
recognition of Capacity, Financial Availability and IT Service 
Continuity Plans 
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• Improved IT governance: assist with the implementation and 
communication of a set of controls for effective governance of IT 

• More effective Service Management and IT processes: processes 
will be designed with optimal quality and cost-effectiveness 

• Improved information and decision-making: more comprehensive 
and effective measurements and metrics will enable better decision-
making and continual improvement of Service Management practices 
in the design stage of the Service Lifecycle. 

Refer to ITIL® V3 Core Publications 

SD 2.4.3 
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Generic Concepts and Definitions 

Service 
Providers 

Service Design 
Package 

A Service Provider is an organisation supplying Services to one or 
more Internal Customers or External Customers. 

Broadly speaking, there are three types of Service Providers. 

I. Internal Service Providers 

2. Shared Services Unit 

3. External Service Providers 

Refer to ITIL® V3 Core Publications 

SS 3.3 Intro only, SD 4.2.4 

A Service Design Package (SDP) is a document defining all aspects of 
an IT Service and its requirements through each stage of its lifecycle. 

A service Design Package is produced for each new IT Service, major 
change or IT Service Requirement. 

Analyse 
requirements, 

document 
and agree 

Evaluate 
alternative 
solutions 

Design 
service 
solution 

Procure the 
preferred 
solution 

Develop the 
solution 

Figure 2 — Service Design Package Flow 

See Appendix J for a sample Service Design Package. 

Refer to ITIL® V3 Core Publications 

Service Provider SD 4.2.4 
Service Design Package SD 3.6.1, SD Appendix A 
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Key Principles and Definitions 

Five Major 
Aspects (1) 

There are five major aspects to Service Design: 

1. Identifying business requirements, defining service requirements and 
designing the services 

When identifying business requirements and designing the solution, the 
following areas need to be considered: 

• Review the existing IT services and infrastructure . 

• Design the service solutions to the new requirements. 

• Ensure that the contents of the Service Acceptance Criteria (SAC) 
are incorporated and the required achievements planned into the 
initial design 

• Evaluate and cost alternative designs. 

• Agree the expenditure and budgets 

• Re-evaluate and confirm the business benefits. 

• Agree the preferred solution and its planned outcomes and targets 
(Service Level Requirement (SLR)) 

• Check the solution is in balance with all corporate and IT 
strategies, policies, plans and architectural documents. 

• Ensure that all of the appropriate corporate and IT governance and 
security controls are included with the solution 

• Complete an IT 'organisational readiness assessment' . 

• Ensure the supplier and supporting agreements necessary to 
maintain and deliver the service are in place 

• Ensure the assembly of a Service Design Package (SDP 

2. Designing the Service Management systems and tools, especially the 
Service Portfolio 

The service portfolio is the most critical management system used to 
support all processes and describes a provider's, services in terms of 
business value. 

• Service portfolio should form part of Service Knowledge 
Management System (SKMS) 

07 June, 2010 	 Page 9 of 29 
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• The service portfolio is designed by Service Design but managed 
by the Service Portfolio Management Process which is a part of 
the Service Strategy Lifecycle 

• Contains information relating to every service and its current 
status within the organisation. The Service Catalogue will be a 
subset of the Service Portfolio, as it will only contain the services 
which are currently live. 

3. Technology and Architectural Design 

The Technology and Architectural Design activity provides the 
overall strategic "blueprints" for the development and deployment of 
an IT infrastructure - a set of applications and data that satisfy the 
current and future needs of the business. 

The architectural design activities should use input from the business, 
Service Strategy, its plans, designers and planners to develop 
appropriate designs, plans, architectures and policies for all areas of 
IT. These designs, plans, architectures and policies should cover all 
aspects of IT, including roles and responsibilities, services, 
technology, architecture and frameworks, processes and procedures, 
partners and suppliers and management methods. 

The architectural design process must also cover all areas of 
technology, including the infrastructure, environment, applications 
and data and be closely linked to the overall business planning and 
design processes. 

Five Major 
Aspects (2) 

4. Process Design 

• Process control can be defined as "the activity of planning and 
regulating a process, with the objective of performing a process in 
an effective, efficient and consistent manner". 

5. Measurement Design 

"If you can't measure it, you can't manage it" 

In order to manage and control the design processes, they need to 
monitored and measured, however care should be taken when 
considering what to measure and how to measure it, as measurement 
will impact behavior — and if the wrong information is being 
recorded, the wrong behavior will be encouraged. 

Only metrics that encourage movement towards business objectives 
should be used. 
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Essentially there are four types of metrics: 

• Process progress metrics — which measure milestones and 
deliverables in the capability of the process 

• Process compliance metrics — which measure compliance of the 
process to governance requirements 

• Process effectiveness metrics — which measure accuracy and 
correctness ("Are we doing the right things?") 

• Process efficiency metrics — which measure productivity ("Are we 
doing things the right way?") 

Refer to ITIL® V3 Core Publications 

SD 3.6 
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Processes 

Service Level Management 

Goal and 
Objectives 

The goal is to ensure that an agreed level of IT Service is provided for 
all current IT services, and that future services are delivered to agreed 
achievable targets. 

The objectives of SLM are to: 

• Define, document, agree, monitor, report, review services 

• Manage relationship with business and customers 

• Ensure targets are developed for all services 

• Monitor and improve customer satisfaction with services 

• Ensure that IT and customers have matched expectations on the level 
of services to be delivered 

• Ensure proactive measures to improve service levels are implemented 
when appropriate 

Scope 

Basic Concepts 

The scope of responsibilities mean that SLM must: 

• Be a point of contact for the business 

• Represent IT to the business and the business to IT 

• Consider both current and future requirements and services 

• Management of expectations and perceptions 

• Establish and maintain SLAs for all current live services 

• Produce and agree SLRs for all planned or changed services 

A Service Level Agreement (SLA) is a written agreement between an 
IT service provider and the IT customer(s), defining the key service 
targets and responsibilities of both parties. 

An Operational Level Agreement (OLA) is an agreement between an 
IT service provider and another part of the same organisation that assists 
with the provision of services. 
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A contract is defined as a legally binding agreement between two 
parties. 

See Appendix H for a sample SLA. 

• Service based agreements - All customers receive the same service 
level for a service (many customers, one (standard) agreement) 

()Kt  1 

Printing 	Prithg SLA 

	
1,01.1.= 	mif *aim  

Cust 2 

Figure 3 — Service Based SLA 

• Customer based agreements - each (some) customers receive 
differing levels of service (many customers, many (different) 
agreements) 

Cust 1 Printing SLA 1 

•• 

Priiting 
(t2 SLA2 

/ 

Plimtng SLA 3 / 
co° I. me 

Figure 4 — Customer Based SLA 
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• Multi-level SLAs 

Figure 5 — Multi Level SLA 

Some organisations have chosen to adopt a multi-level SLA structure. 
For example, a three-layer structure as follows: 

• Corporate level: covering all the generic SLM issues appropriate to 
every customer throughout the organisation. These issues are likely to 
be less volatile, so updates are less frequently required 

• Customer level: covering all SLM issues relevant to the particular 
customer group or business unit, regardless of the service being used 

• Service level: covering all SLM issues relevant to the specific 
service, in relation to a specific customer group (one for each service 
covered by the SLA). 

Hints and tips 

A combination of either of these structures might be appropriate, 
providing all services and customers are covered, with no overlap or 
duplication. 
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Process 
Activities 

• Determine, document and agree requirements for new services and 
produce the Service Level Requirements (SLR). The SLR is a list 
of requirements which the customer has of the IT Service. 

• Monitor service performance against SLAs 

• Nothing should be included in the SLA unless it can be measured 
and monitored 

• Monitoring must match customer perceptions of the service 

• "Poor response" is often a user perception issue 

• 	Collate, measure and improve customer satisfaction 

• Perception is important (outage does not necessarily equal 
dissatisfaction) 

• Methods include Periodic questionnaires, Feedback during service 
review meetings, telephone surveys, online etc. 

• Review underpinning agreements and service scope 

• Produce service reports 

• A useful technique is to include a SLA Monitoring (SLAM) chart at 
the front of a service report to give an overview of how performance 
measured up against targets. 

• Conduct service reviews and instigate improvements via an SIP 
(Service Improvement Plan) 

• Review and revise SLA's 

• Develop contacts and relationships 

• Manage complaints and compliments 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Service Level Agreement (SLA) SD 4.2.4, 4.2.5.1 
Operational Level Agreement (OLA) SD 4.2.4 

Processes 
SD 4.2.1, 4.2.2, 4.2.5, 4.2.5.1-9, CSI 3.5, 4.6 
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Service Catalogue Management 

Objective 
	

The objective of Service Catalogue Management is to ensure that a 
Service Catalogue is produced and maintained, containing accurate 
information on all operational services and those being prepared to be 
run operationally. 

Basic Concepts • A service portfolio containing a service catalogue should be put 
together for two reasons: 

• To provide a central , accurate set of information on all services 

• To help develop a service-focused culture 

• Once a service is "chartered", it should be added to the service 
catalogue 

• The level of information contained on these services in the catalogue 
will vary 

• A Good starting point is to ask the customer which IT services they 
use and how those services map onto their business processes (see 
notes below) 

Service Catalogue 

The Service Catalogue is key document containing valuable information 
on the complete set of services offered. It should preferably be stored as 
a set of 'service' Cls within a CMS, maintained under change 
Management. 

Sample Service Catalogue 
• —*— 

Service Service Service Supporting Business Service Business Business SLA 	Service 
Name 
	Descrip- 	Type 

	
Services 	Owner( .1 	manager(s) Impact 	Priority 	 hours 

tion 
Service 1 

Service 2 

Service 3 

Service 4 

Other column headings may include Business contacts, Escalation contacts, Service 
Reports, Service Reviews and Security rating (amongst others) 
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Service 
Catalogue 
Aspects 

Service Catalogue has two aspects: the Business Service Catalogue and 
the Technical Service Catalogue. 

• The Business Service Catalogue: containing details of all the IT 
services delivered to the customer, together with relationships to the 
business units and the business process that rely on the IT services. 
This is the customer view of the Service Catalogue. 

• The Technical Service Catalogue: containing details of all the IT 
services delivered to the customer, together with relationships to the 
supporting services, shared services, components and CIs necessary 
to support the provision of the service to the business. This should 
underpin the Business Service Catalogue and not form part of the 
customer view. The relationship between these two aspects is 
illustrated in the figure below 

.of services: P 

TieL:e 	Business Services. To L 	 > 

r 'molt with 3 	ng company to retro:: toe pla.1 	 Technical Service. To 

cidb,er the bkr,..anet, servIce5 the company 	the tei:htucal ;ervii..42,_, but the customer 

...eels no klucct know!ocico of these setvnces. Titi;ie 	t.etially be a many-to-many 

'ciation,htp between PA:..;iness Services and To:Milk:AI Services. 

Figure 6 - Service Catalogue Aspects 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to IT1L® V3 Core Publications 

SD 4.1.1, 4.1.4 
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Capacity Management 

Goal and 
Objectives 

Basic Concepts 

The goal of Capacity Management is to ensure that cost justifiable 
capacity exists now and in the future. 

The objectives of Capacity Management are to: 

• Produce and maintain the capacity plan 

• Provide advice and guidance on capacity related issues 

• Ensure that targets are met 

• Assist in resolving capacity related incidents and problems 

• Assess impacts of changes on capacity plan 

• Ensure proactive measures to implement good capacity management 
are implemented when justifiable 

Capacity Management ensures that the capacity and performance of the 
IT services and systems matches the evolving agreed demands of the 
business in the most cost-effective and timely manner. Capacity 
Management is essentially a balancing act: 

• Balancing costs against resources needed: the need to ensure that 
processing capacity that is purchased is cost-justifiable in terms of 
business need, and the need to make the most efficient 	use 
of those resources. 

• Balancing supply against demand: the need 
to ensure that the available supply of IT 
processing power matches the demands made on it by the business, 
both now and in the future. It may also be necessary to manage or 
influence the demand for a particular resource. 

Capacity Management has three sub-processes: 

• Business Capacity Management which translates business needs 
and plans into requirements for service and IT infrastructure, 
ensuring that the future business requirements for IT services are 
quantified, designed, planned and implemented in a timely fashion. 

• Service Capacity Management which is concerned with the 
management, control and prediction of the end-to-end performance 
and capacity of the live, operational IT services usage and workloads. 
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• Component Capacity Management which is concerned with the 
management, control and prediction of the performance, utilisation 
and capacity of individual IT technology components. 

• Capacity Management is also responsible for assembling a Capacity 
Plan which contains information on the current usage of service and 
components, and plans for the development of IT capacity to meet the 
needs in the growth of both existing service and any agreed new 
services. 

Refer to ITIL® V3 Core Publications 

SD 4.3.1, 4.3.4 
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Availability Management 

Goal and 
Objectives 

The goal of Availability Management is to ensure that the level of 
service availability delivered in all services is matched to or exceeds the 
current and future agreed needs of the business, in a cost effective 
manner. 

The objectives of Availability Management are to: 

• Produce and maintain availability plan 

• Provide advice and guidance on availability related issues 

• Ensure that targets are met 

• Assist in resolving availability related incidents and problems 

• Assess impacts of changes on availability plan 

• Ensure proactive measures to implement good availability 
management are implemented when justifiable 

Guiding 
Principles 

Availability is defined as "the ability of a service, component or CI to 
perform its agreed function when required" 

• Availability is at the core of customer satisfaction 

• Improving availability can only begin after understanding how the IT 
services support the business 

Reliability 

• A measure of how long a service, component or CI can perform its 
agreed function without interruption 

Maintainability 

• A measure of how quickly and effectively a service, component or CI 
can be restored after a failure 

Serviceability 

• The ability of a third party supplier to meet the terms of their contract 
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Key Elements 	Availability Management is completed at two interconnected levels: 

• Service availability: involves all aspects of service availability and 
unavailability and the impact of component availability, or the 
potential impact of component unavailability on service availability 

• Component availability: involves all aspects of component 
availability and unavailability. 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Availability SD 4.4.4 

Processes 
SD 4.4.1, 4.4.4 
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IT Service Continuity Management 

Goal and 
Objectives 

Basic Concepts 

The goal of IT Service Continuity Management (ITSCM) is to support 
the overall Business Continuity Management (BCM) process by 
ensuring that the required IT technical and services facilities can be 
resumed within required, and agreed, business timescales. 

The objectives of ITSCM are to: 

• Maintain plans 

• Complete regular Business Impact Analysis (B IA) 

• Conduct regular Risk Analysis and management 

• Provide guidance to other areas 

• Ensure recovery mechanisms are in place 

• Assess impact of changes on continuity 

• Ensure proactive availability measures are implemented where 
justifiable and appropriate 

• Negotiate contracts with suppliers 

ITSCM is a cyclic process through the lifecycle to ensure that once 
service continuity and recovery plans have been developed they are kept 
aligned with Business Continuity Plans (BCPs) and business priorities. 

In the diagram below, the initiation and requirements stages are 
principally BCM activities. ITSCM should only be involved in these 
stages to support the BCM activities and to understand the relationship 
between the business processes and the impacts caused on them by loss 
of IT service. As a result of these initial BIA and Risk Analysis 
activities, BCM should produce a Business Continuity Strategy, and the 
first real ITSCM task is to produce an ITSCM strategy that underpins 
the BCM strategy and its needs. 
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Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

SD 4.5.1, 4.5.4 
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Information Security Management 

Goal and 
Objectives 

Basic Concepts 

The goal of Information Security Management is to align IT security 
with business security and ensure that information security is effectively 
managed in all service and service management activities. 

The objectives of Information Security Management are to: 

• Ensure information is available and usable when required 
(availability) 

• Ensure that information is disclosed only to those who have a right to 
know (confidentiality) 

• Information is complete and unchanged (integrity) 

• Transactions and exchanges can be trusted (authenticity and non-
repudiation) 

IT Processes and practices need to align with business processes and 
objectives, and all other processes in the organisation need to include 
security considerations. In order to make this happen, the following need 
to be considered: 

• A Security Framework 

The Security Management process and framework will generally consist 
of: 

• Security policies 
• A security management system 
• Security strategy 
• Security organisational structure 
• Security controls 
• Management of security risks 
• Monitoring processes 
• Communications strategy 
• Training and awareness plans 
• An Information Security Policy 

The Information Security Policy should cover all areas of security, be 
appropriate, meet the needs of the business and should include: 

• An overall Information Security Policy 
• Use and misuse of IT assets policy 
• An access control policy 
• A password control policy 
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• An e-mail policy 
• An internet policy 
• An anti-virus policy 
• An information classification policy 
• A document classification policy 
• A remote access policy 
• A policy with regard to supplier access of IT service, information and 

components 
• An asset disposal policy 

The Information Security Management System (ISMS) provides the 
basis for development of an appropriate security programme that 
supports the business. 

• An Information Security Management System (ISMS) 

The framework or the ISMS in turn provides a basis for the development 
of a cost-effective information security programme that supports the 
business objectives. It will involve the four P's of People, Process, 
Products and Partners to ensure high levels of security are in place. 

The five elements within this framework are: 

• Control 

• Plan 

• Evaluate 

• Implement 

• Maintain 

Customers— F-70,: 	 Business Needs 

MAINTAIN 	 PLAN 
Learn 	 Service Level Agreements 

Improve 	 Underpinning contracts 
Plan 	 Operational Level Agreements 

Implemer r 	 Policy Statements 

EVALU, 7-E 
Internal a ucirts 
External audits 

Self assessments 
Security incidents 

CONTROL 
Organize 

Establish frarneworf: 
Allocate responsibotres IMPLEMENT 

Create awareness 
Classification and registration 

Personnel security 
Physical security 

Networks. applications. computers 
Management of access rights 
Secuity incident procedures 

Figure 8 —Managing IT Security 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 
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Refer to ITILO V3 Core Publications 

SD 4.6.1, 4.6.4, 4.6.4.1, 4.6.4.2, 4.6.4.3 
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Supplier Management 

Goal and 
Objectives 

The goal of the Supplier Management process is to manage suppliers 
and the services they supply, to provide seamless quality of IT services 
to the business ensuring value for money is obtained 

• The Objectives of the Supplier Management Process are to: 

• Obtain value for money from suppliers and contracts 

• Ensuring alignment between business needs and underpinning 
contracts 

• Manage relationships with suppliers 

• Manage supplier performance 

• Negotiate, agree and manage contracts with suppliers 

• Maintain a supplier policy and a supporting Supplier and Contract 
Database (SCD) 

Supplier and 
Contracts 
Database 

In order to achieve consistency and effectiveness in the implementation 
of the policy, a supplier and contracts database should be established. 
This information will provide a complete set of reference information 
for all Supplier Management procedures and activities which are: 

• Supplier categorisation and maintenance of the Supplier and 
Contracts Database (SCD) 

• Evaluation and set-up of new suppliers and contracts 

• Establishing new contracts 

• Supplier and contract management and performance 

• Contract renewal and termination 
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Figure 9 - Supplier and Contracts Database 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Contract SD 4.7.5.1 
Supplier SD 4.2.4, 4.7.2 

Processes 
SD 4.7.1, 4.7.4 
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Module Summary 

Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

Service Design Lifecycle 
• Account for the main goals and objectives of Service Design 

(ITILFNDO2 02-04) 

• Briefly explain what value Service Design provides to the 
business (ITILFNDO2 02-05) 

Generic Concepts and Definitions 
• Service Provider (ITILFNDO3 03-09) 

• Supplier (ITILFNDO3 03-10) 

• Service Level Agreement (SLA) (ITILFNDO3 03-11) 

• Operational Level Agreement (OLA) (ITILFNDO3 03-12) 

• Contract (ITILFNDO3 03-13) 

• Service Design Package (ITILFNDO3 03-14) 

• Availability (ITILFNDO3 03-15) 

Key Principles and Models 

• Understand the importance of People, Processes, Products and 
Partners for Service Management (ITILFNDO4 04-03) 

• Discuss the five major aspects of Service Design (ITILFNDO4 04-04) 

■ Service Portfolio Design 
• Identification of Business Requirements, definition of 

Service requirements and design of Services 
■ Technology and architectural design 
■ Process design 
■ Measurement design 

Processes 

• Explain the high level objectives, basic concepts, process 
activities and relationships for: 

■ Service Level Management (SLM) (ITILFNDO5 05-31) 

• State the objectives and basic concepts for: 

■ Service Catalogue Management (ITILFNDO5 05-41) 

■ Availability Management (ITILFNDO5 05-42) 
■ Information Security Management (ISM) 

(ITILFNDO5 05-43) 
■ Supplier Management (1TILFNDO5 05-44) 

• Capacity Management (ITILFNDO5 05-45) 

■ IT Service Continuity Management (1TILFNDO5 05-46) 
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Service Transition Overview 

This is the Service Transition Lifecycle Module. 

ITIL® Service 
Lifecycle 

Service 
Strategy 

Figure 1 - Service Lifecycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Service 	 The goal of the Service Transition Lifecycle is to cover the following: 
Transition - 
Goal 	 • Set customer expectations on the value to the business of new or 

changed services 

• Enable the integration of changes into the business 

• Reduce variations in performance agreed v actual of new or changed 
services 

• Reduce known errors and minimise risks associated with transition to 
a new or changed service 

• Ensure usability of the new or changed service. 

Service 
Transition -
Objectives 

The objectives of the Service Transition Lifecycle are : 

• To plan and manage the resources to successfully establish new or 
changed services into production within predicted cost, quality and 
time estimates 

• Ensure minimal unpredicted impact on production services, 
operations and support organisation 
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• Increase satisfaction with Service Transition practices 

• Increase proper use of services and underlying applications and 
technology solutions 

• Provide clear and comprehensive plans to enable change projects to 
align with Service Transition plans 

Refer to ITIL® V3 Core Publications 

ST 2.4.1, ST 2.4.3 
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Generic Concepts and Definitions 

Knowledge Management 

Service 
Knowledge 
Management 
System 

Specifically within IT Service Management, Knowledge Management 
will be focused within the Service Knowledge Management System 
(SKMS) concerned, as its name implies, with knowledge. Underpinning 
this knowledge will be a considerable quantity of data, which will be 
held in a central logical repository or Configuration Management 
System (CMS) and Configuration Management Database (CMDB). 
However, clearly the SKMS is a broader concept that covers a much 
wider base of knowledge, for example: 

• The experience of staff 

• Records of peripheral matters 

• Suppliers and partners requirements, abilities and expectations 

• Typical and anticipated user skill levels 

The SKMS contains information on Incidents, Problems, Changes, 
Services, Contracts, and displays this information in ways which are 
most useful to the specific user. 

• The Finance and admin dept would see finance information 

• The Service Desk would see Incident Information 

• The Supplier Manager would see the Supplier and Contracts database 
amongst other things 

Figure 2 — SKMS Diagram 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 
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Refer to ITIL® V3 Core Publications 

ST 4.7.4.2, SO 4.4.7.2 
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Processes 

Change Management 

Goal and 
Objectives 

The goal of Change Management is: 

• To respond to the customer's changing business requirements while 
maximizing value and reducing incidents, disruptions and rework 

• To respond to the business and IT requests for change that will align 
the services with the business needs 

The objective of Change Management is: 

• To ensure that changes are: Recorded; Authorised; Planned; 
Implemented; Reviewed; Evaluated; Prioritised; Tested and 
Documented... in a controlled manner 

Scope 
	

A service change is "the addition, modification or removal of an 
authorised, planned or supported service or service component and its 
associated documentation". 

The scope of change management covers changes to baseline service 
assets and Cls. 

Each organisation should define the changes that lie outside the scope of 
their service change process. Typically these might include: 

• Changes with significantly wider impacts than service changes 

• Changes at an operational level (e.g. routine servicing) 
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Change Types Change Type Source 

Strategic changes Service Strategy or Business Relationship Mgmt 

Changes to a service Service Design, CSI or the SLM process 

Corrective changes, 
error resolutions 

Service Operations via RFC 

Figure 3 —Change Types 

Basic Concepts A Change process model is a predefined set of steps to be taken to 
handle a process in an agreed way. 

Covering: 

• The steps to be taken 

• The order of these steps 

• Responsibilities - who does what 

• Timescales and thresholds 

• Escalation procedures 

Change Models may be very simple, with no requirement for approval 
(e.g. Password Reset) or may be very complex with many steps that 
require approval (e.g. major software release). 

ITIL® defines three main change models: 

• Standard. A change to a service or infrastructure that has an 
accepted and established procedure to provide a specific change 
requirement for which the approach is pre-authorised by Change 
Management. 

• Normal. Unless a change falls into one of the other models, it is 
considered a normal change. Most organisations will have more than 
one type of normal change (e.g. major, minor, etc.) 

• Emergency. A change intended to repair an error in an IT service 
that is negatively impacting the business to a high degree 

Page 10 of 25 	 M05_SERVICE TRANSITION LIFECYCLE SG V3.0.DOC 



DIMENSION 
DATA 

Service Transition Lifecycle 

Change 
Requests 

CAB — Change 
Advisory Board 

CAB Meetings 

Types of change requests 

• Different types of changes may require different forms of request, 
e.g. A Request for Change (RFC) document, a Service Desk call or a 
Project Initiation Document can all be considered change requests. 

• See Appendix K - Requests by Lifecycle Stage showing different 
types of requests by service lifecycle stage. 

Remediation Planning 

• No change should be approved without having explicitly addressed 
the question of what to do if the change is not successful. Ideally 
there will be a backout plan which will restore the environment to the 
state it was in before the change was implemented. This, however, is 
not always possible. In cases where there is no way to backout a 
change, it is important to consider what actions should be taken if the 
change fails, e.g. invoking the Business Continuity plan. 

Change Advisory Board (CAB) 
• The CAB is a body that exists to support the authorisation of changes 

and to assist Change Management in the assessment and prioritisation 
of changes 

• The CAB 

• Will be composed according to the changes being considered 

• May vary considerably in make up even during one meeting 

• Should involve relevant suppliers 

• Should reflect both user and customer views 

• Emergency Changes may require the ECAB (Emergency Change 
Advisory Board). This will generally be made up of a subset of the 
members of the CAB, and there will usually be a quorum of members 
required before an emergency change can be approved. 

CAB meetings: 

• May be conducted electronically 

• Face to face is usually more efficient but may not be practical 

• Circulate all RFCs in advance 

• CAB members should prepare for meetings 

• The CAB is only an advisory body, so management need to make 
decisions if consensus cannot be reached 
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Emergency 
Changes 

When designing the process for dealing with emergency changes, and 
when following this process when there is an emergency change, these 
points should be considered: 

• Emergency changes Should be kept to a minimum 

• The levels of authorisation for each change model need to be clearly 
defined. 

• As much testing as is possible should be carried out 

• Service Desk and other stakeholders should be given as much 
warning as possible 

• Documentation may be temporary during implementation but should 
be updated retrospectively 

Process 	 The Activities in the Change Management process are: 
Activities 

• Create and record requests for change 

• Review requests for change 

• Assess and evaluate the change 

• Authorise the change 

• Coordinate change implementation 

• Review and close change record 
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Figure 4 - Change Management Process 
Diagram © Crown copyright 2007. Reproduced under licence from OCC 

Requests for 	• Create and record requests 
Change and 
their Review 	• Request is raised by the initiator 

• Some information is update during the life of the change 

• Requests for Change (RFC)s may be submitted on paper, online, 
email, etc 

• Review the Request for Change 

• Briefly consider: Is it totally impractical? A repeat of an earlier 
RFC? An incomplete submission? 

• Establish the appropriate level of change authority 

• Establish relevant areas of interest (i.e. who should be involved in the 
CAB) 

• Assess and evaluate the business justification, impact, cost, benefits 
and risk of changes 

• Request independent evaluation of a change 
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Seven Rs of 
Change 
Management 

A helpful framework to use when assessing the impacts of changes is the 
Seven R's of Change Management. These are: 

1. Who RAISED the change? 

2. What is the REASON for the change? 

3. What is the RETURN required from the change? 

4. What are the RISKS involved in the change? 

5. What RESOURCES are required to deliver the change? 

6. Who is RESPONSIBLE for the build, test and implementation of the 
change? 

7. What is the RELATIONSHIP between this change and other 
changes? 

When conducting the impact and resource assessment for RFCs referred 
to them, Change Management, CAB, ECAB or any others (nominated 
by Change Management or CAB members) who are involved in this 
process should consider relevant items, including: 

• The impact that the change will make on the customer's business 
operation 

• The effect on the infrastructure and customer service, as defined in 
the service requirements baselines, service model, SLA, and on the 
capacity and performance, reliability and resilience, contingency 
plans, and security 

• The impact on other services that run on the same infrastructure (or 
on projects) 

• The impact on non-IT infrastructures within the organisation — for 
example, security, office services, transport, customer help desks 

• The effect of not implementing the change the IT, business and other 
resources required to implement the change, covering the likely costs, 
the number and availability of people required, the elapsed time, and 
any new infrastructure elements required 

• The current change schedule and projected service outage 

• Additional ongoing resources required if the change is implemented 
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Authorising the • Each change authority approves 
Change 

• Approval method determined by organisational culture 

• Authority may be delegated depending on: 

• Anticipated business risk 

• Financial implications 

• Scope of change 

Communica 
aqui 	 Change Authority 

RFCs, ris?,& 
Examples of configuration 

level impacted 

  

High costs/risk rnan.ie 
requires ctecigio!,  i 

executivu 

Bul3irte5n ExtE-±,cotivc.z. 
Board' 

 

  

IT Management 
board 

Charge onset 
services or orgar 

  

  

    

Standard C' 

  

Local authorisation 

 

    

 

, 

   

(Inns 

   

Figure 5 - Authorising Change Flow 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Coordinate and • Coordinating change implementation 
Close 

• Ensuring changes are implemented as scheduled 

• Change Management has oversight 

• Review and close change record 

• Post implementation Review (PIR) 

• Did the change have the desired effects; meet its objectives; have 
any shortcomings; use the expected resources; go ahead on time; 
need remediation, and if so, did it work? 

• Different reviews for service changes vs. infrastructure changes 
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Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Service Change - ST 4.2.2 
Types of Change Request — ST 4.2.4.3, Table 4.3 
Change types (Normal, Standard and Emergency) - ST 4.2.6.1, 4.2.4.4, 
4.2.4.5, 4.2.6.9 
Remediation Planning — ST 4.2.5 
Change Advisory Board/Emergency Change Advisory Board — ST 
4.2.6.8 
Seven R's of Change Management - ST 4.2.6.4 

Processes 
ST 4.2, 6.3.2.4 
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Service Asset & Configuration 

Goal and 
	

The goal of Service Asset and Configuration Management is: 
Objectives 	

• To define and control the components of services and infrastructure 
and maintain accurate configuration information on the state of the 
services and infrastructure 

The objectives of Service Asset and Configuration Management are: 

• To support the customer's control requirements 

• To make configuration information available to other service 
management processes 

• Minimize the number of compliance and quality issues 

• Optimize the service assets, configurations, capabilities and resources 

Basic Concepts Configuration Items (CIs) 

An asset, service component or other item that is, or will be, under the 
control of SACM. They may vary widely in complexity, size and type. 

Configuration Management System (CMS) 

The CMS will hold details of all of the components of the IT 
Infrastructure as well as the relationships between these components. It 
will act as a valuable source for problem diagnosis and for evaluating 
the impact of problems (e.g. if this disk is down, what data is on that 
disk; which services use that data; which users use those services?). As it 
will also hold details of previous activities, it can also be used as a 
valuable source of historical data to help identify trends or potential 
weaknesses — a key part of proactive Problem Management. 

The CMS maintains the relationships between all service components 
and any related incidents, problems, known errors, change and release 
documentation and may also contain corporate data about employees, 
suppliers, locations and business units, customers and users. 

At the data level, the CMS may take data from several physical CMDBs, 
which together constitute a federated CMDB. Other data sources will 
also plug into the CMS such as the definitive media libraries. The CMS 
will provide access to data in asset inventories wherever possible rather 
than duplicating data. 

The Definitive Media Library is a secure library in which the definitive 
authorised versions of all media Cls are stored and protected: 
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• It contains master copies of all controlled software (purchased and 
developed) including licence information 

• May be one or more libraries or file storage areas 

• Will also include master copies of controlled documentation 

Configuration 
Baseline 

Configuration 
Model 

Definitive Spares 

An area for the secure storage of configured components and assemblies 
maintained at the same level as those in the live environment 

Configuration Baseline 

The configuration of a service, product or infrastructure that has been 
formally reviewed and agreed on and thereafter serves as the basis for 
further activities. It can be changed only through formal change 
procedures. Commonly called a standard operating environment (SOE). 

SACM delivers a model of the services, assets and infrastructure by 
recording the relationship between the Cls. This enables other processes 
to access valuable information. This model is the single source for any 
information on the IT infrastructure, so there should be only ONE 
model. 

"When there is one clock in the house, you know the time... once you 
have two clocks, you are no longer certain"— Danish Proverb. 

Figure 6 - Configuration Quote 

Activities The activities in the Service Asset and Configuration Management 
Process are: 

• Management and Planning 

• Identification 

• Control 

• Status Accounting and Reporting 

• Verification and Audit 
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Figure 7 — Activities 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Management and Planning 

The Management team and SACM should jointly decide what level of 
SACM is required for the selected project or services. This involves 
gathering all the relevant data on the organization and using it to 
establish an appropriate process. 

Configuration Identification 
Once the relevant level of SACM has been determined, this needs to be 
translated into detail including: 

• Defining the classes of assets, how they will be grouped, classified 
and defined 

• Establishing an appropriate naming and labeling convention 

• Define the attributes and relationships which need to be recorded for 
the CIs 

• Identify the owner of each CI 

• Populating the database 
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Configuration Control 

Once the database and its contents have been determined, control needs 
to be maintained over the information. No CI should be added, modified, 
replaced or removed without an appropriate controlling documentation 
or procedure being followed. 

Status Accounting and Reporting 

This activity is concerned with ensuring that all configuration data and 
documentation is recorded as each CI progresses through its lifecycle 

Verification and Audit 
• It is important to ensure that the information contained in the 

database accurately reflects the live environment. The verification 
and audit activity is responsible for this. 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Configuration Item (CI) - ST 4.3.4.2 
Configuration Management System - ST 4.3.4.3, SO 4.4.7.1 
Definitive Media Library (DML) - ST 4.3.4.3 

Processes 
ST 4.3.1, 4.3.4, 4.3.5 
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Release & Deployment Management 

Goal and 
Objectives 

Basic Concepts 

Release Design 
Options 

The goal of the Release and Deployment process is: 

To deploy resources into production and establish effective use of the 
service in order to deliver value to the customer and be able to hand over 
to service operations. 

The objectives are to ensure that: 

• Release and Deployment management aims to build, test and deliver 
the capability to provide the services specified by service design and 
that will accomplish the stakeholders' requirements and deliver the 
intended objective 

• There are clear and comprehensive plans 

• Release packages are built, installed, tested and deployed efficiently, 
successfully and on schedule 

• New or changed services can deliver what is promised 

• There is minimal unpredicted outages due to releases 

• There is satisfaction with the process 

A Release Unit is the portion of a service or IT infrastructure that is 
normally released together according to the organisation's release 
policy. 

The general aim is to decide the most appropriate release unit level for 
each service asset or component. 

A Release Policy should be defined for the services. This would 
include: 

• Naming conventions 

• Roles and responsibilities 

• Frequency of releases 

• The approach for grouping changes, and accepting changes into a 
release 

• Any automation considerations 

Release design options and considerations are: 

• Big bang release vs. phased release 

• Push or Pull installation 

• Automation vs. manual intervention required 
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Figure 8 - Release Design Options 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Designing release and release packages 

• A release package may be a single unit or a structured set of release 
units 

• The deployment of any significant new or changed service will likely 
contain sub deployments. 

Testing 

• Testing is a part of the Release Management process 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Release Policy — ST 4.1.4.2 
Release Unit - ST 4.4.4.1 

Processes 
ST 4.4.1, 4.4.4 
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Knowledge Management 

Goal and 
Objectives 

Context vs. 
Understanding 

The goal of Knowledge Management is to enable organisations to 
improve the quality of management decision by ensuring that reliable 
and secure information is available throughout the service lifecycle: 

The objectives include: 

• Enable the service provider to be more efficient and improve quality 
of service, increase satisfaction and reduce the cost of service 

• Ensuring staff have a clear understanding of the value that the 
services provide to the customers, the benefits of those services, and 
how they are realised. 

• Ensuring that , at a given time and location, service provider staff 
have adequate information on: 

• Who is currently using their services 

• The current states of consumption 

• Service delivery constraints 

• Difficulties faced by the customer in fully realizing the benefits 
expected from the service. 

Data vs. Information vs. Knowledge vs. Wisdom (DIKW) 

The use of these terms is set out below. 

Data is a set of discrete facts about events. Most organisations capture 
significant amounts of data in highly structured databases such as 
Service Management and Configuration Management tools/systems and 
databases. 

Information comes from providing context to data. Information is 
typically stored in semi-structured content such as documents, e-mail, 
and multimedia. 

Knowledge is composed of the tacit experiences, ideas, insights, values 
and judgements of individuals. People gain knowledge both from their 
own and from their peers' expertise, as well as from the analysis of 
information (and data). Through the synthesis of these elements, new 
knowledge is created. 

Wisdom gives the ultimate discernment of the material and having the 
application and contextual awareness to provide a strong common sense 
judgment. 
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Figure 9 - Context vs. Understanding 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Example 	 Imrlication 

Data 	 7 	 None — this is only a data point 

Information 	7° Celsius 	7 degrees C means that you are 
measuring temperature 

Knowledge 	7° C 	It's cold - you need a coat. You 
outside 	have applied the information 

Wisdom 	7° C 	It's cold because it's winter, 
outside in 	and it will happen again next 
July 	year 

Table 1- Application of the Model 

Refer to ITIL® V3 Core Publications 

ST 4.7 Intro, 4.7.1, 4.7.4 
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Module Summary 

Learning 
	

The learning outcomes covered in this module will enable you to: 
Outcomes 

The Service Lifecycle 

• Account for the main goals and objectives of Service Transition 
(ITILFND02 02-06) 

• Briefly explain what value Service Transition provides to the 
business (ITILFNDO2 02-07) 

Generic Concepts and Definitions 

• Service Knowledge Management System (SKMS) 
(ITILFNDO3 03-16) 

• Configuration Item (CI) (ITILFNDO3 03-17) 

• Configuration Management System (ITILFNDO3 03-18) 

• Definitive Media Library (DML) (ITILFNDO3 03-19) 

• Service Change (ITILFNDO3 03-20) 

• Change types (Normal, Standard and Emergency) 
(ITILFNDO3 03-21) 

• Release Unit (ITILFNDO3 03-22) 

• Seven R's of Change Management (ITILFNDO3 03-23) 

• Release Policy (ITILFNDO3 03-35) 

Processes 

• Explain the high level objectives, basic concepts, process 
activities and relationships for: 

■ Change Management (ITILFNDO5 05-51) 

■ Service Asset and Configuration Management 
(ITILFNDO5 05-52) 

• State the objectives, basic concepts and roles for: 

■ Release and Deployment Management (ITILFNDO5 05-61) 

■ Knowledge Management (ITILFNDO5 05-62) 
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Service Operation Lifecycle 
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Service Operation Overview 

This is the Service Operation Lifecycle Module. 

ITIL® Service 
Lifecycle 

Service 
Strategy 

Figure 1 — ITILO Service Lifecycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Value to the 
Business 

Each stage in the ITIL® Service Lifecycle provides value to business. 

For example, service value is modelled in Service Strategy; the cost of 
the service is designed, predicted and validated in Service Design and 
Service Transition; and measures for optimisation are identified in 
Continual Service Improvement. 

The operation of service is where these plans, designs and optimisations 
are executed and measured. From a customer viewpoint, Service 
Operation is where actual value is seen. 

Refer to ITIL® V3 Core Publications 

SO 2.4.3 1st  para 
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Goal and Scope The goal of Service Operation is to coordinate and carry out the 
activities and processes required to deliver and manage services at 
agreed levels to business users and customers. Service operation is also 
responsible for the ongoing management of the technology that is used 
to deliver and support services. 

Scope 

• The services themselves. 

• Service Management processes. 

• Technology. 

• People. 

Refer to ITIL® V3 Core Publications 

SO 2.4.1 
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Key Principles and Models 

Communication • Communication between departments and teams within the Service 
operation lifecycle is imperative 

• Communication must have an intended purpose, and should not 
happen without an intended audience 

• Typical communication would include: 

• Routine operational communication 

• Communication between shifts 

• Performance reporting 

• Communication in projects 

• Communication about changes, exceptions and emergencies 

• Training 

Refer to ITIL® V3 Core Publications 

SO 3.6 
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Processes 

Resources and 	Major Processes 
Capabilities 

• Incident Management 

• Problem Management 

Other Processes 

• Event Management 

• Request fulfillment 

• Access Management 

Incident Management 

Goal and Scope Goal 

Basic Concepts 

To restore normal service operation as quickly as possible and minimise 
the adverse impact on business operations, thus ensuring that the best 
possible levels of service quality and availability are maintained 

Scope 
Incident management covers any incident or event which disrupts or 
could disrupt a service. This includes events which are communicated 
directly by users as well as system generated event. 

An incident is an unplanned interruption to an IT service or reduction in 
the quality of an IT service. Failure of a CI that has not yet impacted 
service is also an incident. 

Timescales 

• Timescales must be agreed upon for each stage in the incident 
management process, based on the overall targets in the SLAs 

• Service management tools can be used to automate the management 
and monitoring of these timescales 

Refer to ITIL® V3 Core Publications 

SO 4.2 
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Incident Models 
and Major 
Incidents 

Many incidents are not new — they involve dealing with something that 
has happened before and may well happen again. For this reason, many 
organisations will find it helpful to pre-define 'standard' Incident 
Models — and apply them to appropriate incidents when they occur. 

• An incident model is a way of pre-defining the steps that should be 
taken to handle a process (in this case a process for dealing with a 
particular type of incident) in an agreed way. 

Major incidents 

• A separate procedure with shorter timescales and greater urgency 
must be used for major incidents - which requires a definition of 
what constitutes a major incident. 

• It is important to note that there is a very clear distinction between a 
major incident and a problem. Major incidents will always be 
managed as part of the incident management process, as they are 
incidents. Problem Management deals with problems separately. An 
incident never becomes a problem — it may be linked to a problem, 
but it will never become a problem. 
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Process 
Activities 

Figure 2 - Incident Identification and Logging Flow 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Incident 
Identification 

• Work cannot begin on resolving an incident until the incident has 
been identified .As far as possible, all key components should be 
monitored so that incidents can be identified quickly - ideally before 
the customer identifies them. 
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Incident logging • All incidents must be fully logged and time stamped. Even the "while 
you're here" incidents 

• Logging needs to be consistent and accurate 

• The information recorded may include: 

• Unique reference number 

• Incident categorisation (often broken down into between two and 
four levels of sub-categories) 

• Incident urgency, impact and priority 

• Date/time recorded; name and department of person reporting the 
incident; how the incident was reported; call back method 

• Description of symptoms 

• Incident status (active, waiting, closed, etc.) 

• Related CI 

• Support group/person to which the incident is allocated 

• Related problem/Known Error 

• Activities undertaken to resolve the incident 

• Resolution date and time 

• Closure category 

• Closure date and time 

Incident 
Categorisation 

In order to understand the incidents, it is important that all incidents are 
categorised accurately and effectively. A drop down box with 20 options 
is almost useless as the correct selection of Category will be difficult. 
Similarly a drop down box with two options will also provide very little 
valuable information. Make sure the categories are relevant and 
meaningful. 

Incident 
Categorisation 
Flow 

Figure 3 - Incident Categorisation Flow 
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Incident 
Prioritisation 

• Priority is defined as "a category used to identify the relative 
importance of an incident, problem or change". Priority is based on 
impact and urgency 

• Impact is defined as "a measure of the effect of an incident, problem 
or change on business processes" 

• Urgency is defined as "a measure of how long it will be until an 
incident, problem or change has a significant impact on the business" 

• Other factors such as safety; the number of services affected; 
financial impact and reputation may also need to be considered 

Refer to ITII V3 Core Publications 

SO 4.2.5.4,4.4.5.4 

Priority Matrix 

Diagnosis and 
Escalation 

Figure 4 - Priority Matrix 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Initial Diagnosis 

It is at this stage that diagnostic scripts and known error information can 
be most valuable in allowing earlier and accurate diagnosis. 

If possible, the Service Desk Analyst will resolve the incident while the 
user is still on the telephone — and close the incident if the resolution is 
successful. 

• Discover the exact symptoms 

• Service Desk may be able to resolve the incident immediately. If not, 
it may need to be escalated 
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Incident Escalation 

Hierarchical 

escalation 

Functional escalation 

Figure 5 - Incident Escalation 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Hierarchic Escalation — Informing or involving more senior levels of 
management to assist in an escalation 

Functional escalation — transferring an incident, problem or change to a 
technical team with a higher level of expertise to assist in an escalation. 

Investigation 
and Diagnosis 

Each of the support groups involved with the incident handling will 
investigate and diagnose what has gone wrong — and all such activities 
should be fully documented in the incident record so that a complete 
historical record of all activities is maintained at all times. 

• Establishing what exactly the user requires 

• Understanding the chronological order of events 

• Confirm full impact of the incident 

• Identifying any events which could have triggered the incident 

• Knowledge searches 

Resolution and 
Recovery 

• Making sure that all activities have been undertaken to resolve the 
fault 

• Test that the service has been restored 
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Incident Closure The service desk should check that the incident is fully resolved and that 
the users are satisfied and willing to agree the incident can be closed. 
The Service Desk should also verify the following: 

• Closure Category 

• User satisfaction survey 

• incident documentation 

• Determining whether the incident may recur 

• Formal closure 

• Determining rules for re-opening incidents 

Refer to ITIL® V3 Core Publications 

SO 4.2, Fig 4.2 

Page 14 of 23 	 M06_SERVICE OPERATION LIFECYCLE SG V3.0.DOC 



DIMENSION 
DATA .  

Service Operation Lifecycle 

Problem Management 

Objective 
	

The primary objectives of problem management are to prevent problems 
and resulting incidents from happening; to eliminate recurring incidents; 
and to minimise the impact of incidents that cannot be prevented 

Basic Concepts • A Workaround is a way to reduce or eliminate the impact of an 
incident or problem for which a full resolution is not yet available. 

• A Problem is defined as the unknown cause of one or more 
incidents. 

• A Known Error is a problem that has a documented root cause,ttriel-
,-- - 

• Known Errors are created and managed throughout their lifecycle 
by problem management 

• The Known Error Database (KEDS) is a database containing all 
known error records. 

• This database is created by problem management and used by 
incident and problem management 

Problem Models Some incidents may recur because of dormant or underlying problems. 

The creation of a problem model for handling such problems may be 
helpful if they continue to occur. The concept of a problem model is 
similar to that of an incident model, as described in Incident 
Management. 

Activities 	Problem Management consists of two major processes: 

• Reactive Problem Management which is generally executed as part 
of the Service Operation Lifecycle 

• Proactive Problem Management which is initiated in Service 
Operation, but generally driven as part of the Continual Service 
Improvement lifecycle 
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Detection 

Logging 

Categorization 

Prioritization 

Invest i 	ion & Diagnosis 

Figure 6 —Problem Activity Process Flow 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 
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Problem 
Detection 

Problem 
Logging, 
Categorisation 
and 
Prioritisation 

Problem 
Investigation 
and Diagnosis 

There are a number of ways in which problems will be detected 
including: 

• Suspicion by the Service Desk 

• Analysis by a technical support group 

• Automated detection by monitoring tools 

• Notification from a supplier 

• Analysis by Proactive Problem Management 

All relevant details of the problem need to be recorded including date 
and time stamping. A cross reference needs to be made to any relevant 
incidents and any relevant details copied across. 

Problems must also be categorized and prioritized. Generally this will be 
done using the same principles as for incident Management. 

For prioritisation, Problem Management will also need to take into 
account: 

• Can the system be recovered or does it need to be replaced? 

• How much will it cost? 

• How many people with what skills will be needed to fix the problem? 

• How long will it take to fix the problem? 

• How extensive is the problem? 

An investigation should be conducted to try to diagnose the root cause of 
the problem — the speed and nature of this investigation will vary 
depending on the impact, severity and urgency of the problem. There are 
a number of useful techniques which may be employed when solving 
problems which include methods such as Kepner and Tregoe, Pareto 
Analysis and Chronological Analysis. 

The CMS will be used to determine the severity of the impact and the 
KEDB may also be accessed to determine if there are any related 
incidents or problems (problem matching) 

If a workaround is found, the problem record should remain open, and 
the details of the workaround recorded within the Problem record. 
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As soon as the diagnosis is complete, and particularly where a 
workaround has been found (even though it may not yet be a permanent 
resolution), a Known Error Record must be raised and placed in the 
Known Error Database — so that if further incidents or problems arise, 
they can be identified and the service restored more quickly. 

However, in some cases it may be advantageous to raise a Known Error 
Record even earlier in the overall process — just for information 
purposes, for example — even though the diagnosis may not be complete 
or a workaround found, so it is inadvisable to set a concrete procedural 
point exactly when a Known Error Record must be raised. It should be 
done as soon as it becomes useful to do so! 

Problem 
Resolution and 
Closure 

Major Problem 
Review 

Ideally as soon as a solution has been found, it should be applied to 
resolve the problem through the established Change Management 
process (except in the case of emergencies. In this case, the resolution 
may be handled through the Emergency Change process. 

Once the change has been successfully implemented and reviewed, the 
problem should be formally closed — as should any related incidents that 
are still open. 

After every major problem (as determined by the organization's priority 
system), while memories are still fresh a review should be conducted to 
learn any lessons for the future. Specifically, the review should examine: 

• Those things that were done correctly 

• Those things that were done wrong 

• What could be done better in the future 

• How to prevent recurrence 

• Whether there has been any third-party responsibility and whether 
follow-up actions are needed. 
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Refer to 'TILE) V3 Core Publications 

Generic Concepts and Definitions 
Problem - SO 4.4, Fig 4.4 
Workaround - SO 4.4.5.6 
Known Error - SO 4.4.5.7 
Known Error Data Base (KEDB) - SO 4.4.7.2 

Processes 
SO 4.4 
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Event Management 

Objective The objective of Event Management is to create the ability to detect 
events, make sense of them and determine the appropriate control action. 

It provides the basis for other processes including Incident Management, 
Service Level Management (for reporting and monitoring) and Problem 
Management. 

Basic Concepts • An Event is defined as a change of state that has significance for the 
management of a CI or an IT Service. 

• An Alert is a warning that a threshold has been reached, something 
has changed or a failure has occurred. 

Types of Events Types of Events include events that: 

• Signify normal operation 

• E.g. A user logging on; an email reaching its recipient 

• 	Signify an exception 

• E.g. A scan showing unauthorised software; log on attempt with 
an incorrect password; payment authorisation site unavailable 

• Signify unusual, but not exceptional operation 

• Indicates a situation requires closer monitoring 

• Often the result of a combination of unusual workloads 

It is important to define what constitutes normal versus unusual versus 
an exception. The purpose of event management is to act as a filter for 
all the events which are recorded in the event management system. They 
will be many events but not all will be incidents. Event management 
needs to ensure that all events are recorded; the appropriate notifications 
take place and any events which are identified as incidents are passed on 
to the incident management process. 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions 
Event - SO 4.1 
Alert - SO 4.1, SO Glossary 

Processes 
SO 4.1.1, 4.1.4 
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Request Fulfilment 

Objective 	Request fulfillment is the processes of dealing with service requests 
from the users. The objectives of the request fulfillment process include: 

• To provide a channel for users to request and receive standard 
services for which a predefined approval and qualification process 
exists 

• To provide information to users and customers about the availability 
of services and the procedure for obtaining them 

• To source and deliver the components of requested standard services 
(e.g. licenses and software media) 

• To assist with general information, complaints or comments 

Basic Concepts The term 'Service Request' is used as a generic description for many 
varying types of demands that are placed upon the IT Department by the 
users. Many of these are actually small changes — low risk, frequently 
occurring, low cost, etc. (e.g. a request to change a password, a request 
to install an additional software application onto a particular 
workstation, a request to relocate some items of desktop equipment) or 
maybe just a question requesting information — but their scale and 
frequent, low-risk nature means that they are better handled by a 
separate process, rather than being allowed to congest and obstruct the 
normal Incident and Change Management processes. 

A service request is defined as a request from a user for information, or 
advice; or for a standard change or for access to an IT Service 

• Many will occur regularly so will have a predefined process flow 
known as a "Request model". This model outlines actions to be 
taken, contacts, timeframes 

• Will usually be resolved by implementing a Standard change 

• The service desk owns the service requests and their management 

Refer to ITIL® V3 Core Publications 

Generic Concepts and Definitions  
Service Request - SO 4.3 

Processes 
SO 4.3.1, 4.3.4 
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Access Management 

Objective 
	

Access Management provides the right for users to be able to use a 
service or group of services. It is therefore the execution of policies and 
actions defined in Security and Availability Management. 

Basic Concepts • Access management is the process that enables users to use the 
services that are documented in the service catalogue. It comprises 
the following basic concepts 

• Access refers to the level and extent of a service's functionality or 
data that a user is entitled to use 

• Identity refers to the information about them that distinguishes them 
as an individual and which verifies their status within the 
organisation 

• Rights (also called privileges) refer to the actual settings whereby a 
user is provided access to a service or group of services 

• Services or Service groups. It may be possible to group services 
together and grant access in that way 

• Directory services refers to a specific type of tool that is used to 
manage access and rights 

Refer to ITIL® V3 Core Publications 

SO 4.5 Intro, 4.5.1, 4.5.4 
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Module Summary 

Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

The Service Lifecycle 
• Account for the main goals and objectives of Service Operation 

(ITILFNDO2 02-08) 

• Briefly explain what value Service Operation provides to the 
business (ITILFNDO2 02-09) 

Generic Concepts and Definitions Event 
• Event (ITILFNDO3 03-24) 

• Alert (ITILFNDO3 03-25) 

• incident (ITILFNDO3 03-26) 

• Impact, Urgency and Priority (ITILFNDO3 03-27) 

• Service Request (ITILFNDO3 03-28) 

• Problem (ITILFNDO3 03-29) 

• Workaround (ITILFNDO3 03-30) 

• Known Error (ITILFNDO3 03-31) 

• Known Error Data Base (KEDB) (ITILFNDO3 03-32) 

• The role of communication in Service Operation (ITILFNDO3 03-33) 

Processes 
• Explain the high level objectives, basic concepts, process 

activities, and relationships for: 

■ Incident Management (ITILFNDO5 05-71) 
■ Problem Management (1TILFNDO5 05-72) 

• State the objectives and basic concepts for: 

■ Event Management (ITILFNDO5 05-81) 
■ Request Fulfilment (1TILFNDO5 05-82) 
■ Access Management (ITILFNDO5 05-83) 
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Continual Service Improvement 
Overview 

This is the Continual Service Improvement Lifecycle Module. 

ITIL® Service 
Lifecycle 

Continual 
Service 

Improvement 

Service 
Strategy 

Figure 1 - ITIL® Service Lifecycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Goal and 
Objectives 

The primary purpose of CSI is to continually align and re-align IT 
services to the changing business needs by identifying and implementing 
improvements to IT services that support business processes. 

The objectives of the CSI Lifecycle are to: 

• Review, analyse and make recommendations on improvement 
opportunities in each lifecycle phase 

• Review and analyse Service Level Achievement results 

• Identify and implement improvement activities 

• Improve cost effectiveness 

• Ensure applicable quality management methods are used to support 
continual improvement 
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Refer to ITIL® V3 Core Publications 

CSI 2.4.1, 2.4.2 
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Key Principles and Models 

The Deming 
Cycle 

Conscgidation of the: levol 

Time Scale 

Figure 2 - Deming Cycle 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

W. Edwards Deming is best known for his work in the development of a 
quality management philosophy (illustrated in the diagram above). The 
approach was to be continually striving for better and better quality. He 
developed what has become known as the four-step Deming Cycle. The 
Steps being Plan, Do, Check and Act — the documentation of the 
improvements and the consolidation of these is what maintains the 
standard. 

Planning for improvement initiatives (Plan) — At this stage goals and 
measures for success are established, a gap analysis is performed, action 
steps to close the gap are defined, and measures to ensure the gap was 
closed are established and implemented. 

Implementation of improvement initiative (Do) — This includes 
development and implementation of a project to close the identified 
gaps, implementation of the improvement to service management 
processes, and establishing the smooth operation of the process. 

Monitor, measure and review services and service management 
processes (Check) — During this stage the implemented improvements 
are compared to the measures of success established in the Plan phase. 
The comparison determines if a gap still exists between the 
improvement objectives and the operational process state. Gaps don't 
necessarily require closure. A gap may be considered tolerable if the 
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KPIs 

CSI Model 

actual performance is within allowable limits of performance. At the 
Check stage, the expected output is recommendations for improvement. 
For example, recommendations to update or modify the Service 
Catalogue, measurements to be tracked in SLAs, Operating Level 
Agreements (OLAs) and Underpinning Contracts (UCs) could also come 
out of this stage. 

Continual service and service management process improvement 
(Act) — This stage requires implementing the actual service and service 
management process improvements. A decision to keep the status quo, 
close the gap or add necessary resources needs to be made to determine 
if further work is required to close remaining gaps and to allocate 
resources necessary to support another round of improvement. Project 
decisions at this stage are the input for the next round of the Plan-Do-
Check-Act cycle, closing the loop as input to the next Plan stage. 

Refer to ITIL® V3 Core Publications 

CSI 3.6, 5.5.1 

Improvement is not possible without measurement. Accurate and 
effective measurement forms the basis for Continual Service 
Improvement. This includes: 

• Baselines 

• Measurement models 

• Understanding the reasons for measurement 

• Understanding the need for governance 

Without definite KPI's (Key Performance Indicators) it is very difficult 
to manage improvement. 

The CSI model is a model for constant improvement, and can be 
summarised in the following six steps 

• Embrace the vision by understanding the high level business 
objectives 

• Assess the current situation 

• Understand and agree on the priorities for improvements 
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• Detail the plan to achieve higher quality service provision 

• Verify that measurements and metrics are in place 

• Ensure that the momentum for quality improvement is maintained 

Figure 3 - CSI Model 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITIL® V3 Core Publications 

CSI 2.4.4, 4.1.2 

Business Value There are four reasons to monitor and measure: 
of Measurement 

• To validate — monitoring and measuring to validate previous 
decisions. E.g. "Deciding to change tyres on our car was the right 
thing to do, because we now get better fuel efficiency" 

• To direct — monitoring and measuring to set direction for activities 
in order to meet set targets. It is the most prevalent reason for 
monitoring and measuring. E.g. "If we want to drive from Alice 
Springs to Darwin, we need to be at Tennant Creek in 6 1/2  hours, and 
at Katherine in 14 1/2  hours" 

• To justify — monitoring and measuring to justify, with factual 
evidence or proof, that a course of action is required. E.g. "You need 

07 June, 2010 
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to drive faster. If we want to get to Darwin by tonight, we should 
have arrived in Katherine by now" 

• To intervene — monitoring and measuring to identify a point of 
intervention including subsequent changes and corrective actions. 
E.g. "If we're not in Katherine by 3:00 pm, we'll need to book a 
motel for the night" 

Targw.s. 
urid 
Malt ws 

 

Figure 4 - Measurement Framework 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Refer to ITILV V3 Core Publications 

CSI 3.7.2 

Measurement 
Baselines 

An important beginning point for highlighting improvement is to 
establish baselines as markers or starting points for later comparison. 
Baselines are also used to establish an initial data point to determine if a 
service or process needs to be improved. As a result, it is important that 
baselines are documented, recognised and accepted throughout the 
organisation. Baselines must be established at each level: strategic goals 
and objectives, tactical process maturity, and operational metrics and 
KPIs. 

Page 10 of 13 	 M07_CSI LIFECYCLE SG V3.0.DOC 



DIMENSION 

Refer to ITIL® V3 Core Publications 

CSI 3.7.1 

Continual Service Improvement Lifecycle 

07 June, 2010 	 Page 11 of 13 



DIMENSION 
DATA 4. 

ITIL® V3 Foundation 

Types of Metrics In order to appropriately and accurately support the activities in the CSI 
lifecycle, metrics are needed. There are three different types of metrics 
which can be recorded: 

• Technology Metrics - component and application based metrics 
(performance, availability, etc.) 

• Process Metrics - CSF's, KPI's and activity metrics for the service 
management processes. They help determine the overall health of the 
process. 

• Service Metrics — These metrics are the results of end to end 
services. Component metrics are used to compute the service metrics. 

Refer to ITIL® V3 Core Publications 

CSI 4.1.2 

IT Governance IT Governance has been on the agenda for many years within IT, but 
has come to the fore since the early 2000's as a result of (amongst other 
things) high level corporate fraud. IT organisations are now required to 
be much more answerable for the money which they spend, and for the 
benefits which they bring to the organisation. 

IT must be run as an organisation which prides itself on its 
transparency. The diagram below illustrates the link between three 
types of governance which are often discussed — Enterprise governance, 
Corporate governance and IT governance. 

Refer to ITIL® V3 Core Publications 

CSI 3.10 
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Module Summary 

Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

The Service Lifecycle 

• Account for the main goals and objectives of Continual Service 
Improvement (ITILFNDO2 02-10) 

• Briefly explain what value Continual Service Improvement 
provides to the business 

Generic Concepts and Definitions 

• The role of IT Governance across the Service Lifecycle 
(ITILFNDO3 03-5) 

Key Principles and Models 

• Discuss the Plan, Do, Check and Act (PDCA) Model to control 
and manage quality (ITILFNDO4 04-08) 

• Explain the Continual Service Improvement Model 
(ITILFNDO4 04-09) 

• Understand the role of measurement for Continual Service 
Improvement and explain the following key elements: 
(IT1LFNDO4 04-10) 

■ Business value 
■ Baselines 
■ Types of metrics (technology metrics, process metrics, 

service metrics) 
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Functions Overview 

This is the Functions, Roles and Technology Module. 

Functions 
	

Major Functions 

• Service Desk 

Other Functions 

• Technical Management 

• Application Management 

• IT Operations Management (IT Ops control and Facilities 
Management) 
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Major Functions - Service Desk 

Role and 
Objective 

Structures 

Local Service 
Desk 

The service desk is the primary point of contact for users when there is a 
service disruption, for service requests or even for some categories of 
Request for Change. 

Their primary aim is to restore the "normal service" to users as quickly 
as possible. 

Figure 1 - Local Service Desk Structure 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

The local service desk is located within or physically close to the user 
community it serves. 
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Centralised 	A central service desk is a service desk in a single geographic location 
Service Desk 	which supports users who are located in different geographic locations. 

Figure 2 - Centralised Service Desk Structure 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

Virtual Service 
Desk 

Figure 3 - Virtual Service Desk Structure 
Diagram © Crown copyright 2007. Reproduced under licence from OGC 

A virtual service desk has no single geographic location and supports 
users in many locations. It will usually have a single phone number, and 
all data will be stored in a single central database. 

07 June, 2010 	 Page 7 of 20 



DIMENSION 
-••• -• DATA 

ITIL® V3 Foundation 

Considerations 	• Considerations when planning and establishing a Service Desk. 

• Follow the sun. This may be a possibility, but benefits can generally 
only be realised when there are large call volumes and it fits in with 
the business strategy 

• Specialised Service Desks may be required if the customers user 
specific technologies 

• A physical environment that is conducive to providing excellent 
service 

• Creating and encouraging the single point of contact culture 

Skill Levels and 
Training 

When considering staffing levels required there is no "one size fits all" 
ratio of staff to users. There are many considerations to take into account 
including the following: 

• Customer service expectations 

• Business requirements 

• Size, age, design and complexity of It infrastructure 

• Number and location of customers 

• Incident and Service Request types 

• Period of support required 

• Training 

• Technologies used 

An organisation must decide on the level and range of skills it requires 
of its service desks staff — and then ensure that these skills are available 
at the appropriate times. The decision on the required skills level will 
often be driven by target resolution times (agreed with the business and 
captured in service level targets), the complexity of the systems 
supported and what the business is prepared to pay. 

• Dependant on the organisation such as: 

• Call logging or "highly technical" 

Staffing 

Staffing Levels 
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• Required resolution times 

• Scope of supported products 

• Off the shelf products or custom products 

• Skill levels must be maintained via training 

• Induction training (may require "shadowing") 

• Maintain knowledge levels 

• Professional development 

Staff Retention 

Super Users 

Loss of staff from the service disk can be highly disruptive to business 
operations, and so efforts should be made to recognise the value the 
service desk adds to IT operations. 

• Is Service Desk a stepping stone into IT or to other roles? 

• Service Desk may also lead into other managerial roles 

Any organisations find it helpful to appoint "super users" to act as IT 
points of reference within the user community. These are generally 
individuals who know their area of the business, but also have an IT 
"bent". if this is the case, it should be recognised that they require IT 
training and need to be considered when making decisions which will 
affect the way the users use the IT services. 

• Contacts within the business who have IT knowledge 

• They are part of the Incident Management process - so must log calls 

• They may also be involved in: 

• Staff training 

• Minor incident support 

• New releases or rollouts 

07 June, 2010 	 Page 9 of 20 
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Metrics 

Metrics 	• Must be chosen carefully and taken in context 

• Call resolution may be very high, but at the expense of call length 
for example 

• New releases will generate calls, so monitoring call volumes alone 
do not tell the whole story 

• Call/ technical metrics 

• E.g. first line resolution rate, average resolution time, cost per call, 
etc. 

• Customer Satisfaction metrics - see notes for some options 

Refer to 1TlLk V3 Core Publications 

SO 6.2 
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Other Functions 

Technical and Application Management 

Roles 	 Technical Management and Application Management each have a dual 
role: 

• They are custodians of knowledge and expertise: 

• Tech Management is the custodian of technical knowledge and 
expertise related to managing the IT infrastructure 

• Applications Management is the custodian of technical knowledge 
and expertise related to managing applications 

Objectives 

They also provide the actual resources to support the ITSM Life cycle 
which entails 

• maintaining the balance between the skill level, utilization and cost 
of the resources 

• providing guidance to IT operations about how best to carry out the 
on-going operational management of technology/ applications 

The objectives of technical and application management are to help plan, 
implement and maintain a stable technical infrastructure to support the 
organisation's business processes through: 

• Well designed and highly resilient, cost-effective technical 
topology/applications 

• The use of adequate technical skills to maintain the technical 
infrastructure/applications in optimum condition 

• Swift use of technical skills to speedily diagnose and resolve any 
technical failures that do occur 

Refer to ITIL® V3 Core Publications 

SO 6.1, 6.3 Intro, 6.3.1, 6.3.2, 6.5 Intro, 6.5.1, 6.5.2 
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IT Operations Management 
Role 	 The role of Operations Management is to execute the on-going activities 

and procedures required to manage and maintain the IT infrastructure so 
those to deliver and support IT services at agreed levels. This includes: 

• Operations Control 

• Console management 

• Job scheduling 

• Backup and restore 

• Print and Output management 

• Maintenance activities 

• Facilities Management 

IT Operations Management has a dual role 

• They are responsible for executing the activities and performance 
standards defined in the other life cycles 

• They are part of the process of adding value to the different lines of 
business and supporting the value network 

IT Operations Management must have: 

• An understanding of how technology provides services 

• Understanding of the business impact of those services 

• Documented procedures and manuals 

• Appropriate metrics for different levels of management 

• A cost strategy and a value strategy 
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Objectives The objectives of IT Operations Management include: 

• Maintenance of the status quo to achieve day to day stability 

• Regular scrutiny and improvements to achieve improved service at 
reduced costs, while maintaining stability 

• Swift application of operational skills to diagnose and resolve any IT 
operations failures that occur 

Refer to ITIL® V3 Core Publications 

SO 6.4 Intro, 6.4.1, 6.4.2 
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Figure 4 - Organisational Overlap Map 
Diagram © Crown copyright 2007. Reproduced under licence from 

OGC 

This diagram shows various operation functions which may be required 
to maintain the business as "usual state" of an IT operational 
environment. These are skill sets or areas of expertise rather than 
department or functional names. In other words Technical and 
Application Management can be organised into any combination and 
any number of departments, the groups shown above are examples. 
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Roles 

Process Owner 

Role and 
Responsibility 

The Process Owner is responsible for 

• Defining the process strategy 

• Assisting with process design 

• Up to date and available process documentation 

• Defining policies and standards 

• Auditing for compliance 

• Reviewing the process and recommending changes 

• Communication of any changes 

• Providing process resources to support activities required through the 
whole Service Management Lifecycle 

• Create KPIs 

Refer to ITIL® V3 Core Publications 

SD 6.4 Intro, 6.4.1, ST 6.1.1, CSI 3.3, 6.1.5 
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Service Owner 

Role and 
Responsibility 

The Service Owner is responsible for: 

• Being the customer contact for any service related enquiries 

• Ensuring services meet agreed levels 

• Identifying opportunities for improvements 

• Liaison with relevant process owners 

• Gathering data for service monitoring 

• Accountability for the delivery of the service 

Refer to ITIL® V3 Core Publications 

ST 6.2.1, CSI 3.3, 6.1 Intro, 6.1.4 
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RACI Model 

RACI Matrix 
Role 

Example of 
RACI Matrix 

Roles must be clearly defined for successful Service Management. A 
RACI matrix can be used as a guide. 

• Responsible — the person or people responsible for getting the job 
done 

• Accountable — only one person can be accountable for each task 

• Consulted — the people who are consulted and whose opinions are 
sought 

• Informed — the people who are kept up to date on progress 

Director 	Service 	 Security 	Procurement 

Service 	Level 	Manager Manager Manager 

Management Manager 

Activity 1 AR 
	

C 

Activity2 A 
	

C 

3 

Activity 4 

Activity 5 

Figure 5 - Example of RACI Matrix 

Functional 
Roles Analysis 

• Many As: Are duties segregated properly? Should someone else be 
accountable for some of these activities? Is this causing a bottleneck 
in some areas that will delay decisions? 

• Many Rs: Is this too much for one function? 

• No empty spaces: Does this role need to be involved in so many 
tasks? 
Does the type or degree of participation fit this role's qualifications? 
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Activity 	• More than one A: Only one role can be accountable 
Analysis 

• No As: At least one A must be assigned to each activity 

• More than one R: Too many roles responsible often mean that no one 
takes responsibility. Responsibility may be shared, but only if roles 
are clear 

• No Rs: At least one person must be responsible 

• Many Cs: Is there a requirement to consult with so many roles? What 
are the benefits and can the extra time be justified? 

• No Cs and Is: Are the communication channels open to enable 
people and departments to talk to each other and keep each other up 
to date? 

Refer to 1TILO V3 Core Publications 

SD 6. CS1 6.2 
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Technology and Architecture 

Generic 
Requirements 

Service 
Automation 

When considering an integrated ITSM toolset, a list of generic 
requirements would include: 

• Self-Help 

• Workflow or Process engine 

• Integrated CMS 

• Discovery/ Deployment/ Licensing Technology 

• Remote Control 

• Diagnostic Utilities 

• Reporting 

• Dashboards 

• Integration with Business Service Management 

Refer to ITIL® V3 Core Publications 

SD 7.1, ST 7, SO 7.1 

Areas where Service Management can benefit from Automation include; 

• Design and modeling 

• Service catalog (tracking demand for services) 

• Pattern recognition and analysis 

• Classification, prioritisation and routing 

• Detection and monitoring 

• Optimisation 

Refer to ITIL® V3 Core Publications 

SS 8.1 
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Module Summary 

Learning 
Outcomes 

The learning outcomes covered in this module will enable you to: 

Functions 

• Explain the role, objectives, organisational structures, staffing and 
metrics of: 

■ The Service Desk function (ITILFNDO6 06-01) 

• State the role, objectives and organisational overlap of: 
(ITILFNDO6 06-02) 

■ The Technical Management function 
■ The Application Management function 
■ The IT Operations Management function (IT Operations 

Control and Facilities Management) 

Roles 

• Account for the role and the responsibilities of the 

■ Process owner (ITILFNDO7 07-01) 

■ Service owner (ITILFNDO7 07-01) 

• Recognise the RACI model and explain its role in determining 
organisational structure (ITILFNDO7 07-02) 

Technology 

• List some generic requirements for an integrated set of Service 
Management Technology 

• Understand how Service Automation assists with integrating 
Service Management processes (ITILFNDO8 08-02) 
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Conclusion 

This is the Conclusion Module. 

What is ITIL? 	ITIL® is defined as: 

• A library 

• A framework 

• Business focused 

• Used by organisations worldwide 

• A body of knowledge 

What was the 
Objective? 

The Objectives of the Foundation course are: 

• To gain knowledge of the ITIL® terminology, structure and basic 
concepts 

• To comprehend the core principles of ITIL® practices for IT Service 
Management 

• To pass the ITIL® Foundation Certificate in IT Service 
Management! 

The objectives of the Foundation Bridging course are: 

• To understand which parts of ITIL® are new in version 3 

• To understand which parts of ITIL® have changed in version 3 

• To pass the ITIL® v3 Foundation Bridging exam 
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What were the 
Course 
Modules? 

Assessment 

• Module 1: 	Introduction 

• Module 2: 	Service Management Overview 

• Module 3: 	Service Strategy Lifecycle 

• Module 4 	Service Design Lifecycle 

• Module 5 	Service Transition Lifecycle 

• Module 6 	Service Operation Lifecycle 

• Module 7 	Continual Service Improvement Lifecycle 

• Module 8 	Functions, Roles and Technology 

• Module 9 	Conclusion and Exam 

At the conclusion of the Foundation course, there is an exam: 

• 1 hour 

• 40 questions 

• 26 correct to pass 

• Closed book 

• Exam syllabus is in the attachments 

• At the end of each module, the parts of the syllabus which have been 
covered are listed 

At the conclusion of the Foundation Bridging course, there is an exam: 

• % hour 

• 20 questions 

• 13 correct to pass 

• Closed book 

• Exam syllabus is in the attachments 

• At the end of each module, the parts of the syllabus which have been 
covered are listed 

Page 6 of 7 	 M09_CONCLUSION SG V3.0.DOC 



DEMENSION 
DATA 

Conclusion 

Where to next? 
	

(ITILFNDO9 09-01) 

• ITIL® Foundation Certificate in IT Service Management 

• ITIL® Intermediate Certificates in IT Service Management 

• Service Management series 

• Service Capabilities series 

• ITIL® Expert in IT Service Management 

• Practitioner Certifications — 5 days with a 2 hour exam 

• Manager's Certification — 12 days with two 3 hour exams+ 

• 	ITIL® Master Qualification 

• Candidates submit a Proposal describing the real life situation 
they intend to address and the elements of ITIL® they will 
apply to this situation 

• Candidates prepare and submit a Work Package for assessment 

• Candidates attend an interview to support the Work Package 
assessment. 

Results • If your exam is online, results are immediate 

• Certificates can take up to 6 weeks — they will arrive in the post 

• If required, you are able to resit just the exam (not the whole 
course) 

• Websites for further information 

• www.itsmforg.au  

• www.ITIL®.co.uk 
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manstisaaraml 

Formal agreement that an IT Service, Process, Plan, or other 
is complete, accurate, Reliable and meets its specified 

vents. Acceptance is usually preceded by Evaluation or Testing 
and is often required before proceeding to the next stage of a Project or 

See 	e Acceptance Criteria. 

Acceptance 

(Service Operation) The 	:!,s,!:; responsible for allowing Users 
to make use of IT Se"‘, 	, data, or other /A3sets. Access Management 
helps to protect the 	 In° 	i", and Availability of Assets by 
ensuring that only authorized Lk,:,:rs are able to access or modify the 

-;! 	Access Management is sometimes referred to as Rights 
Management or Identity Management. 

Access 
Management 

Active Monitoring (Service Operation) Monitoring of a Configuration Item or an IT 
that uses automated regular checks to discover the current status. 
See 	 oring. 

Activity A set of actions designed to achieve a particular result. Activities are 
usually defined as part of Processes or Plans, and are documented in 

s. 

ITIL®  V3 Glossary v3.1.24, 11 May 2007 
Acceptance to Alert 

ITIL°  Glossary of Terms, Definitions and Acronyms 

Account Manager (Service Strategy) A Role that is very similar to Busin. 	Relationship 
Manacii r, but includes more commercial aspects. Most commonly used 
when dealing with External Customers. 

  

Accounting 
	

(Service Strategy) The Process responsible for identifying actual Costs 
of delivering IT Services, comparing these with budgeted costs, and 
managing variance from the Budget. 

Accredited 
	

Officially authorised to carry out a Role. For example an Accredited 
body may be authorised to provide training or to conduct Audits. 

Agreed Service 
Time 

(Service Design) A synonym for Service 	-s, commonly used in 
formal calculations of A. ill 	See DOk r 	ie. 

Agreement 
	

A Documeni that describes a formal understanding between two or 
more parties. An Agreement is not legally binding, unless it forms part of 
a C 	. 
See 	Level Agreement, Operational Leve Ar 

Alert 
	

(Service Operation) A warning that a threshold has been reached, 
something has changed, or a Failure has occurred. Alerts are often 
created and managed by System Management tools and are managed 
by the Event Management Process. 
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Analytical 
Modelling 

(Service Strategy) (Service Design) (Continual Service 
Improvement) A technique that uses mathematical Models to predict 
the behaviour of a Configuration 1:.cm or IT Service. Analytical Models 
are commonly used in Cap...ici • 	 . and Vi 
Managertib . 
See Mc.::71;,,1 

 

 

I Application 
	

Software that provides Functions that are required by an IT E 
Each Application may be part of more than one IT Service. An 
Application runs on one or more Sen- er -  or Clients. 
See 	 it„Applic _ 

Application 
Management 

(Service Design) (Service Operation) The Fu. 	responsible for 
managing Applications throughout their Lifec.  

  

Application 
Portfolio 

(Service Design) A database or structured 	ment used to manage 
Applications throughout their Lif— 	--.. The Application Portfolio 
contains key Attributes of all ,)p 	. is. The Application Portfolio is 
sometimes implemented as part of the Service Portfolio, or as part of 
the Configuration Management System. 

Application 
Service Provider 
(ASP) 

(Service Design) An External Service Provider that provides IT 
Se 	:es using 	 running at the Service I 	premises. 
U 	access the 	 by network connections to the Service 

ier. 

Application Sizing (Service Design) The Activity responsible for understanding the 
Regui 	needed to support a new Aft 	.n, or a 

major C. ange to an existing Application. Application Sizing helps to 
ensure that the IT S u-• ice can meet its agreed Service L _Nel Targets for 

. 	and Performance 

F---hitecture (Service Design) The structure of a System or IT Service, including the 
Relatior 	of Components to each other and to the environment they 
are in. Architecture also includes the Stancards and 	 which 
guide the design and evolution of the System. 

Assembly (Service Transition) A Configuration Item that is made up from a 
number of other C Is. For example a 5 -ver CI may contain C Is for 
CPUs, Disks, Memory etc.; an IT 	;I may contain many 

and other C Is. 
., _dd. 

Inspection and analysis to check whether a Standard or set of 
3., is being followed, that 	irds are accurate, or that 
y and Effectiveness targets are being met. 

See ALIOit. 

Assessment 

See C 
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1 Asset (Service Strategy) Any Resource or Capability. Assets of a Service 
Provider include anything that could contribute to the delivery of a 
SE 	Assets can be one of the following types: Management, 
C: 	is 	, ocess, Knowledge, People, Information, Applications, 
Infrastructure, and Financial Capital. 

 

 

Asset 
Management 

(Service Transition) Asset Management is the Process responsible for 
tracking and reporting the value and ownership of financial Assets 
throughout their L ifec 	Asset Management is part of an overall 
Service Asset ar 	 un 	..r-nent Process. 
See Asset Register. 

(Service Transition) A list of Assets, which includes their ownership 
and value. The Asset Register is maintained by Asset 	r mt. 

(Service Transition) A piece of information about a Confi -i 
Examples are name, location, Version number, and Coi:h Attributes of 
Cls are recorded in the Confiourati Management 	 'DB). 
See 

1 Asset Register 

1 Attribute 

Audit 
	

Formal inspection and verification to check whether a Standard or set of 
GuideiJies is being followed, that Records are accurate, or that 
Efficiency and Effectiveness targets are being met. An Audit may be 
carried out by internal or external groups. 
See Certification, Assessment. 

Authority Matrix 
	

Synonym for RACI. 

Automatic Call 

	

	
(Service Operation) Use of Information Technology to direct an 

Distribution (ACD) incoming telephone call to the most appropriate person in the shortest 
possible time. ACD is sometimes called Automated Call Distribution. 

1 Availability 

 

(Service Design) Ability of a Con' 	Item or ,IT Service to perform 
its agreed Furciion when required. Availability is determined by 

, 	 Ser\iicii:imbility, Performance, and Security. 
Availability is usually calculated as a percentage. This calculation is 
often based on Agreed Service Time and ,7 	It is 	P-  :ictice 
to calculate Availability using measurements of the Sus.t.i..,ss output of 
the IT Service. 

 

  

  

  

  

Availability 
Management 

(Service Design) The Process responsible for defining, analysing, 
Planning, measuring and improving all aspects of the Availability of IT 
Services. Availability Management is responsible for ensuring that all IT 
Infrastructure, Proc€ 	Is, 	etc are appropriate for the 
agreed Servic- 	 for i 	lity. 

Availability 
Management 
Information 
System (AMIS) 

(Service Design) A virtual repository of all Avaiki 
data, usually stored in multiple physical locations. 
See Se..rvicili 7.,--iowledge Management System. 

  



Benchmark (Continual Service Improvement) The recorded state of something at 
a specific point in time. A Benchmark can be created for a 
Coring ir,tition, a Process, or any other set of data. For example, a 
benchmark can be used in: 
• Service Improvement, to establish the current state for 

managing improvements. 
• Cape' :ty -,---irnent, to document Performance characteristics 

during normal operations. 
• See t  er  

Benchmarking 	(Continual Service Improvement) Comparing a 7 , 	,i, with a 
i 	or with :.-- -: P .;3;•ici.e. The term Benchmarking is also used to 
I mean creating a series of Benchmarks over time, and comparing the 
1  results to measure progress or improvement. 

ITIL°  V3 Glossary v3.1.24, 11 May 2007 
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I Availability Plan 	(Service Design) A Plan to ensure that existing and future Availability 
Requirements for IT Services can be provided Cost Effectively. 

Back-out  Synonym for Remediation. 

Backup 	 (Service Design) (Service Operation) Copying data to protect against 
loss of Integrity or / . 	ibi'ity of the original. 

Balanced 
Scorecard 

(Continual Service Improvement) A management tool developed by 
Drs. Robert Kaplan (Harvard Business School) and David Norton. A 
Balanced Scorecard enables a Strategy to be broken down into Key 
Performance In 	'o :once against the KPIs is used to 
demonstrate how well the ategy is being achieved. A Balanced 
Scorecard has 4 major areas, each of which has a small number of 
KPIs. The same 4 areas are considered at different levels of detail 
throughout the Organisation. 

Baseline (Continual Service Improvement) A Benchmark used as a reference 
point. For example: 
• An ITSM Baseline can be used as a starting point to measure the 

effect of a Service Improvement Plan 
• A Performance Baseline can be used to measure changes in 

Performance over the lifetime of an IT Service 
• A Co )`.- 	 ment Baseline can be used to enable the 

IT Ir,: 	 to be restored to a known Configuration if a 
C1,„„ 	or 	fails 

 

 

Best Practice 	Proven At. 	or Processes that have been successfully used by 
multiple Or- 	tions. ITIL is an example of Best Practice. 

Brainstorming 	(Service Design) A technique that helps a team to generate ideas. 
Ideas are not reviewed during the Brainstorming session, but at a later 
stage. Brainstorming is often used by Problem Management to identify 
possible causes. 
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British Standards 
Institution (BSI) 

The UK National Standards body, responsible for creating and 
maintaining British 	c -ds. See http://www.bsi-global.com for more 
information. 
See ISO. 

 

Budget A list of all the money an Organisation or Business Unit plans to receive, 
and plans to pay out, over a specified period of time. 
See B 	, Planning. 

Budgeting The - - 	 of predicting and controlling the spending of money. 
Consists of a periodic negotiation cycle to set future 	(usually 
annual) and the day-to-day monitoring and adjusting of current 	. 

Build 
	

(Service Transition) The /- ti -; of assembling a number of 
Ce- t.c.ur.iiiion kerns to create part of an IT Service. The term Build is 
also used to refer to a Release that is authorised for distribution. For 
example cart.''  Build or laptop Build. 
See Con 	:n Baseline. 

Build Environment (Service Transition) A controlled 	r., where 	tions, IT 
vices and other Builds are assembled prior to being moved into a 

or Live Environment. 

Business (Service Strategy) An overall corporate entity or Organisation formed 
of a number of Business Units. In the context of ITSM, the term 
Business includes public sector and not-for-profit organisations, as well 
as companies. An IT Service Provider provides IT Services to a 
Cu:. 	within a Business. The IT Seri:- Pre 	may be part of the 
same Business as their 	-omo~ 	ery ce Provider), or part of 
another LJsiness 	 i 

Business 
Capacity 
Management 
(BCM) 

(Service Design) In the context of IT, -, Business Capacity 
Management is the Activity responsible for understanding future 
Bu 	 for use in the C pacity Plan. 
See 	 iy Management. 

Business Case (Service Strategy) Justification for a significant item of expenditure. 
Includes information about Costs, benefits, options, issues, Risks, and 
possible problems. 
See Cc 

Business 
Continuity 
Management 
(BCM) 

(Service Design) The Lusiness Prnr, - responsible for managing 
that could seriously impact the 	nc a. BCM safeguards the 

interests of key stakeholders, reputation, brand and value creating 
activities. The BCM Process involves reducing Risks to an acceptable 
level and planning for the recovery of Business Processes should a 
disruption to the Business occur. BCM sets the Objectives, Scope and 
Requirements for IT Service Gout nuity Management. 
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(Service Design) A Plan defining the steps required to Restore 
Business Processes following a disruption. The Plan will also identify 
the triggers for Invocation, people to be involved, communications etc. 
IT Sii.ivice Continuity Plans form a significant part of Business 
Coraii_iiiy Plans. 

Business 
Continuity Plan 
(BCP) 

Business 
Customer 

(Service Strategy) A recipient of a product or a • 	'e from the 
Business. For example if the Business is a car manufacturer then the 
Business Customer is someone who buys a car. 

 

Business Impact 
Analysis (BIA)  

(Service Strategy) BIA is the 	in Business Continuity 

	

that identifies Vit 	isiness Functions and their 
dependencies. These dependencies may include Suppliers, people, 
other 	Processes, IT 	i-vices etc. 
BIA defines the recovery requirements for IT Services. These 
requirements include Rec._ 	.- Time Objectives, 	Pipit 
Objeuil.„. iisis and minimum 	, ice Level Targets for each iT Service. 

	

Business 	 (Service Strategy) The C 	of a Business Process, or of the 

	

1 Objective 	 as a whole. Business Objectives support the Business 
provide guidance for the IT Strategy, and are often supported by IT 

i — 

Business 
Operations 

(Service Strategy) The day-to-day execution, monitoring and 
management of Business Processes. 

Business 	 (Continual Service Improvement) An understanding of the ;ervice 
Perspective 	Pr 	and IT S. 	s from the point of view of the - 	and an 

understanding of the Ousiness from the point of view of the 	rvice 
Prc er. 

Business Process A P 	that is owned and carried out by the Busine A 
3 contributes to the delivery of a product or S 	to a isiness 

For example, a retailer may have a purchasing — 
which helps to deliver Services to their 1- 	,s C ' 	. Many 
Business Processes rely on 	ces. 

Business 
Relationship 
Management 

(Service Strategy) The P: 	or Function responsible for maintaining 
a Relate:is•iii-, with the 	. BRM usually includes: 
• Managing personal Relationships with Business managers 
• Providing input to Service Portfolio Management 
• Ensuring that the IT Service Provider is satisfying the Business 

needs of the . 
This Process has strong links with Service LE- 

Business 
Relationship 
Manager (BRM) 

(Service Strategy) A 	responsible for maintaining the Relationship 
with one or more C' 	3. This Role is often combined with the 
Service Level Maniac Role. 
See Account Manager. 
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Business Service 
	

An IT 	that directly supports a Business Process, as opposed to 
an Infrastructure Service which is used internally by the IT_Service 
Provider and is not usually visible to the Business. 
The term Business Service is also used to mean a &:!;-, e that is 
delivered to Business CustcmerR by Business Units. For example 
delivery of financial services to r= 	of a bank, or goods to the 
(- 	mars of a retail store. Successful delivery of Business Services 
often depends on one or more IT 

Business Service (Service Strategy) (Service Design) An approach to the management 
Management 
	

of IT 	,ices that considers the B 
	

es supported and the 
(BSM) 
	

B 	s value provided. 
This term also means the management of Business Services delivered 
to , ;iness Customers. 

Business Unit 
	

(Service Strategy) A segment of the Business which has its own Plans, 
;Vlotdcs, income and Costs. Each Business Unit owns Assets and uses 
these to create value for Customers in the form of goods and Services. 

Call 
	

(Service Operation) A telephone call to the Service Desk from a User. 
A Call could result in an Incident or a Service Request being logged. 

Call Centre (Service Operation) An Organisation or Business Unit which handles 
large numbers of incoming and outgoing telephone calls. 
See Service Desk. 

 

   

Call Type 
	

(Service Operation) A Category that is used to distinguish incoming 
requests to a Service Desk. Common Call Types are Incident, Service 
Request and Complaint. 

Capability 
	

(Service Strategy) The ability of an Org,  sation, person, Process, 
App! 	—,onfiguration Item or I— 	to carry out an Activity. 
Capabilities are intangible Assets of an 	Jtion. 
See R )urce. 

Capability 
	

(Continual Service Improvement) The Capability Maturity Model for 
Maturity Model 
	

Software (also known as the CMM and SW-CMM) is a model used to 
(CMM) 
	

identify 	:;tices to help increase Process Maturity. CMM was 
developed at the Software Engineering Institute (SEI) of Carnegie 
Mellon University. In 2000, the SW-CMM was upgraded to CMMI® 
(Capability Maturity Model Integration). The SEI no longer maintains the 
SW-CMM model, its associated appraisal methods, or training 
materials. 



(Service Design) A Capacity Plan is used to manage the Resources 
required to deliver IT Soiii..fs. The Plan contains scenarios for different 
predictions of Business demand, and costed options to deliver the 
agreed Service Level Targets. 

Capacity Plan 

Capacity Planning (Service Design) The Activity within C 
for creating a Capacity Plan. 

ai agement responsible 

(Service Strategy) An Asset that is of interest to Financial Ma 
because it is above an agreed financial value. 

(Service Strategy) The Cost of purchasing something that will become 
a financial Asset, for example computer equipment and buildings. The 
value of the Asset is Depreciated over multiple accounting periods. 

Capital 
Expenditure 
(CAPEX) 

Capital Item 

Capitalization 	(Service Strategy) Identifying major Cost as capital, even though no 
.s. is purchased. This is done to spread the impact of the Cost over 

multiple accounting periods. The most common example of this is 

i 
software development, or purchase of a software license. 

(Continual Service Improvement) Capability Maturity Model® 
Integration (CMMI) is a process improvement approach developed by 
the Software Engineering Institute (SEI) of Carnegie Melon University. 
CMMI provides organizations with the essential elements of effective 
processes. It can be used to guide process improvement across a 
project, a division, or an entire organization. CMMI helps integrate 
traditionally separate organizational functions, set process improvement 
goals and priorities, provide guidance for quality processes, and provide 
a point of reference for appraising current processes. See 
http://www.sei.cmu.edu/cmmi/ for more information. 
See CMM, Continuous Improvement, IV' 

Capability 
Maturity Model 
Integration 
(CMMI) 

(Service Design) The maximum Throughput that a 	ir-tion (tern 
or IT Service can deliver whilst meeting agreed Ser 	LE Targets. 
For some types of CI, Capacity may be the size or volume, for example 
a disk drive. 

Capacity 

(Service Design) The Process responsible for ensuring that the 
Cap: 	of 	 and the IT i• 	is able to deliver 
agreed Service 	. 	in a C: 	ite. tive and timely manner. 
Capacity Management considers all Resources required to deliver the 
IT Service, and plans for short, medium and long term Business 
Requirements. 

Capacity 
Management 

Capacity 
Management 
Information 
System (CMIS) 

(Service Design) A virtual repository of all Cr3 	 data, 
usually stored in multiple physical locations. 
See Service Kna 	M inagemen 	n. 
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Category A named group of things that have something in common. Categories 
are used to group similar things together. For example Cost Types are 
used to group similar types of Cost. Incident Cei',eg.g !:is are used to 
group similar types of 	 are used to group similar types 
of Configuration Item. 

Certification Issuing a certificate to confirm Compliance to a c. 	Certification 
includes a formal AuGiE by an independent and .F1',i.icredited body. The 
term Certification is also used to mean awarding a certificate to verify 
that a person has achieved a qualification. 

Change (Service Transition) The addition, modification or removal of anything 
that could have an effect on IT 	. The 	e should include all 
IT 	es, C 	 lter. , 	 etc, 

Change Advisory 
Board (CAB) 

(Service Transition) A group of people that advises the 
Manager in the Assessment, prioritisation and scheduling of C! ;..rages. 
This board is usually made up of representatives from all areas within 
the IT arvice Provider, the Business, and 	t 	such as 
S 	. 

Change Case 

I Change History 

(Service Operation) A technique used to predict the impact of 
proposed Changes. Change Cases use specific scenarios to clarify the 
scope of proposed C 	cp - and to help with Co 	 clysis. 
See Use Case. 

(Service Transition) Information about all changes made to a 
Config 	em during its life. Change History consists of all those 
Change i 	cs that apply to the CI. 

Change 
Management 

(Service Transition) The F tr 	responsible for controlling the 
I •c P of all C` r _ 	The primary objective of Change Management 
is to enable beneficial 	ante;; to be made, with minimum disruption to 
IT S 

I Change Model (Service Transition) A repeatable way of dealing with a particular 
Category of Change. A Change Model defines specific pre-defined 
steps that will be followed for a 	an of this Category. Change 
Models may be very simple, with no requirement for approval (e.g. 
Password Reset) or may be very complex with many steps that require 
approval (e.g. major software r 	). 
Seen wler i Change, Chs. 	 rd. 

Change Record 
	

(Service Transition) A Record containing the details of a Chancre. 
Each Change Record documents the . 	of a single Change. A 
Change Record is created for every 	..r Change that is 
received, even those that are subsequently rejected. Change Records 
should reference the C 	 that are affected by the 

. Change Records are stored in the Cent" i 	 rent 

I Change Request 
	

Synonym for 
	

Change. 



CI Type (Service Transition) A Category that is used to Classify Cis. The CI 
Type identifies the required Ati. ,i)i.;te;:;.; and Reiat onshipi:. for a 

guration Record. Common Ci '"vpes include: hardware, Document, 
etc. 

1 Classification The act of assigning a C;;;tE.,. ry to something. Classification is used to 
ensure consistent management and reporting. Cis,its, Problems, 
Changes etc. are usually classified. 

Client A generic term that means a Customer, the E Jsir 	or a 
Customer. For example Client Manager may be used as a synonym for 
Account Manager. 
The term client is also used to mean: 
• A computer that is used directly by a User, for example a PC, 

Handheld Computer, or Workstation. 
• The part of a Client-Server Application that the User directly 

interfaces with. For example an email Client. 

Closure 	 (Service Operation) The act of changing the Status of an Incident, 
Problem, Change etc. to Closed. 

I Closed 	 (Service Operation) The final ;- 	in the Le ;•. 	of an Incident, 
Problem, Change etc. When the 	is Closed, no further action is 
taken. 
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Change Schedule 

EMINIMIRMIEMEMANSIBEIM 

(Service Transition) A Docunien, that lists all approved Changes and 
their planned implementation dates. A Change Schedule is sometimes 
called a Forward Schedule of Change, even though it also contains 
information about Changes that have already been implemented. 

Change Window 	(Service Transition) A regular, agreed time when Changes or 
Releases may be implemented with minimal impact on Services. 
Change Windows are usually documented in SLAB. 

(Service Strategy) Requiring payment for IT Services. Charging for IT 
Services is optional, and many Organisations choose to treat their IT 
Service Provider as a Cost 

Charging 

Chronological 
Analysis 

(Service Operation) A technique used to help identify possible causes 
of Problems. All available data about the Problem is collected and 
sorted by date and time to provide a detailed timeline. This can make it 
possible to identify which Events may have been triggered by others. 

COBIT (Continual Service Improvement) Control Objectives for Information 
and related Technology (COBIT) provides guidance and Best Practice 
for the management of IT Processes. COBIT is published by the IT 
Governance Institute. See http://www.isaca.org/ for more information. 

 

 

Code of Practice A Guideline published by a public body or a Standards .Organisation, 
such as ISO or BSI. Many Standards consist of a Code of Practice and 
a Sne  	The Code of Practice describes recommended Best 
Practice. 
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Cold Standby Synonym for 	.ual Recovery. 

Commercial off 
the Shelf (COTS)  

(Service Design) Applicat ori software or Middleware that can be 
purchased from a Third Party. 

Compliance Ensuring that a Standard or set of Guidelines is followed, or that proper, 
consistent accounting or other practices are being employed. 

Component A general term that is used to mean one part of something more 
complex. For example, a computer v`may be a component of an 
IT Service, an Applici-iiititi may be a Component of a R 	- Unit. 
Components that need to be managed should be Configir.  

Component 
Capacity 
Management 
(CCM) 

(Service Design) (Continual Service Improvement) The F 
responsible for understanding the 	, 	, and 
Performance of C rifiguration 	ns. Data is collected, recorded and 
analysed for use in the 	tiity Man  
See F. 	E 	 M 

Component CI (Service Transition) A Configuration Item that is part of an Assei 
For example, a CPU or Memory CI may be part of a Server CI. 

Component 
Failure Impact 
Analysis (CFIA) 

(Service Design) A technique that helps to identify the impact of CI 
failure on IT Services. A matrix is created with IT Services on one edge 
and Cis on the other. This enables the identification of critical C' (that 
could cause the failure of multiple IT St. -vices) and of fragile I— 
(that have multiple Single Pi 	Fis; 	). 

Computer 
Telephony 
Integration (CTI) 

(Service Operation) CTI is a general term covering any kind of 
integration between computers and telephone 	. It is most 
commonly used to refer to 	ortis where an Ar , 	1 displays 
detailed screens relating to incoming or outgoing telephone calls. 
See Automatic Call Distribution, t.teractive Voice Responsi.--1. 

Concurrency A measure of the number of ' 	, engaged in the same 
the same time. 

Confidentiality (Service Design) A security principle that requires that data should only 
be accessed by authorised people. 

Configuration (Service Transition) A generic term, used to describe a group of 
Configuration Items that work together to deliver an IT Service, or a 
recognizable part of an IT 	ie. Configuration is also used to 
describe the parameter settings for one or more Cis. 

Configuration 
Baseline 

(Service Transition) A F-,1 	of a Configui--+i 	that has been 
formally agreed and is managed through the C 	anagi 
process. A Configuration Baseline is used as a basis for future Build , 
Releases and Changes. 



ITIL® V3 Glossary v3.1.24, 11 May 2007 
C( lfiguration Ccntro' to Cc 	3tion Structure 

Configuration 
Control 

(Service Transition) The Activity responsible for ensuring that adding, 
modifying or removing a CI is properly managed, for example by 
submitting a Request for Change or Servic - 	tst. 

(Service Transition) The Activity responsible for collecting information 
about Conficiint-t:ign Items and their Relationships, and loading this 
information into the CMDR. Configuration Identification is also 
responsible for labelling the Cls themselves, so that the corresponding 
Configuration Records can be found. 

Configuration 
Identification 

Configuration 
Item (CI) 

(Service Transition) Any ( 	t that needs to be managed in 
order to deliver an IT Servit-_:-.. Information about each C' is recorded in 
a Configuration Record within the Cc-fi---licn 	 e 

and is maintained throughout its Lr 	by n 

	

id7;ement. Cls are under the control of Char 	r 	Cls 
typically include IT Services, hardware, software, buildings, people, and 
formal documentation such as Process documentation and SLAs. 

Configuration 	(Service Transition) Ther 	3 responsible for maintaining 
Management 	information about Confic: ii.ittion Items required to deliver an IT &I:TV!: 

including their Relation' 	This information is managed throughout 
the L 	. of the (.. . Configuration Management is part of an overall 

~nd ConfiHiration Management P. 

Configuration 	(Service Transition) A database used to store 
Management 	throughout their Lifecycle. The Configuration 	 ' 
Database 	maintains one or more CMDBs, and each CMDB stores 	ib 	of 
(CMDB) 	 Cls, and ReIF 	nips with other Cls. 

Configuration 
Management 

, System (CMS) 

(Service Transition) A set of tools and databases that are used to 
manage an IT Service F 	r's Corti 	data. The CMS also 
includes information about Incidents, o 	DAT; _ -c , C 
and Releases; and may contain data about employees, 
locations, Business Units, C._ 	s and 	The CMS includes 
tools for collecting, storing, managing, updating, and presenting data 
about all Coryfini 	 and their Relationships. The CMS is 
maintained by 	 ---igernent and is used by all IT 

See ,1 	 atabase, Service Knowledge 
Mar 

Configuration 
Record 

Configuration 
Structure  

(Service Transition) A Re: 	containing the details of a Configuration 
Item. Each Configuration Record documents the Lifecyi of a single Cl. 
Configuration Records are stored in a C 	gun tion 'lz 
Database. 

(Service Transition) The hierarchy and other Relationships between all 
the Con," uration Items that comprise a Conf t.:ration. 
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Continual Service 
Improvement 
(CSI) 

(Cmntnum|SamiceIm 	 AotagoinUheLiiieaydeofan|T 
Service and the title of one of the Core ITIL publications. 
Continual Service Improvement is responsible for managing 
improvements to IT 	Mantii.fiierieriit Processes and IT Si- 
The Performance of the FT 	rcvicier is continually measured and 
improvements are made to 	 IT Services and IT 	I u re 
in order to increase 	 feriess, and Cc 	 eSS. 
See Plan-Do-Check-Act. 

Continuous 
Availability 

(Service Design) An approach or design to achieve 100% 
A Continuously Available IT Service has no planned or unplanned 

Continuous 
Operation 

(Service Design) An approach or design to eliminate planned 
Downtime of an IT S r 	. Note that individual Configuration Items may 
be down even though the IT 	is Available. 

Contract A legally binding Agt e, 	between two or more parties. 

Contract Portfolio (Service Strategy) A database or structured Document used to 
manage Service Contracts or Agreements between an IT Service 
Provider and their Customers. Each IT Service delivered to a Customer 
should have a Contract or other Agreement which is listed in the 
Contract Portfolio. 
See Service Portfolio, Service r- 

Control 

Control 
Objectives for 
Information and 
related 
Technology 
(COBIT) 

I
A means of managing a Risk, ensuring that a Businei; 	 is 
achieved, or ensuring that a - 	is followed. Example Controls 
include Policies, Procedures, Rolc, RAID, door-locks etc. A control is 
sometimes called a C 	' 	ure or safeguard. 
Control also means to manage the utilization or behaviour of a 
Co: 	 1, , 	m or IT Service. 

See CC.‘.iiiR IT. 

Control 
perspective 

(Service Strategy) An approach to the management of IT Services, 
Pi 	, Functions, Assets etc. There can be several different 
Control Perspectives on the same IT Service, Process etc., allowing 
different individuals or teams to focus on what is important and relevant 
to their specific Role. Example Control Perspectives include Reactive 
and Proactive management within IT Operations, or a Lifecycle view for 
an 	 Project team. 

The 	2000,, :- 
and Co 	iifiiiation  

- group that includes Change Management Control 
Processes 



Cost The amount of money spent on a specific Activity, IT Service, or 
• Unit. Costs consist of real cost (money), notional cost such as 

people's time, and Depreciation. 

nt. on . 	t, Value on 

(Service Strategy) An . 
by one or more 
See 

Pry!,:e that delivers basic Outcomes desired 

e Package. 

Core Service 

(Service Strategy) A detailed description of a Core Service that may be 
shared by two or more Service Level Packages. 
See Service Package. 

Core Service 
Package (CSP) 

An Activit- that analyses and compares the Costs and the benefits 
involved in one or more alternative courses of action. 
See B uir 	Case, Nei R 	.:,t Value, Internal Rate of Retu 

(Service Strategy) A B is 	Unit or Project to which Costs are 
assigned. A Cost Centre does not charge for Service7 provided. An IT 
Service Provider can be run as a Cost Centre or a Pi.:. 	:ventre. 

Cost Centre 

A measure of the balance between the Effectiveness and Cost of a 
Service, Process or activity, A Cost Effective Process is one which 
achieves its C . 	at minimum Cost. 
See KPI, Return fcr Money. 

Cost 
Effectiveness 

Cost Benefit 
Analysis 

(Service Strategy) The middle level of category to which Costs are 
assigned in Budgeting and Accounting. The highest level category is 
Cost Type. For example a Cost Type of "people" could have cost 
elements of payroll, staff benefits, expenses, training, overtime etc. Cost 
Elements can be further broken down to give Cost L nits. For example 
the Cost Element "expenses" could include Cost Ur of Hotels, 
Transport, Meals etc. 

Cost Element 

(Service Strategy) A general term that is used to refer to Budgeting 
and Acooutl 	, sometimes used as a synonym for F 	; ,,)1 
Man 

Cost 
Management 

(Service Strategy) The highest level of category to which Costs are 
assigned in 	ig and Acc 	j. For example hardware, 
software, people, accommodation, external and T 
See Cost Eiensont, Cost Type. 

Cost Type 

(Service Strategy) The lowest level of category to which Costs are 
assigned, Cost Units are usually things that can be easily counted (e.g. 
staff numbers, software licences) or things easily measured (e.g. CPU 
usage, Electricity consumed). Cost Units are included within Cost 
Berne ts. For example a Cost Element of "expenses" could include 
Ccx ' U: 	of Hotels, Transport, Meals etc. 
See 	Type. 

Cost Unit 
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Countermeasure Can be used to refer to any type of _ontrol. The term Countermeasure 
is most often used when referring to measures that increase 
Fa 	Tolerance or Reliability of an IT Service. 

Course 
Corrections 

made to a Plan or Activity that has already started, to ensure 
that it will meet its Objectives. Course corrections are made as a result 
of 	progress. 

A methodology and tool for analysing and managing Risks. CRAMM 
was developed by the UK Government, but is now privately owned. 
Further information is available from http://www.cramm.com/ 

CRAMM 

Crisis 
Management 

The F-oc 	responsible for managing the wider implications of 
. A Crisis Management team is responsible for 

Strategic issues such as managing media relations and shareholder 
confidence, and decides when to invoke Business Contif 

Critical Success 
Factor (CSF) 

Something that must happen if a Process, Project, Plan, or 
	

is 
to succeed. KPIs are used to measure the achievement of each CSF. 
For example a CSF of "protect IT t 	when making Changes" 
could be measured by KPIs such as "percentage reduction of 
unsuccessful Changes", "percentage reduction in Changes causing 

" etc. 

Culture A set of values that is shared by a group of people, including 
expectations about how people should behave, ideas, beliefs, and 
practices. 
See Vision. 

Customer Someone who buys goods or Sc 	s. The Customer of an IT 
is the person or group who defines and agrees the Ser 

Levci Tart:- . The term Customers is also sometimes informally used 
to mean 	s, for example "this is a Customer focussed Orga•i.sa:ion" 

Customer 
Portfolio 

(Service Strategy) A database or structured ( 	used to record 
all CL 	of the 	;e Provider. The Customer Portfolio is the 
Bu 	 shit'  iv ar 3yer's view of the Customers who receive 

from the IT Ser 	9  Proyit!-.)r. 
See 	 r..o, Service Ek.- 

Dashboard (Service Operation) A graphical representation of overall IT S 
Per 	- 	and Availability. Dashboard images may be updated in 
real-time, and can also be included in management reports and web 
pages. Dashboards can be used to support Service Level Management, 
Event Management or Incident Diagnosis. 

I Data-to-
Information-to-

' Knowledge-to-
Wisdom (DIKW)  

A way of understanding the relationships between data, information, 
knowledge, and wisdom. DIKW shows how each of these builds on the 
others. 



Definitive Media 
Library (DML) 

(Service Transition) One or more locations in which the definitive and 
approved versions of all software Configuration Items are securely 
stored. The DML may also contain associated Cls such as licenses and 
documentation. The DML is a single logical storage area even if there 
are multiple locations. All software in the DML is under the control of 
Chan and Release Management and is recorded in the Configuration 
M. 	nt System. Only software from the DML is acceptable for use 
in a F 

I Dependency The direct or indirect reliance of one Process or Activity upon another. 

Something that must be provided to meet a commitment in a Service 
Agreement or a Co-i-,tri71. Deliverable is also used in a more 

informal way to mean a planned output of any Process. 

Deliverable 

Activities that understand and influence Customer demand for Services 
and the provision of Capacity to meet these demands. At a Strategic 

	

level Demand Management can involve analysis of PH:, 	Puniness 
r 	̀f and User T...Tc.files. Ada Tarticiiiii level it can involve use of 

!al Charig.i.g to encourage Cu 	ners to use IT 	at less 
busy times. 
See Capacity Management. 

Demand 
Management 

Deming Cycle 	| Synonym for Plan Do Check Act. 

(Service Transition) The Activity responsible for movement of new or 
changed hardware, software, documentation, Process, etc to the Live 

lent. Deployment is part of the Release and Deployment 
r je,oent Process. 

See Rollout. 

Deployment 

Depreciation 	(Service Strategy) A measure of the reduction in value of an Asset 
over its life. This is based on wearing out, consumption or other 
reduction in the useful economic value. 

(Service Design) An :Activ or Process that identifies 
and then defines a solution that is able to meet these Re.-, 
See Sen,. 	L.;e:3ign. 

(Service Operation) A stage in the Incident Lifecycle. Detection results 
in the Incident becoming known to the Service Provider. Detection can 
be automatic, or can be the result of a User logging an Incident. 

Detection 

(Service Design) The F 	responsible for creating or modifying an 
IT Service or Application. Also used to mean the Role or group that 
carries out Development work. 

Development 

(Service Design) An Environment used to create or modify IT Services 
or Applications. Development Environments are not typically subjected 
to the same degree of control as Test Environments or Live 
Environments. 
See Development. 

Development 
Environment 

Design 
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Driver Something that influences SI: 	, Tbjectives or R: :!:b .. i neets. For 
example new legislation or the actions of competitors. 

Economies of 
scale 

(Service Strategy) The reduction in average 	:f that is possible from 
increasing the usage of an IT Service or Ass.; 
See Economies of Scope. 

(Service Transition) Support provided for a new or 	1 IT 
' 	for a period of time after it is Rele 	During Early Life 
Support the IT Service Prnuiri4",  r may review the 	 Levels 
and 	c,t3 Tyre: 	and provide additional I 	for 

and Problem Mo  

Early Life Support 
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Diagnosis 	 (Service Operation) A stage in the klcider and Problem Lifecycles. 
The purpose of Diagnosis is to identify a ' 	--iund for an Incident or 
the Root Cause of a Problem. 

i Diagnostic Script (Service Operation) A structured set of questions used by Service 
D 	staff to ensure they ask the correct questions, and to help them 
Class fy, Resolve and assign In 	Diagnostic Scripts may also be 
made available to 	to help them diagnose and resolve their own 
Incidents. 

Differential 
Charging  

A technique used to support Demand 
	

by charging different 
amounts for the same IT ServicE? 	at different times. 

Direct Cost (Service Strategy) A cost of providing an IT r, e which can be 
allocated in full to a specific Customer, 	 Project etc. For 
example cost of providing non-shared servers or software licenses. 
See Indirect Cost. 

Directory Service 	(Service Operation) An Application that manages information about IT 
I: 	u 	available on a network, and corresponding User access 

Do Nothing 
	

(Service Design) A Recovery Option. The 	Provider formally 
agrees with the Customer that Re 	..y of this IT Service will not be 
performed. 

Document Information in readable form. A Document may be paper or electronic. 
For example a 	statement, Service Lev-I 	?.en ent, Incident 
Recc , diagram of computer room layout. 
See - 	1. 

  

Downtime 
	

Service Design) (Service Operation) The time when a Cot 
or I Service is not —!!able during its Agreed ST 	ne. The 

of an IT Es-.--.1cg is often calculated from 
and Downtime. 
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Economies of 
scope 

(Service Strategy) The reduction in 	that is allocated to an IT 
by using an existing Asset for an additional purpose. For 

example delivering a new IT Service from existing IT 
See Economies of Scale. 

Effectiveness (Continual Service Improvement) A measure of whether the 
ab;eC: • ,..•C,S of a 	. 	Service or 	have been achieved. An 
Effective Proce. -- or Activity is one that achieves its agreed Objectives. 
See KPI. 

I Efficiency (Continual Service Improvement) A measure of whether the right 
amount of resources have been used to deliver a Process, 	vice or 

An Efficient Process achieves its Objectives with the minimum 
amount of time, money, people or other resources. 
See KR). 

Emergency 
Change 

(Service Transition) A Change that must be introduced as soon as 
possible. For example to resolve a Major Inc' 	or implement a 
Security patch. The Cnnnge Managerner - 	will normally have a 
specific Procedure for handling Emergency Changes. 
See Emergency Change Advisory Board (ECAB). 

Emergency 	(Service Transition) A sub-set of the Change Advisory Board who 
Change Advisory 	make decisions about high impact L nergency Changes. Membership of 
Board (ECAB) 	the ECAB may be decided at the time a meeting is called, and depends 

on the nature of the Err 	C 	. 

Environment 	(Service Transition) A subset of the IT In 	ire that is used for a 
particular purpose. For Example: Live Environment, Test Environment, 
Build Emir iment It is possible for multiple Environments to share a 
ConfigL 	- m, for example Test and LkiE-  F 	ments may use 
different partitions on a single mainframe computer. Also used in the 
term Physical Environment to mean the accommodation, air 
conditioning, power system etc. 
Environment is also used as a generic term to mean the external 
conditions that influence or affect something. 

Error 
	

(Service Operation) A design flaw or malfunction that causes a Failure 
of one or more Con,' 	-t-irtts or IT Services. A mistake made by a 
person or a faulty Process that impacts a CI or I : 	is also an 
Error. 

Escalation (Service Operation) An Ach, that obtains additional 	sources when 
these are needed to meet Service Level Targets or 	r 
expectations. Escalation may be needed within any IT 

.!erti Process, but is most commonly associated with In,  
Problem Management and the management of 

complaints. There are two types of Escalation, Function.i1 
and Hierarchic Escalation, 

 

 

  



Event 
Management 

(Service Operation) The Process responsible for managing Events 
throughout their Lifecycle. Event Management is one of the main 
Activiii 	of IT Operations. 

Exception Report A Dear 	containing details of one or more KPIs or other important 
targets that have exceeded defined Thresholds. Examples include SLA 
targets being missed or about to be missed, and a 	 e 
indicating a potential Capacity problem. 
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eSourcing 
Capability Model 
for Client 
Organizations 
(eSCM-CL)  

(Service Strategy) A framework to help 	oils guide their 
analysis and decisions on Si 	Sh:koing c• -  '; and Strategies. 
eSCM-CL was developed by Carnegie Mellon University. 
See eSCM-SP. 

(Service Strategy) A framework to help IT Service Providers develop 
their IT Servic - 	- 	C 	' titles from a Service Sourcing 
perspective. eSCM-SP was developed by Carnegie Mellon University. 
See eSCM-CL. 

eSourcing 
Capability Model 
for Service 
Providers (eSCM-
SP) 

Estimation The use of experience to provide an approximate value for a h 

Cost. Estimation is also used in C 	i.,and Avail 
as the cheapest and least accurate M l 	method. 

Evaluation (Service Transition) The Process responsible for assessing a new or 
led IT 3::r: -.rice to ensure that Risks have been managed and to 

help determine whether to proceed with the Change. 
Evaluation is also used to mean comparing an actual Outcome with the 
intended Outcome, or comparing one alternative with another. 

Event 
	

(Service Operation) A change of state which has significance for the 
management of a Con'gt " 	)m or IT Sc 
The term Event is also used to mean an Aler_ or notification created by 
any IT Service , C 	:ft(g.tration Item or Monitori ----,  tool. Events typically 
require IT 

	

	'k ::s personnel to take actions, and often lead to 
being logged. 

Expanded 
	

Availability Management) Detailed stages in the Lifecycle of an 
Incident Lifecycle 

	

	
t. The stages are 1:;.,teh;- -r 	 Recovery, 
;ton. The Expanded Incident Lifecycle is used to help 

understand all contributions to the Imaehtl. of In,  • 	• ; and to Plan how 
these could be controlled or reduced. 

External 
	

A C 	who works for a different Business to the IT Service 
Customer 

See 	gal Service 	,i, Internal Customer. 
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A Metric that is used to measure the delivery of 	to a 
Customer. External Metrics are usually defined in SLAs and reported to 
CustolL'Js. 
See !n:::-nal Metric. 

External Metric 

External Service 
Provider 

(Service Strategy) An IT 	 which is part of a different 
Ch 	; to their Cu 	A 	- ,oe Provider may have both 

C 	.(:::mers and 	 -s. 
See 	 der. 

External Sourcing Synonym for 9. 

Facilities 	 (Service Operation) The Function responsible for managing the 
Management 	physical Ers.':um-iment where the IT Infrastructure is located. Facilities 

Management includes all aspects of managing the physical 
Er 	.)nr -len:, for example power and cooling, building Access 

t, and environmental Monitoring. 

Failure (Service Operation) Loss of ability to Operate to Specification, or to 
deliver the required output. The term Failure may be used when 
referring to IT Services, Prro- _ _s, 	Confiqw- 	Items etc. A 
Failure often causes an Inc' 

Failure Modes 	An approach to assessing the potential Impact of Fa:lL: 	FMEA 
and Effects 	involves analysing what would happen after Failure of each 
Analysis (FMEA) 	Cc - 	hon Item, all the way up to the effect on the Bus:ne.ss. FMEA 

is often used in Information SE' 	".ment and in IT Service 
' Continuity Planning. 

Fast Recovery (Service Design) A Recovery Op 7;r1 which is also known as Hot 
Standby. Provision is made to R . 	the IT Service in a short period 
of time, typically less than 24 hours. Fast Recovery typically uses a 
dedicated Fixed Facility with computer Systems, and software 
configured ready to run the IT Services. Immediate Recovery may take 
up to 24 hours if there is a need to Restore data from - 	ku s. 

Fault 
	

Synonym for Error. 

Fault Tolerance (Service Design) The ability of an IT Servce or Configu , tion Item to 
continue to 	correctly after Failure of a Com' - 	1 part. 
See R--- " 	C -  inte 

Fault Tree 
	

(Service Design) (Continual Service Improvement) A technique that 
Analysis (FTA) 
	

can be used to determine the chain of Events that leads to a 
Fault Tree Analysis represents a chain of Events using Boolean notation 
in a diagram. 

Financial 
	

(Service Strategy) The Function and 	 responsible for 
Management 
	

managing an IT Service Provider's Budge.,  c, Accounting and Charging 
Requirements. 



Functional 
Escalation 

Gap Analysis 

(Service Operation) Transferring an Incident. Problem or 	to a 
technical team with a higher level of expertise to assist in an 	tion. 

(Continual Service Improvement) An Activity which compares two 
sets of data and identifies the differences. Gap Analysis is commonly 
used to compare a set of Requirements with actual delivery. 
See Benchmarking. 

Ensuring that F 	and 	are actually implemented, and that 
required PRice -:es are correctly followed. Governance includes 
defining Roiec and responsibilities, measuring and reporting, and taking 
actions to resolve any issues identified. 

Governance 

T)iagram. Fishbone 
Diagram 

Synonym for 

Follow the Sun (Service Operation) A methodology for using Service Desks and 
- 	, I' C Jps around the world to provide seamless 24 * 7 Service. 
_ 	, Inc 	 ;, Pr( 	no and Service Requests are passed between 
groups in different time zones. 

An informal term used to describe a Process, Cr 7rration Ite —, IT 
Service etc. that is capable of meeting its Ob 	i 	or Servic L 
Being Fit for Purpose requires suitable Design, implementation, Co o 
and maintenance. 

Fit for Purpose 

(Service Strategy) A Cost that does not vary with IT Service usage. For 
example the cost of Server hardware. 
See Variable 

Fixed Cost 

(Service Design) A permanent building, available for use when needed 
by an IT Service Continuity Plan. 
See Renr),(ery Option, Portable Facility. 

Fixed Facility 

Performing A( 	to meet a need or Requirement. For example by 
providing a new IT Service, or meeting a Service Request. 

Fulfilment 

A team or group of people and the tools they use to carry out one or 
more Processes or Activities. For example the Service L ,  
The term Function also has two other meanings 
• An intended purpose of a Confiauration Item, Person, Team, 

Process, or IT Service. For example one Function of an Email 
Service may be to store and forward outgoing mails, one Function 
of a Business Process may be to dispatch goods to Gust( 

• To perform the intended purpose correctly, "The computer is 
Functioning" 

i Function 
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First-line Support 
	

(Service Operation) The first level in a hierarchy of Support Groups 
involved in the resolution of Indigents. Each level contains more 
specialist skills, or has more time or other Resources. 
See Escalation. 
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INIVIONAVENEW 

Gradual Recovery (Service Design) A Recovery 	en which is also known as Cold 
Standby. Provision is made to F., :3:::over the IT Service in a period of time 
greater than 72 hours. Gradual Recovery typically uses a Portable or 
Fixed Facility that has environmental support and network cabling, but 
no computer S j 	• The hardware and software are installed as part 
of the IT 	 Ian. 

Guideline A 	'ent describing 	 that recommends what should be 
done. [ mpliance to a guideline is not normally enforced. 
See S' 3ndard. 

Help Desk (Service Operation) A point of contact for Users to log in^it'x s. A 
Help Desk is usually more technically focussed than a Set vit,i 	esk and 
does not provide a Single Point of Contact for all interaction. The term 
Help Desk is often used as a synonym for Service Desk. 

Hierarchic 
	

(Service Operation) Informing or involving more senior levels of 
Escalation 	management to assist in an Escalation. 

High Availability (Service Design) An approach or Design that minimises or hides the 
effects of Configuration Item Failure on the 	of an IT Service. High 
Availability solutions are Designed to achieve an agreed level of 
Availability and make use of techniques such as Fault Toleralce, 
Resilience and fast Recovery to reduce the number of 	and 
the impact of Incidents. 

Hot Standby Synonym for Fast Recovery or Immediate Recovery. 

Identity (Service Operation) A unique name that is used to identify a 
person or Role. The Identity is used to grant 	to that Us.... person, 
or Rc °e. Example identities might be the username SmithJ or the 

je manager". 

Immediate 
Recovery 

(Service Design) A Recovery Option which is also known as Hot 
Standby. Provision is made to Recover the IT Service with no loss of 
Service. Immediate Recovery typically uses mirroring, load balancing 
and split site technologies. 

Impact (Service Operation) (Service Transition) A measure of the effect of an 

	

F:rob!.:..!.c --  or 	on Business Processes. Impact is often 

	

based on how Se'v; 	will be affected. Impact and Urgency are 
used to assign Prior.. 

Incident (Service Operation) An unplanned interruption to an IT Servii- -.: or a 
reduction in the Quality of an !T Service. Failure of a Confii 	DM 
that has not yet impacted 	is also an Incident. For example 

of one disk from a mirror set. 

Incident 
Management 

(Service Operation) The Process responsible for managing the 
Lifecycle of all irf 	The primary Objective of Incident Management 
is to return the 	..:e to Users as quickly as possible. 



! Incident Record (Service Operation) A . 	„ containing the details of an Incide 
Each Incident record documents the Lifecycle of a single I I 

Information 
Security 
Management 
System (ISMS) 

(Service Design) The framework of 

	

iic'- and tools that ensures an C 	 can achieve its 

	

'ion ;ecurity Management Obi 	is. 

Information 	(Service Design) The Pc 	that governs the Organisation approach 
Security Policy 	to Inf 	u n Se 	iv- gement. 

The use of technology for the storage, communication or processing of 
information. The technology typically includes computers, 
telecommunications, Applications and other software. The information 
may include Business data, voice, images, video, etc. Information 
Technology is often used to support `jr 	I recesses through IT 
Services. 

Information 
Technology (IT) 

An IT Se 	e that is not directly used by the Bui 	, but is required 
by the IT 	 so they can provide other 1— 	. For 
example 	 ;, naming services, or communication 
services. 

Infrastructure 
Service 
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(Service Strategy) A Cost of providing an IT Service which cannot be 
allocated in full to a specific Customer. For example Cf...,;:a, of providing 
shared Servers or software licenses. Also known as 0.;,.H1-, :;;.!id. 
See 	Cost. 

Indirect Cost 

(Service Design) The Prc, 	that ensures the Confidentiality 
and Availability of an 	 , information, data and IT 

Information Security Management usually forms part of an 
Orgamiat.ional approach to Security Management which has a wider 
scope than the IT Service Provider, and includes handling of paper, 
building access, phone calls etc., for the entire C 	)n. 

Information 
Security 
Management 
(ISM) 

Insourcing Synonym for 	 .cing. 

(Service Design) A security principle that ensures data and 
Co 

	

	Items are only modified by authorised personnel and 
s. Integrity considers all possible causes of modification, 

including software and hardware Failure, environmental Events, and 
human intervention. 

Integrity 

1 
Interactive Voice 	(Service Operation) A form of Auton 	_II a Li 	on that accepts 
Response (IVR) 	User input, such as key presses and spoken commands, to identify the 

correct destination for incoming Calls. 
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(Service Design) A Recovery Option which is also known as Warm 
Standby. Provision is made to Recover the IT Service in a period of time 
between 24 and 72 hours. Intermediate Recovery typically uses a 
shared Portable or Fixed Facility that has computer Systems and 
network Components. The hardware and software will need to be 
configured, and data will need to be restored, as part of the IT Service 

' 	Plan. 

Intermediate 
I Recovery 

Internal Customer A C 
Pro 
See i• 

orner who works for the same Business as the IT Service 

al Service , 	, External Customer. 

Internal Metric that is used within the IT =r 	r ovider to 	the 
eness or Cc E 	 of the IT 

internal Processes. Internal Metrics are not normally reported 
to the 	of the IT Se 	See External Metric. 

Internal Rate of 
	

(Service Strategy) A technique used to help make decisions about 
I Return (IRR) 
	

Capit6 L 	. IRR calculates a figure that allows two or more 
alternative investments to be compared. A larger IRR indicates a better 
investment. 
See Net Present Value, Return on Investment. 

Internal Service 
	

(Service Strategy) An LI 	Hoe Pr Icier which is part of the same 
Provider 
	

Orga- 	as their Cu 	An 	Pro\ 	may have both 
Intir 	 and 
See 	e I 	 ,Ta  e II 

Internal Sourcing 
	

(Service Strategy) Using an I 
	

e Provider to manage IT 
Services. 
See Service Sourcing, Type IS. lice Provider, Type II Service 
Provider. 

International 
Organization for 
Standardization 
(ISO) 

The International Organization for Standardization (ISO) is the world's 
largest developer of a‘dards. ISO is a non-governmental organization 
which is a network of the national standards institutes of 156 countries. 
Further information about ISO is available from http://www.iso.org/ 

See I 
	

&rianization for:Tar " 	(ISO) International 
Standards 
Organisation 

Internet Service 
Provider (ISP) 

An Externs 	Provider that provides access to the Internet. Most 
ISPs also provide other IT Services such as web hosting. 

Invocation 

Ishikawa Diagram 

(Service Design) Initiation of the steps defined in a plan. For example 
initiating the IT Service Continuity Plan for one or more IT Services. 

(Service Operation) (Continual Service Improvement) A technique 
that helps a team to identify all the possible causes of a'Problem. 
Originally devised by Kaoru Ishikawa, the output of this technique is a 
diagram that looks like a fishbone. 



All of the hardware, software, networks, facilities etc. that are required to 
Develop, Test, deliver, Monitor, Control or support IT Services. The term 
IT Inf. 	ucture includes all of the Information Technology but not the 
associated people, Processes and documentation. 

IT Infrastructure 

IT Operations (Service Operation) Activities carried out by IT Operations Control, 
including Console Management, - 	chedu!ing, Backup and Restore, 
and Print and Output Management. 
IT Operations is also used as a synonym for Service or 3tion. 

 

(Service Operation) The Function responsible for 	r and 
.1 of the IT Services and IT Infrastructure. 

See 	 Bridge. 

(Service Operation) The Function within an IT S 	 .1r which 
performs the daily A( 	needed to manage IT S 	and the 
supporting IT Ir' 	. IT Operations Management includes IT 
Operations Ce ,1,.' and . at 	Management. 

A Service provided to one or more Cw.,;l.c, -neTs by an IT St-?rivice 
Provider, An IT Service is based on the use of :iforni-iat'on Technology 
and supports the Customer's Business 	3. An 1-7 Service is 
made up from a combination of people, Pr,. s. 	s is and technology and 
should be defined in a Service Level Agreement. 

. IT Operations 
Control 

IT Operations 
Management 

IT Service 
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. ISO 9000 
	

A generic Lei m thatrefers to a number of international o,tant_iards and 
Gt. 	Iin,  for r 	Management Systems. 
See http://www.iso.org/hr more information. 
See ISO. 

ISO 9001 
	

An international Starvk, for 	 ,iigement Systems. 
See ISO 9000, 

ISO/IEC 17799 
	

(Continual Service Improvement) ISO Code of Practice for 
Information Security Management. 

ISO/IEC 20000 
	

ISO Specification and Code of 	for IT Service Man-. nr3nt. 
ISO/IEC 20000 is aligned with ITL, En' Praci• 

ISO/IEC 27001 
	

(Service Design) (Continual Service Improvement) 	necification 
for Informs,ritici.in Security r' 	-En9,rrent. The corresponding C,ode oi 
Practicii, is l':11',0!IEC 177n 
See Standard. 

IT Directorate 
	

(Continual Service Improvement) Senior Management within a 
Service Provider, charged with developing and delivering IT services. 
Most commonly used in UK Government departments. 
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IT Service 
Continuity 
Management 
(ITSCM) 

(Service Design) The I .00.aos responsible for managing Risks that 
could seriously impact IT Services. ITSCM ensures that the IT SE.• • 
Provider can always provide minimum agreed Sii:,rvice Levels, by 
reducing the Risk to an acceptable level and PkTitl,iinc3 for the Recovery 
of IT -S 	ITSCM should be designed to support Business 

. 	13nayPH-r-fr 

IT Service 
Continuity Plan 

(Service Design) A Plan defining the steps required to Recover one or 
more IT Services. The Plan will also identify the triggers for invecat.n,  
people to be involved, communications etc. The IT Service Continuity 
Plan should be part of a 	foritinuily Plan. 

 

IT Service 
Management 
(ITSM) 

The implementation and management of Quality IT Services that meet 
the needs of the Business. IT Service Management is performed by IT 
Si;:i.viie Providers through an appropriate mix of people, Process and 
Iriormation Technology. 
See Service Management. 

 

IT Service 
Management 
Forum (itSMF) 

The IT Service Management Forum is an independent 	anisation 
dedicated to promoting a professional approach to IT Ser.„ice 
Management. The itSMF is a not-for-profit membership Organisation 
with representation in many countries around the world (itSMF 
Chapters). The itSMF and its membership contribute to the 
development of ITIL and associated IT Service 	m nt Standards. 
See http://www.itsmf.com/ for more information. 

  

IT Service 
	

(Service Strategy) A Service Provider that provides IT Services to 
Provider 
	

Interne. 	rs or External Customers. 

1 IT Steering Group A formal group that is responsible for ensuring that Business and IT 
I (ISG) 
	

Service. 	 :E. and Plans are closely aligned. An IT 
Steering Group includes senior representatives from the Business and 
the IT Service Provide]. 

ITIL 
	

A set of Best Practice guidance for IT Service Management. ITIL is 
owned by the OGC and consists of a series of publications giving 
guidance on the provision of Quality IT Services, and on the Processes 
and facilities needed to support them. See http://www.itil.co.uk/ for 
more information. 

Job Description A Document which defines the Roles, responsibilities, skills and 
knowledge required by a particular person. One Job Description can 
include multiple Roles, for example the Roles of C .;infiguration Manager 
and Ch, -3 	,ager may be carried out by one person. 

Job Scheduling (Service Operation) Planning and managing the execution of software 
tasks that are required as part of an IT Service. Job Scheduling is 
carried out by IT Operati 	gement, and is often automated using 
software tools that run batch or online tasks at specific times of the day, 
week, month or year. 
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Kano Model (Service Strategy) A 	developed by Noriaki Kano that is used to 
help understand Cu 	ner preferences. The Kano Model considers 
Attributes of an IT Secice grouped into areas such as Basic Factors, 
Excitement Factors, Performance Factors etc. 

Kepner & Tregoe 
Analysis 

(Service Operation) (Continual Service Improvement) A structured 
approach to Problem solving. The Problem is analysed in terms of what, 
where, when and extent. Possible causes are identified. The most 
probable cause is tested. The true cause is verified. 

Key Performance 
Indicator (KPI) 

(Continual Service Improvement) A Metric that is used to help 
manage a Process, IT Service or 	Many Metric: may be 
measured, but only the most important of these are defined as KPIs and 
used to actively manage and report on the Pr:3E.::cs, i - 	or 
Act iv ty. KPIs should be selected to ensure that Efficiency, 
Effeck/eness, and Cost Effectiveness are all managed. 
See Critical Success Factor. 

Knowledge Base (Service Transition) A logical database containing the data used by the 
Service Knowledge Managem(a.')l Svu: -.1. 

1 Knowledge 
Management 

(Service Transition) The Process responsible for gathering, analysing, 
storing and sharing knowledge and information within an Organisation. 
The primary purpose of Knowledge Management is to improve 
Efficiency by reducing the need to rediscover knowledge. 
See Du 	- 'Drn-lear-uto-Knowledge-to-VVisdom, Service Knowledge  

stem. 

 

Known Error (Service Operation) A Problem that has a documented Root Cause 
and a 1,-Uor:-.31-..a,nd. Known Errors are created and managed throughout 
their Lifecycle by Problem Manage , r 	Known Errors may also be 
identified by DE.; 	rt or 

 

ii Known Error 	(Service Operation) A database containing all Known Error Records. 
Database (KEDB) This database is created by PI . 	 c anent and used by In-: 

and Problem ir 	ant. The Known Error Database is part of the 
Service Know 

Known Error 
Record 

(Service Operation) A f 	containing the details of a , 	Error. 
Each Known Error Record documents the 	of a Km.; n Error, 
including the Stat. 	. L r —  and WorKar-,..ind, In some 
implementations a Kr 	r 	is documented using additional fields in 
a Problem Record. 

 



The OGC methodology for managing Risks. MoR includes all the 
Activities required to identify and Control the exposure to Risk which 
may have an impact on the achievement of an Oratrtsation's Business 
Objectives. 
See http://www.m-o-r.org/ for more details. 

Management of 
Risk (MoR) 

Management 
System 

The framework of 	, .ocesses and Functions that ensures an 
Organisation can achieve its Objectives. 

[
Management 

, Information 

  

 

Information that is used to support decision making by managers. 
Management Information is often generated automatically by tools 
supporting the various IT Service Manage ~ ' Processes. 
Management Information often includes the values of KPIs such as 
"Percentage of Changes leading to incide 	", or "first time fix rate". 
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The various stage in the life of an IT &,rvice, Configuration 
Incident, Problem, Change etc. The Lifecycle defines the Categc, 	for 
Status and the Slotus transitions that are permitted. For example: 
• The Lifecycle of an Application includes Requirements, EN 

Build, Deploy, Operate, Optimise. 
• The Expanded Incident Lifecycle includes Detect, Respond, 

Diagnose, Repair, Recover, Restore. 
• The lifecycle of a Server may include: Ordered, Received, In Test, 

Live, Disposed etc. 

Lifecycle 

Line of Service 
(LOS) 

(Service Strategy) A Core Service or Supporting Service that has 
multiple Service Level Packages. A line of Service is managed by a 
Product Manager and each Service Level Package is designed to 
support a particular market segment. 

Live 
	

(Service Transition) Refers to an IT Service or Coi 	!ration I e that 
is being used to deliver Service to a Customer. 

Live Environment (Service Transition) A controlled Environment containing Live 
Configuration Items used to deliver IT Services to Customers. 

Maintainability (Service Design) A measure of how quickly and Effectively a 
Co -  - ation Item or IT Service can be restored to normal working after 
a 	ire. Maintainability is often measured and reported as MTRS. 
Maintainability is also used in the context of So'i 	or IT Service 
Development to mean ability to be rThanged or Pe ired easily. 

Major Incident 	| (Service Operation) The highest 	ry of 	for an Incident. A 
Major Incident results in significant disruption to the Business. 

Managed 
Services 

(Service Strategy) A perspective on IT Services which emphasizes the 
fact that they are managed. The term Managed Services is also used as 
a synonym for Outsourced IT Services. 



(Service Strategy) All opportunities that an IT 	km R' 	could 
exploit to meet business needs of Customers. The Market Space 
identifies the possible IT Services that an iT 	P 	may wish 
to consider delivering. 

Market Space 

Maturity (Continual Service Improvement) A measure of the 
Efficiency and Effect've.naas of a Process, Function, C 	f'cr etc. 
The most mature Pre.->.:::::--aas and Functions are formally aligned to 
Business Objectives and Strategy, and are supported by a framework 
for continual improvement. 

Manual 
	

A 	 that requires manual intervention. Manual Workaround is 
Workaround 
	

also used as the name of a Recov-ary Opti.nn in which The Business 
Process Operates without the use of IT Services. This is a temporary 
measure and is usually combined with another Recovery Option. 

Marginal Cost 
	

(Service Strategy) The Cost of continuing to provide the IT Service. 
Marginal Cost does not include investment already made, for example 
the cost of developing new software and delivering training. 
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Maturity Level A named level in a Maturt,  model such as the Carnegie Mellon 
Ca 	Hit!, 	 Integration. 

  

Mean Time 
Between Failures 
(MTBF) 

(Service Design) A 	- ic for measuring and reporting R 
MTBF is the average time that a Confi7—, 	Item or IT Sr-viue can 
perform its agreed Function without interruption. This is measured from 
when the CI or IT 	ie starts working, until it next fails. 

  

Mean Time 
Between Service 
Incidents (MTBSI)  

(Service Design) A Metric used for measuring and reporting Fe' 	ty. 
MTBSI is the mean time from when a System or IT Service fails, until it 
next fails. MTBSI is equal to MTBF + IVITRS. 

Mean Time To 
Repair (MTTR) 

The average time taken to repair a Configtira4.!.-Dr: 	or IT Se 	after 
a Failure. MTTR is measured from when the CI or iT Servir,,,  fails until it 
is l'tepaired. MTTR does not include the time required to 	,,:er or 

a. MTTR is sometimes incorrectly used to mean 	Time to 
Service. 

Mean Time to 
Restore Service 
(MTRS) 

The average time taken to 	a Con ir 	or IT Sei 
after a r'It 	MTRS is measured from when the CI or IT Service fails 
until it is fully 	and delivering its normal functionality. 
See 	 ._ Repair. 

Metric (Continual Service Improvement) Something that is measured and 
reported to help manage a Prir 	!T Service or Activity. 
See KPI. 

Middleware (Service Design) Software that connects two or more software 
r 	-- er's or " pplications. Middleware is usually purchased from a 

, rather than developed within the IT Service Provider. 
See (_.)' the 
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Mission 
	

The Mission Statement of an —,g,3nisaticri is a short but complete 
Statement 
	

description of the overall purpose and intentions of that Organisation. It 
states what is to be achieved, but not how this should be done. 

Model 
	

A representation of a System, Process, IT Service, Configuration Item 
etc. that is used to help understand or predict future behaviour. 

I Modelling 
	

A technique that is used to predict the future behaviour of a System, 
Process, IT Service, Cr:_'..,gu-Ition Item etc. Modelling is commonly 
used in Financial Mar 	ent, Capacity Management and Availability 
Management. 

Monitor Control 
Loop 

(Service Operation) Monitoring the output of a Task, Process, IT 
Service or Configuration Item; comparing this output to a predefined 
norm; and taking appropriate action based on this comparison. 

Monitoring (Service Operation) Repeated observation of a Configuration Item, IT 
Service or Process to detect Events and to ensure that the current 
status is known. 

Near-Shore (Service Strategy) Provision of Services from a country near the 
country where the 	mer is based. This can be the provision of an IT 
Service, or of supporting Functions such as Service Desk. 
See On- 	, Off-shore. 

Net Present Value 
(NPV) 

(Service Strategy) A technique used to help make decisions about 
Capital E> 	diture. NPV compares cash inflows to cash outflows. 
Positive NPV indicates that an investment is worthwhile. 
See Internal Rate of Return, Return on Investment. 

Notional Charging (Service Strategy) An approach to Charging for IT Servicr :;. 	g 
to Customers are calculated and Customers are informed of the charge, 
but no money is actually transferred. Notional Charging is sometimes 
introduced to ensure that Customers are aware of the Costs they incur, 
or as a stage during the introduction of real Charging. 

Objective The defined purpose or aim of a Process, an Activity or an 	isatio 
as a whole. Objectives are usually expressed as measurable targets. 
The term Objective is also informally used to mean a Requirer int. 
See Outcome. 

Off the Shelf 
	

Synonym for Commercial Off the Shelf. 

Office of 
Government 
Commerce (OGC) 

OGC owns the ITIL brand (copyright and trademark). OGC is a UK 
Government department that supports the delivery of the government's 
procurement agenda through its work in collaborative procurement and 
in raising levels of procurement skills and capability with departments. It 
also provides support for complex public sector projects. 
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Office of Public 
Sector 
Information 
(OPSI) 

OPSI license the Crown Copyright material used in the r! — 
publications. They are a UK Government department who provide 
online access to UK legislation, license the re-use of Crown copyright 
material, manage the Information Fair Trader Scheme, maintain the 
Government's Information Asset Register and provide advice and 
guidance on official publishing and Crown copyright. 

I Off-shore (Service Strategy) Provision of Services from a location outside the 
country where the Customer is based, often in a different continent. This 
can be the provision of an IT Service, or of supporting F. 	ns such 
as Service Desk. 
See On-snore, Near-shore. 

I On-shore (Service Strategy) Provision of Services from a location within the 
country where the Customer is based. See Ct!' 	NE 'e. 

Operate To perform as expected. A Pr-- 	or Configuration Item is said to 
Operate if it is delivering the 	L “ --eJ outputs. Operate also means to 
perform one or more Operations. For example, to Operate a computer is 
to do the day-to-day Operations needed for it to perform as expected. 

 

Operation (Service Operation) Day-to-day management of an IT Servicc, 	, 
or other Cul.i.iguration Item. Operation is also used to mean any pre-
defined Activily or Transaction. For example loading a magnetic tape, 
accepting money at a point of sale, or reading data from a disk drive. 

Operational The lowest of three levels of Planning and delivery (Strategic, 
Operational). Operational Activities include the day-to-day or short term 

g or delivery of a Business Process or IT Service 	ment 

The term < -.3tional is also a synonym for Live. 

Operational Cost 

Operational 
Expenditure 
(OPEX) 

Operational Level 
Agreement (OLA) 

Cost resulting from running the IT Services. Often repeating payments. 
For example staff costs, hardware maintenance and electricity (also 
known as "current expenditure" or "revenue expenditure"). 
See C 	I Expenditure. 

Synonym for Operation 

(Service Design) (Continual Service Improvement) An Agreement 
between an IT Service Provider and another part of the same 
Orc - 	n. An OLA supports the IT Service Provider's delivery of IT 
Serviut to .,k_istomers. The OLA defines the goods or S 	- to be 
provided and the responsibilities of both parties. For example there 
could be an OLA 
• between the IT Service Provider and a procurement department to 

obtain hardware in agreed times 
• between the Service Desk and a Support Group to'provide Incident 

Resolution in agreed times. 
See Service Level Agreement. 



Pain Value 
Analysis 

(Service Operation) A technique used to help identify the 	ess 
irr pact of one or more Problems. A formula is used to calculate Pain 
Value based on the number of Users affected, the duration of the 

,owntirne, the Ing 	on each User, and the cost to the Business (if 
known). 

Pareto Principle (Service Operation) A technique used to prioritise ,cltiv t s. The 
Pareto Principle says that 80% of the value of any ..: .'ty is created 
with 20% of the effort. Pareto Analysis is also used in Piso:lem 
Management to prioritise possible Problem causes for investigation. 

Operations 
Control 

Synonym for IT Operations Control. 

Operations 
Management 

Synonym for ions 	nent. 

Optimise )view PI r : and request Changes, in order to obtain the maximum 
Eli'lciency and Effectiveness from a Process, Confit : 	em, 
Application etc. 

Overhead Synonym for ,,,direct cost 

A company, legal entity or other institution. Examples of Organisations 
that are not companies include Internationtil Standards Orgarli 	or 
itSMF. The term Organisation is sometimes used to refer to any entity 
which has People, Resources and Budgets. For example a Projec, or 
Business Unit. 

Organisation 

The result of carrying out an Aotiv, following a Process; delivering an 
IT Service etc. The term Outcome is used to refer to intended results, as 
well as to actual results. 
See 01::::je 

Outcome 

(Service Strategy) Using an External Service Provider to manage IT 
Services. 
See Servi 	rcing, Type III Service Provider. 

(Service Strategy) A Cost that is used in deciding between investment 
choices. Opportunity Cost represents the revenue that would have been 
generated by using the Resources in a different way. For example the 
Opportunity Cost of purchasing a new Server may include not carrying 
out a 	:3 Improvement activity that the money could have been 
spent on. Opportunity cost analysis is used as part of a decision making 
processes, but is not treated as an actual Cost in any financial 
statement. 

Opportunity Cost 

Outsourcing 

(Service Operation) A physical location where IT Services and IT 
Infrastructure are monitored and managed. 

Operations Bridge 
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Partnership A relationship between two Organisations which involves working 
closely together for common goals or mutual benefit. The 11 Service 
Provider should have a Partnership with the Business, and with Third 
Parties who are critical to the delivery of 
See Value Network. 

Passive 
Monitoring 

(Service Operation) Monitoring of a Configuration Item, an IT Service 
or a Proc,::.s]. that relies on an Alert or notification to discover the current 
status. See Active Monitoring. 

Pattern of 
Business Activity 
(PBA) 

(Service Strategy) A Workload profile of one or more Business 
Patterns of Business Activity are used to help the IT Service 

Pc 	- understand and plan for different levels of Business Activity. 
See 

Percentage 
utilisation 

(Service Design) The amount of time that a Component is busy over a 
given period of time. For example, if a CPU is busy for 1800 seconds in 
a one hour period, its utilisation is 50% 

Performance A measure of what is achieved or delivered by a 	person, team, 
Process, or IT Service. 

Performance, (Service Strategy) An approach to Organisational Culture that 
Anatomy 	 integrates, and actively manages, leadership and strategy, people 

development, technology enablement, performance management and 
innovation. 

Performance 
	

(Continual Service Improvement) The Process responsible for day-to- 
Management 
	

day C D 	----ement Activities. These include ° 1 	), 
Thr 	Id detection, Performance analysis and Tun„,, and 
implementing "1-1 	related to Performance and Caj ‘,ty. 

Pilot 
	

(Service Transition) A limited Dc-:f)yment of an IT Servic(- , a 	. 
ore Froci:..7ss to the Li,e 	 A Pilot is used to reduce 	and 
to gain 	feedback and Acci- 
See TeA 

Plan 
	

A detailed proposal which describes the Activities and Resources 
needed to achieve an Objective. For example a Plan to implement a 
new IT 	or P,oce:::s. ISO/IEC 20111)0 requires a Plan for the 
management of each T Service Mnr----• 	• T'rocess. 

Plan-Do-Check- 	(Continual Service Improvement) A four stage cycle for Process 
, Act 
	

management, attributed to Edward Deming. Plan-Do-Check-Act is also 
called the DE r .  j Cycle. 
PLAN: 	or revise Processes that support the IT Services. 
DO: Implement the Plan and manage the Processes. 
CHECK: Measure the Processes and IT Services, compare with 
Objectives and produce reports 
ACT: Plan and implement Changes to improve the Processes. 



An Acliv that needs to be completed, or a condition that needs to be 
met, to enable successful implementation of a Plan or Process. A PFS 
is often an output from one Pa 	- that is a required input to another 
Process. 

The standard UK government methodology for Pic]. management. 
See http://www.ogc.gov.uk/prince2/ for more information. 
See PMBOK. 

Prerequisite for 
Success (PFS) 

Pricing 

PRINCE2 

(Service Strategy) The Activity for establishing how much 	oars 
will be Charged. 

(Service Transition) (Service Operation) A Category used to identify 
the relative importance of an 	 or Change. Priority is 
based on Impact and Urcifc.y, and is used to identify required times for 
actions to be taken. For example the SLI may state that Priority2 
incidents must be resolved within 12 hours. 

Priority 
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(Service Design) Agreed time when an IT Ser,—, will not be available. 
Planned Downtime is often used for maintenance, upgrades and testing. 
See Change 1 	v, Downtime. 

Planned 
Downtime 

Planning An Activity responsible for creating one or more Plans. For example, 
Capacity Planning. 

PMBOK A Project management Standard maintained and published by the 
Project Management Institute. PMBOK stands for Project Management 
Body of Knowledge. See http://www.pmi.org/ for more information. 
See PRINCE2. 

F 	 
Policy Formally documented management expectations and intentions. 

Policies are used to direct decisions, and to ensure consistent and 
appropriate development and implementation of 
Roles, 	IT Infrastructure etc. 

 

Portable Facility (Service Design) A prefabricated building, or a large vehicle, provided 
by a Third Party and moved to a site when needed by an IT Servi 

Plan. 
See Recovery Option, Fixed Facility. 

Post 
Implementation 
Review (PIR)  

A Review that takes place after a Change or a Project has been 
implemented. A PIR determines if the Change or Project was 
successful, and identifies opportunities for improvement. 

Practice A way of working, or a way in which work must be done. Practices can 
include 	 .:unctions, S. 	r 	and Guidelines. 
See Be.; 

Proactive 
Monitoring 

(Service Operation) Monitoring that looks for patterns of E 
predict possible future Failures. 
See Reac 	)ring. 

s to 

  



Process Control 

ITIL®  V3 Glossary v3.1.24, 11 May 2007 
P 	Ictive Problem M 3gerrk it to 	 En-iron 	nt 

Proactive 
Problem 
Management 

(Service Operation) Part of the Problem Management Process. The 
Objective of Proactive Problem Management is to identify Problems that 
might otherwise be missed. Proactive Problem Management analyses 
Incident Records, and uses data collected by other IT 
Management Processes to identify trends or significant Prii-A.A..fms. 

Problem (Service Operation) A cause of one or more Incicients. The cause is 
not usually known at the time a Problem Record is created, and the 

, Problem Management Process is responsible for further investigation. 

Problem 
	

(Service Operation) The Process responsible for managing the 
Management 
	

Li' 	le of all P -Th'ems. The primary ” 	ti' s of Problem 
Management are to prevent Incidents from happening, and to minimise 
the 	toact of 'n' 	,ts that cannot be prevented. 

Problem Record (Service Operation) A Record containing the details of a Prni..iiorn. 
Each Problem Record documents the Lifecycle of a single Pr(.: --fr. 

Procedure A Document containing steps that specify how to achieve an A 
Procedures are defined as part of 	s/ 
See Work Instruction. 

A structured set of Activities designed to accomplish a specific 
Objective. A Process takes one or more defined inputs and turns them 
into defined outputs. A Process may include any of the Roles, 
responsibilities, tools and management Controls required to reliably 
deliver the outputs. A Process may define Policies, Standards, 
Gt 	- 	Activities, and I. 	In tr 	. ins if they are needed. 

The 	ity of planning and regulating a 	with the Objective of 
performing the Pr o€ in an Effen 	, 	, and consistent manner. 

Process 

A Role responsible for Operational management of a Process. The 
Process Manager's responsibilities include Planning and co-ordination 
of all Activities required to carry out, monitor and report on the Process. 
There may be several Process Managers for one Process, for example 
regional Change Managers or IT Service Continuity Managers for each 
data centre. The Pro: es k 	ilie is often assigned to the person 
who carries out the 	 , but the two Roles may be 
separate in larger Or 	)isatii: 

Process Manager 

I
Process Owner A Role responsible for ensuring that a Process is Fit fnr 	se. The 

Process Owner's responsibilities include sponsorship, 	, Change 
Management and continual improvement of the Proces and its Metrics. 
This r'olc is often assigned to the same person who carries out the 

.-c 	s |zn 	da. but the two Roles may be separate in larger 
Orgar sations. 

Production 
I Environment  

Synonym for Live Environment. 



Profit Centre (Service Strategy) A 	Unit which charges for Servif.-,es 
i provided. A Profit Centre can be created with the objective of making a 

profit, recovering Costs, or running at a loss. An IT Service Provider can 
be run as a Cost Centre or a Profit Centre. 

A template, or example DT, 	t containing example data that will be 
replaced with the real values when these are available. 

pro-forma 

A number of Projects and Activities that are planned and managed 
together to achieve an overall set of related 	 and other 
Outcomes. 

Programme 

ire is 
lion or IT 

Qualification (Service Transition) An Activity that ensures that IT Infriiz 
appropriate, and correctly configured, to support an Apt.;" 
Service. 
See Validation. 

The ability of a product, Service, or Process to provide the intended 
value. For example, a hardware Component can be considered to be of 
high Quality if it performs as expected and delivers the required 

. P 	, Quality also requires an ability to monitor 
and 	fficiency, and to improve them if necessary. 

See CI 	, 	ag_ment Svgtem. 

Quality 

Quality Assurance 
(QA) 

(Service Transition) The 	responsible for ensuring that the 
C)uo/dy of a product. Servic or Process will provide its intended Value. 

(Continual Service Improvement) The set of Processes responsible 
for ensuring that all work carried out by an Organ 	is of a suitable 

' 	to reliably meet Business Objectives or 	e Levels. 
See 	J000. 

Quality 
Management 
System (QMS) 

(Continual Service Improvement) An improvement Activity which is 
expected to provide a Return on Investment in a short period of time 
with relatively small Cost and effort. 
See Pareto Principle. 

Quick Win 
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Project A temporary Ones, caton, with people and other Assets required to 
achieve an C_ 	or other Outcome. Each Project has a Lifecycle 
that typically includes initiation. Planning, execution, Closure etc. 
Projects are usually managed using a formal methodology such as 
PRINCE2. 

Projected Service 
Outage (PGO) 

(Service Transition) A Document that identifies the effect of planned 
Changes, maintenance Activities and Test Plans on agreed Service 

' LEvels. 

   

PRojects IN 
Controlled 
Environments 
(PRINCE2) 

See PRINCE2 
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RACI 
	

(Service Design) (Continual Service Improvement) A Model used to 
help define Roles and Responsibilities. RACI stands for Responsible, 
Accountable, Consulted and Informed. 
See Stakeholder. 

Reactive 	 (Service Operation) Mon: -ing that takes action in response to an 
Monitoring 	Event. For example submitting a batch job when the previous job 

completes, or logging an 	when an Error occurs. 
See Proactive Monitorift:,. 

Reciprocal 	(Service Design) A 	. Or: 	An agreement between two 
Arrangement 	Qgeniaaborstnsharereoouroeninonemergenoy.Foraxample. 

.er 	space or use of a mainframe. 

Record A 	:ument containing the results or other output from a Process or 
Actk, y. Records are evidence of the fact that an Activity took place and 
may be paper or electronic. For example, an Audit report, an Incident 
Record, or the minutes of a meeting. 

Recovery (Service Design) (Service Operation) Returning a 	 Item 
or an IT Service to a working state. Recovery of an IT Servick: often 
includes recovering data to a known consistent state. After Recovery, 
further steps may be needed before the IT Service can be made 
available to the Users (Restoration). 

Recovery Option (Service Design) A Stratec ,/ for responding to an interruption to 
Sel i,  D. Commonly used r 	-1 'es are Do Nothing, Manual 
Wc 	ri id, Reciprocal An 'ngement, Gradual Recove' 	hediate 

Fhst Recovery, in iediate RF-overy. Recovery Options may 
make use of dedicated facilities, or Th,  12  ty facilities shared by 
multiple - 	;es. 

Recovery Point 
	

(Service Operation) The maximum amount of data that may be lost 
Objective (RPO) 
	

when Service is Restored after an interruption. Recovery Point 
Objective is expressed as a length of time before the Failure. For 
example a Recovery Point Objective of one day may be supported by 
daily Backups, and up to 24 hours of data may be lost. Recovery Point 
Objectives for each IT Sy.ihi 	should be negotiated, agreed and 
documented, and used as F, 	ants for Service DE 	and IT 

• ?, Continuity Plans. 

Recovery Time 
	

(Service Operation) The maximum time allowed for recovery of an IT 
Objective (RTO) 
	

vice following an interruption. The Service Level to be provided may 
be less than normal Service L. 	- gets. Recovery Time Objectives 
for each IT Shry'ce should be negotiated, agreed and documented. 
See Busir 	,)act Analysis. 

Redundancy 
	

Synonym for Fault Tok::i 
The term Redundant also has a generic meaning of obsolete, or no 
longer needed. 



(Service Transition) The F 	responsible for Plar 	scheduling 
and controlling the movement of ,I,'-ases to Test and 
E 	,nrnen-U . The primary Obie o of Release Management is to 
ensure that the integrity of the . 	_ 	rcnment is protected and that 
the correct 	 are released. Release Management is part of 
the Release a 	 int Ma:.  ""'E 	Pr 

Release 
Management 

Release Process The name used by NEC 	) for the Process group that includes 
Re 	ase Man_ 	. This group does not include any other 
P 	se 5. 
Release Process is also used as a synonym for 
Process. 

(Service Transition) A Record in the 	that defines the content of 
a Release. A Release Record has 	•hips with all Ct.s.1 
Items that are affected by the • 

Release Record 

(Service Transition) (.. 	 of an IT Service that are normally 
1 together. A Release Unit typically includes sufficient 

Cor .pinents to perform a useful t-unction. For example one Release 
Unit could be a Desktop PC, including Hardware, Software, Licenses, 
Documentation etc. A different Release Unit may be the complete 
Payroll Application, including IT 	is Pr--c 	and User 
training. 

Release Unit 

Release Window Synonym for Change \, 	DW. 

Release 
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Relationship A connection or interaction between two people or things. In BusincsF 
:hip Ma a lement it is the interaction between the IT 

Provider and the .buCeess. In Configt.ibiar, b`..pm:,gernent it is a link 
between two Cor:,,,,trAion 	that identifies a dependency or 
connection between them. For example Applications may be linked to 
the Servers they run on, IT Services have many links to all the Cis that 
contribute to them. 

 

  

Relationship 	The ISO/IF.7, 20000 Prcc 	group that includes Business Relationship 
Processes 	 •, .?nt and S, 1' 

	 ent. 

(Service Transition) A collection of hardware, software, 
documentation, Pros— 	or other C 	- required to implement 
one or more approved t 	to 	 The contents of each 
Release are managed, 	, and 	as a single entity. 

Release and 
Deployment 
Management 

(Service Transition) The 	responsible for both Release 
rent and Deployme: 

Release 
Identification 

(Service Transition) A naming convention used to uniquely identify a 
Release. The Release Identification typically includes a reference to the 
Configuration item and a version number. For example Microsoft Office 
2003 SR2. 
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Reliability (Service Design) (Continual Service Improvement) A measure of 
how long a Configuration l' 	or IT Service can perform its agreed 
Function without interruption. Usually measured as MTBF or MTBSI. 
The term Reliability can also be used to state how likely it is that a 
Process. Function etc. will deliver its required outputs. 
See AvailaL,' 

Remediation 	(Service Transition) Recovery to a known state after a failed Change 
or Release. 

Repair 	 (Service Operation) The replacement or correction of a failed 
Configuration Item. 

Request for 
Change (RFC) 

(Service Transition) A formal proposal for a Change to be made. An 
RFC includes details of the proposed t- 	, and may be recorded on 
paper or electronically. The term RFC is often misused to mean a 
Change Record, or the Chang- itself. 

Request 
Fulfilment 

(Service Operation) The P 	responsible for managing the 
Lifecycle of all Service Requests. 

Requirement (Service Design) A formal statement of what is needed. For example a 
Servic.i Level Requirement, a Project Requirement or the required 

fora Process. 
See S'.eari•ient of Requirements. 

Resilience (Service Design) The ability of a Configuration Item or IT Service to 
resist 	-e or to Recover quickly following a Failure. For example, an 
armoured cable will resist failure when put under stress. 
See 	T lerance. 

Resolution (Service Operation) Action taken to repair the Root Cause of an 
or Problem, or to implement a Wc,i-karound. 

In 	20000, Resolution 	• is the Process group that 
includes Incident and Probleir 	he.nt. 

Resolution 
Processes 

The 	 P- 	group that includes Incident °--f 	nent 
and 

Resource (Service Strategy) A generic term that includes IT Infraiiii' 
people, money or anything else that might help to deliver an IT Service. 
Resources are considered to be Assets of an Orgariisa 
See 	y, Service Asset. 

  

Response Time A measure of the time taken to complete an Operation or Trai- 
, Used in 	IviRnagement as a measure of IT Infrestrre 

and in inci:A.e,rit ilanagement as a measure of the time 
taken to answer the phone, or to start Diagnosis. 

  

Responsiveness A measurement of the time taken to respond to something. This could 
be Response Time of a Trar 	, or the speed with which an IT 
Service Provider responds to an Incident or Request for Change etc. 
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Restoration of 
	

I See 
Service 

Restore (Service Operation) Taking action to return an IT Service to the Users 
after R air and .Jcovery from an (! 	ient. This is the primary 

Retire (Service Transition) Permanent removal of an IT Service, or other 
Jinn Item, from the Live Environment. Retired is a stage in the 
of many Configcrailen 17:ems. 

Return on 
Investment (ROI) 

(Service Strategy) (Continual Service Improvement) A measurement 
of the expected benefit of an investment. In the simplest sense it is the 
net profit of an investment divided by the net worth of the assets 
invested. 
See Net Present Value, Value on Investment. 

 

  

(Service Design) The phase of an IT Service Continuity Plan during 
which full normal operations are resumed. For example, if an alternate 
data centre has been in use, then this phase will bring the primary data 
centre back into operation, and restore the ability to invoke IT Service 
Continuity Plans again. 

Return to Normal 

Review An evaluation of a Change, Problem, Process, Project etc. Reviews are 
typically carried out at predefined points in the ! :iecycle, and especially 
after Closure. The purpose of a Review is to ensure that all Ddi,, )les 
have been provided, and to identify opportunities for improvement. 
See Post Implementation Review. 

Rights (Service Operation) Entitlements, or permissions, granted to a User or 
Role. For example the Right to modify particular data, or to authorize a 
Change. 

Risk 
	

A possible 	that could cause harm or loss, or affect the ability to 
achieve 0i:: )cs:tives. A Risk is measured by the probability of a Threat, 
the Vuinera .I! of the Asset to that Threat, and the Impact it would 
have if it occurred. 

Risk Assessment 	The initial steps of Risk Management. Analysing the value of Assets to 
the business, identifying Threats to those A 	3, and evaluating how 
Vulnerable each Asset is to those Threats. Risk Assessment can be 

I 	 quantitative (based on numerical data) or qualitative. 

Risk Management The Process responsible for identifying, assessing and controlling 
Risks. 
See Risk Assessment. 

Role 	 A set of responsibilities, Activities and authorities granted to a person or 
team. A Role is defined in a Process. One person or team may have 
multiple Roles, for example the Roles of Configuration Manager and 
Change Manager may be carried out by a single person. 



The boundary, or extent, to which a Process, Procedure, 
Contract etc. applies. For example the Scope of Ch.F.T,je 
may include all Live IT S 	and related Confl .,' 
Scope of an ISO/IEC 2GOOL' 2ertilicate may include all IT Sr 
delivered out of a named data centre. 

(Service Operation) The second level in a hierarchy of Support Groups 
involved in the resolution of 	and investigation of Problems. 
Each level contains more specialist skills, or has more time or other 

irr 3. 

Security See information 	 -bieTt 

Security 
Management 

Synonym for ° 	 -u 

Security Policy Synonym for - 	security Policy 

(Service Strategy) An approach to Desianing a solution or IT F; 
that divides the problem into pieces that can be solved independently. 
This approach separates "what" is to be done from "how" it is to be 
done. 

Separation of 
Concerns (SoC) 

in, 
nt 

the 

Scope 

Second-line 
Support 

(Service Operation) A computer that is connected to a network and 
provides software Functions that are used by other computers. 

Server 

A means of delivering value to Customers by facilitating C 	3 

CUStO 	3 want to achieve without the ownership of specific C s and 
Service 

(Service Transition) A set of criteria used to ensure that an IT Se ' ,;oe 
meets its functionality and Quality Requirements and that the IT . 
Pi ) !?, is ready to Operale the new IT Service when it has been 

See , 	-)tance. 

Service 
Acceptance 
Criteria (SAC) 
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Rollout 
• '17 

(Service Transition) Sy11011ylil for Do,—oyrnent. Most often used to refer 
to complex or phased 	 or Deployments to multiple 
locations. 

Root Cause 

Root Cause 
Analysis (RCA)  

(Service Operation) The underlying or original cause of an Incident or 
Problem. 

(Service Operation) An 	ivity that identifies the Roc 	of an 

	

ident or Problem. RCA typically concentrates on IT 	::,tructure 

e Failure r: 

Running Costs 

Scalability 

Synonym for Operation 

  

The ability of an IT 	 ocess, etc. to perform 
its agreed Function when the Workload or 3ope changes. 



(Service Strategy) A technique used in the Assessment of the 
Busit 	1 ----pact of 	.. Service Analytics 	the 
dependencies between Co:- 	- - .on 	, and the dependencies of IT 
Services on Configu. 	. 

Service Analytics 

' Service Asset Any C1 
See Ass 

r 	of a 	 viler. 

Service Asset and (Service Transition) The !- 	responsible for both Cc:  
Configuration 	3n 	it and 
Management 
(SACM) 

Service Capacity 
	

(Service Design) (Continual Service Improvement) The Activity 
Management 
	

responsible for understanding the Pei-bra-id:ice and t77--of IT 
(SCM) 
	

Seri...it -es. The Resources used by each IT ;service and the pattern of 
usage over time are collected, recorded, and analysed for use in the 

Plan. 
See iiiusiness Capacity I- 	ent, Componer: 	acity 
Management. 
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Service 
Catalogue 

(Service Design) A database or structured Document with information 
about all Live IT 	'ties, including those available for Df,--1)1:...irr.Fmt. The 
Service Catalogue is the only part of the Service Portfolio published to 
Customers, and is used to support the sale and delivery of IT '2 .7 a. 
The Service Catalogue includes information about deliverables, prices, 
contact points, ordering and request 
See Contr;-:-; 	). 

Synonym for IT S 	 nagement. 

(Service Strategy) A Contract to deliver one or more I— 	. The 
term Service Contract is also used to mean any Agree, 	to deliver IT 
Services, whether this is a legal Contract or an SLA. 
See Contract Portfolio. 

Service Continuity 
Management 

Service Contract 

Service Culture A Ci.;:'-omer oriented Culture. The major Objeclv,,es of a Service Culture 
are 	stcrner satisfaction and helping the Customer to achieve their 
Sun 

Service Design 	(Service Design) A stage in the 	r.3 of an IT 	. Service 
Design includes a number of P 	y 	s and Fur k̀  	and is the title of 
one of the Core ITIL publications. 
See Design. 

Service Design 
Package 

(Service Design) Document(s) defining all aspects of an IT Service and 
its 	- 	?rnents through each stage of its Liic: cle. A Service Design 
Package is produced for each new IT Service, major Change, or 17 

Retirement. 



ITIL°  V3 Glossary v3.1.24, 11 May 2007 
rvice Desk to S rvic Level Package (SLP) 

Service Desk (Service Operation) The S:agle Point 	tact between the s‘—v'ee 
and the t 	A typical Service Desk manages 	and 

SE. , e Requests, and also handles communication with the t 

 

Service Failure 
Analysis (SFA) 

(Service Design) An Activity that identifies underlying causes of one or 
more IT -. 	s  interruptions. SFA identifies opportunities to improve 
the IT 	-e 	Processes and tools, and not just the IT 

SFA is a time constrained, project-like activity, rather than 
an ongoing process of analysis. 
See Rout Cause Analysis. 

 

   

(Service Design) (Continual Service Improvement) An agreed time 
period when a particular IT Service should be Available. For example, 
"Monday-Friday 08:00 to 17:00 except public holidays". Service Hours 
should be defined in a Service Level Agreement. 

Service Hours 

Service 
Improvement Plan 
(SIP) 

Service 
Knowledge 
Management 
System (SKMS) 

(Continual Service Improvement) A formal Plan to implement 
improvements to a Process or IT Service. 

(Service Transition) A set of tools and databases that are used to 
manage knowledge and information. The SKMS includes the 

btion Management System, as well as other tools and 
databases. The SKMS stores, manages, updates, and presents all 
information that an IT Service Provider needs to manage the full 
f. 	of IT Services. 

Service Level Measured and reported achievement against one or more 2ei 
. The term Service Level is sometimes used informally to mean 

7 Level Target. 

: Service Level 
Agreement (SLA) 

(Service Design) (Continual Service Improvement) An - 	- -lent 
between an IT Service Prey :dc-  and a 	sc.-. The SLA describes 
the IT Service, documents P. 	 Te.:-:;3 ,3.s, and specifies the 
responsibilities of the 	 and the C • 	T. A single 
SLA may cover multiple IT 	Is or multiple Custom,  -- 
See Operotioua 	Auru,e., 	 

  

(Service Design) (Continual Service Improvement) The F 
responsible for negotiating H : 	• 	 , and ensuring that 
these are met. SLM is responsible for ensuring that all 	_ 

.rr it Processes, Op_ 	nal Leve: C, 	, and 
ntracts, are appropriate for the agreed 

i T 	. SLM monitors and reports on : 	 , and holds regular 
reviews. 

I Service Level 
Management 
(SLM) 

Service Level 
Package (SLP) 

(Service Strategy) A defined level of Lit . and Warranty for a 
particular Service Package. Each SLP is designed to meet the needs of 
a particular 	of Business Activity. 
See Li11.72 tt 

 

  



(Service Strategy) A detailed description of an IT St u 	that is 
available to be delivered to Customers. A Service Package includes a 
Service Le t.:eI Package and one or more CI': --- 	- 	and Supfte 
Services. 

1 Service Package 

(Service Strategy) A database or structured Document listing all IT 
Services that are under consideration or Development, but are not yet 
available to Customers. The Service Pipeline provides a 	le,  s view 
of possible future IT Services and is part of the Sen, : Portfolio which 
is not normally published to Customers. 

Service Pipeline 

Service Operation (Service Operation) A stage in the L 	-!--) of an IT s 	Service 
Operation includes a number of Prcese, 	and Furi-_::or and is the title 
of one of the Core ITIL publications. 
See Operation. 

Service Owner (Continual Service Improvement) A Role which is accountable for the 
delivery of a specific IT Service. 

 

Service Level 
Requirement 
(SLR) 
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(Service Design) (Continual Service Improvement) A Customer 
Rep, 	for an aspect of an IT Service. SLRs are based on 
Bush- - 	IPcH...es and are used to negotiate agreed Service Level 

Service Level 
Target 

(Service Design) (Continual Service Improvement) A commitment 
that is documented in a Service Level Are—in:ere_ Service Level 
Targets are based on Service Levei F 	irements, and are needed to 
ensure that the IT Service design is F:j 1:.)r Purpose,. Service Level 
Targets should be SMART, and are usually based on KPIs. 

Service 
Maintenance 
Objective  

(Service Operation) The expected time that a 	Won Item will 
be unavailable due to planned maintenance Activ 

Service 
Management  

Service Management is a set of specialized organizational capabilities 
for providing value to customer- in the form of services. 

Service 
Management 
Lifecycle 

An approach to IT Service 	etr,:ent that emphasizes the 
importance of coordination and :3ntrol across the various Functions, 
Processes, and Systems necessary to manage the full 	of IT 
Services. The Service Management Lifecycle approach considers the 
Strateg:,r, 	Transition, Operation and Comilue, 	•np:ovement of 
IT Services. 

Service Manager A manager who is responsible for managing the end-to-end Lifeovole of 
one or more IT 	'C 3. The term Service Manager is also used to 
mean any manager within the IT 	 ler. Most commonly 
used to refer to a 	ess Reiatic 	 , a Process Manager, 
an Ac 	nt 	or a senior manager with responsibility for IT 

overall. 



(Service Strategy) The complete set of Services that are managed by a 
Service Pi 	The Service Portfolio is used to manage the entire 
Lifecycle of all Si- 	, and includes three (, 
(proposed or in Dev,-- 	it); 	. 	 or available for 
Doplament); and R. 
See 
	

ot PoLi 

1  Service Portfolio 

Service Portfolio 
Management 
(SPM) 

(Service Strategy) The i7 	responsible for managing the 
P')rtfr•Ii0. Service Portfolio Management considers Services in terms of 
the 	less value that they provide. 

(Service Strategy) The total possible value of the overall - 
and Resources of the IT iserYir. - 

Service Potential 

(Service Strategy) An 
.iiIorriErs or E.- : 

used as an abbreviation for 
See 
Provider. 

supplying 	to one or more 
Service Provider is often 

Pro,.• • 	. 
i..:a Provider, Ty; 

Service Provider 

Service Provider 
Interface (SPI) 

(Service Strategy) An interface between the IT Ser .^ P7ovider and a 
Customer, Business Process, or a Sup 	Analysis of Service 

Provider Interfaces helps to coordinate end-to-end management of IT 

  

  

Service 
Provisioning 
Optimization 
(SPO) 

(Service Strategy) Analysing the finances and constraints of an IT 
vii a to decide if alternative approaches to Service delivery might 

reduce Costs or improve Quality. 

Service Reporting (Continual Service Improvement) The Pr 	responsible for 
producing and delivering reports of achievement and trends against 
Service Levels. Service Reporting should agree the format, content and 
frequency of reports with C 

(Service Operation) A request from a User for information, or advice, 
or for a Standard C" 	e or for 	s to an IT 	For example to 
reset a password, or to provide standard IT Servic for a new User. 
Service Requests are usually handled by a 	Desk, and do not 
require an RFC to be submitted. 
See Request Fulfilment. 

(Service Strategy) The  	and approach for deciding whether to 
provide a Service internally or to Outsource it to an Exte 
Provider. Service Sourcing also means the execution of this 
Service Sourcing includes: 
• Internal Sourcing - Internal or Shared Services using Type I or 

Type II Service Providers. 
• Traditional Sourcing - Full Service Outsourcing using a Type III 

Service Provider. 
• Multivendor Sourcing -Prime. Consortium or Selective 

Outsourcing using Type III Service Pi 

Service Request 

Service Sourcing 
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(Service Transition) A stage in the L 	of an IT Se .o. Service 
Transition includes a number of 	: and Fun• 	and is the title 
of one of the Core ITIL publications. 
See T 

Service Transition 

(Service Strategy) The Functionality of an IT Service from the 
(—'s perspective. The Business value of an IT 	is created 

by the combination of Service Utility (what the Service does) and 
Se'Warranty (how well it does it). 
See U. 

Service Utility 

Service Validation 
and Testing 

(Service Transition) The Process responsible for Validation and 
Testing of a new or Chr od 'T Servi—. Service Validation and Testing 
ensures that the IT S 	matches its C - 	Specific-;T s and will 
meet the needs of the E isiness. 

  

Service Valuation (Service Strategy) A measurement of the total Cost of delivering an IT 
Service, and the total value to the 	of that IT Service. Service 
Valuation is used to help the B 	3S and the IT Service Provider 
agree on the value of the IT 

(Service Strategy) Assurance that an IT Sc .e will meet agreed 
Requirema : . This may be a formal Agrec: ,..1.1:;-!t such as a Service 
Level 	--: or Contract, or may be a marketing message or brand 
image. The bu 116SS value of an IT 	is created by the 
combination of Service Utility (what the 	does) and Service 
Warranty (how well it does it). 
See Warranty. 

Service Warranty 

(Service Design) (Continual Service Improvement) The ability of a 
lier to meet the terms of their 	This 	- tract 

will include agreed levels of F 	, Maint 	at: '!y or Avail-- 	for 
a Contiyei-atien item. 

Serviceability 
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Service Strategy 	(Service Strategy) The title of one of the Core ITIL publications. 
Service Strategy establishes an overall S 	for IT 	and for 
IT Service Management. 

(Service Operation) A group or team of people who carry out a specific 
for a fixed period of time. For example there could be four shifts of 

IT Cp-.- t 	e'rintrol personnel to support an IT Service that is used 24 
hours a day. 

Simulation 
modelling 

 

(Service Design) (Continual Service Improvement) A technique that 
creates a detailed Model to predict the behaviour of a Corifigiirot;on 
Item or T .:O,te. Simulation Models can be very accurate but are 
expensive and time consuming to create. A Simulation Model is often 
created by using the actual Coik:._;uration Items that are being modelled, 
with artificial Workloads or Ti.: 	- !:0M. They are used in Capacity 

-,ement when accurate results are important. A simulation model 
is sometimes called a Performs 	Bdric.:hrriark. 

 

  

  

  

   

Shift 



(Service Design) Any 	 that can cause an Incr.-  ent 
when it fails, and for which a 	 'e has not been 
implemented. A SPOF may be a person, or a step in a Process or 

'••• I , as well as a C• • 	of the IT Infrastructure. 
See f ,lure. 

Single Point of 
Failure (SPOF) 

1
1 Stakeholder All people who have an interest in an 	 n, F 	, IT Service 

etc. Stakeholders may be interested in the 	, targets, 
i 	ror Deliverables. Stakeholders may include 

, employees, shareholders, owners, etc. 
See 

Source 	 See 	Sourcing. 

A formal definition of Requirabr nts. A Specification may be used to 
define technical or 	 and may be internal or 
external. Many public SL-T 	consist of a —c 	Pro st•:.:. and a 
Specification. The Specification defines the 	,- d against which an 
Organisation can be Audited. 

Specification 

A mandatory Requirement. Examples include ISO/IEC 20000 (an 
international Standard), an internal security Standard for Unix 
configuration, or a government Standard for how financial 
should be maintained. The term Standard is also used to refer to a 

Draotice or n77t'iC.I:Eteri published by a 	rds 
such as ISO or 

See 

Standard 

SMART 
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1 
Single Point of 	' (Service Operation) Providing a single consistent way to communicate 
Contact 	 with an Organis - or 	Unit. For example, a Single Point of 

Contact for an IT 2e1 	 - is usually called a Ser 	D 

SLAM Chart 
	

(Continual Service Improvement) A Service Level Agreement 
Monitoring Chart is used to help monitor and report achievements 
against Service Level Targets. A SLAM Chart is typically colour coded 
to show whether each agreed Service Level Ta 	has been met, 
missed, or nearly missed during each of the previous 12 months. 

(Service Design) (Continual Service Improvement) An acronym for 
helping to remember that targets in 	Leve A+L 	and 
Projec 	should be Specific, Measurable, Achievable, Relevant and 
Timely. 

Snapshot (Service Transition) The current state of a 	tion as captured 
by a discovery tool. 
Also used as a synonym for Benchmark. 
See Baseline. 

 

 



1 Strategic (Service Strategy) The highest of three levels of 	and delivery 
(Strategic, Tactical, Operational). Strategic ,t! 	include 
setting and long term Planning to achieve the overall Vision. 

(Service Transition) A pre-approved Che,  e that is low Risk, relatively 
common and follows a Procedure or 	k 107t0iction. For example 
password reset or provision of standard equipment to a new employee. 
RFCs are not required to implement a Standard Change, and they are 
logged and tracked using a different mechanism, such as a Service 
Requt-st. 
See C 

Standard Change 

Standard 
Operating 
Procedures 
(SOP) 

(Service Operation) Procedures used by IT Operations Management. 

(Service Design) Used to refer to 	;r es that are not required to 
deliver the Live lT S 	but are available to support IT Service 

For example a Standby data centre may be 
maintained to support Hot Standby, Warm Standby or Cold Standby 
arrangements. 

Standby 

Statement of 
requirements 
(SOR) 

(Service Design) A Document containing all Reql.: 	fora 
product purchase, or a new or changed IT Service. 
See Terr,,s of Reference. 

The name of a required field in many types of 	:!rd. It shows the 
current stage in the Lifecycle of the associated Conligurati - 	1, 
Incident, I 	etc. 

Status 

(Service Transition) The Ach 	responsible for recording and 
reporting the Lifecycle of each 	nfiguration Item. 

Status Accounting 

Storage 
Management 

(Service Operation) The Pro 	responsible for managing the storage 
and maintenance of data throughout its Lifecycle. 

(Service Strategy) A Strategic Plan designed to achieve defined 

(Service Operation) A Usei who helps other Users, and assists in 
communication with the Service Desk or other parts of the IT 	r 
Provider. Super Users typically provide support for minor h 	and 
training. 

Strategy 

Super User 

(Service Strategy) (Service Design) A Third Party responsible for 
supplying goods or Services that are required to deliver IT services. 
Examples of suppliers include commodity hardware and software 
vendors, network and telecom providers, and Outsourcing 
Organisti n 
See UnC 	 tact, Supply Chain. 

Supplier 
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(Service Design) The 	responsible for ensuring that all 
Cor acts with 	support the needs of the Business, and that all 

meet their contractual commitments. 

Supplier 
Management 

Supply Chain 	(Service Strategy) The Ac 	s in a Value Chain carried out by 
. A Supply Chain typically involves multiple S 	, each 

adding value to the product or Service. 
See —ce Network. 

(Service Operation) A group of people with technical skills. Support 
Groups provide the -c 	Support needed by all of the IT Service 

lent P 
See 

Support Group 
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Supplier and 	. (Service Design) A database or structured Document used to manage 
Contract 	 Cort .• . throughout their L - '....-,cle. The SCD contains key 
Database (SCD) 	tites of all C.. 	. with Su. 'Miers, and should be part of the 

Service Kr:._ 

Support Hours 

Supporting 
Service 

(Service Design) (Service Operation) The times or hours when 
support is available to the Users. Typically this is the hours when the 

is available. Support Hours should be defined in a Service 
t, and may be different from Service Hours. For 

example, 	Hours may be 24 hours a day, but the Support Hours 
may be 07:00 to 19:00. 

(Service Strategy) A Servier, that enables or enhances a 
For example a .- i E-TA y 	ora Ba,::  
See Se 

SWOT Analysis (Continual Service Improvement) A technique that reviews and 
analyses the internal strengths and weaknesses of an (7'1:be - isation and 
the external opportunities and threats which it faces SWOT stands for 
Strengths, Weaknesses, Opportunities and Threats. 

System A number of related things that work together to achieve an overall 
Objective. For example: 
• A computer System including hardware, software and App ,c:::  
• A management System, including multiple 1 c,.= -  es that are 

planned and managed together. For example a C ality 
rvianagemer P ° 

• A Database Management System or Operating System that 
includes many software modules that are designed to perform a 
set of related 

System 
Management  

The part of IT Service Management that focuses on the management of 
IT Infrastructure rather than Process. 

Tactical The middle of three levels of Planning and delivery (Strategic, Tactical, 
Operational). Tactical 	it 	include the medium term Plans required 
to achieve specific C. 	, typically over a period of weeks to 
months. 



Technical Service Synonym for 1 Sc: 

Technical Support Synonym for Ter 

(Continual Service Improvement) A technique used in 
• investigation and 

Technical support staff meet to monitor the behaviour and 
of an IT 	and make recommendations for improvement. 

Technical 
Observation (TO) 
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(Service Strategy) A short code used to identify a 	For 
example tags EC1, EC2, EC3 etc. might be used to identify different 
Ct. 	gr outcomes when analysing and comparing S!..a;:-.1-i; 	The 
term Tag is also used to refer to the Ac 	of assigning Tags to things. 

Tag 

Technical 
Management 

(Service Operation) The Function responsible for providing technical 
skills in support of IT Services and management of the IT 	astructure. 
Technical Management defines the Roles of Support G 	 , as well as 
the tools, Processes and Procedures required. 

Tension Metrics 
	

(Continual Service Improvement) A set of related 	, in which 
improvements to one Metric have a negative effect on another. Tension 
Metrics are designed to ensure that an appropriate balance is achieved. 

Terms of 
Reference (TOR) 

(Service Design) A Doci...,rro:L specifying the --- 
c-IT:seurces and schedule for a Pro 	or - 

 

Test 

 

(Service Transition) An 	that verifies that a 
IT 	, 	, etc. meets its 	 or agreed 
me I, 
See C 	 on and g 

 

• Test Environment (Service Transition) A controlled Et Hi 
IT Services, 

used to Test 
etc. 

Third Party A person, group, or 
for an IT S..- 

delivery of that IT 7 • 

who is not part of the 
, but is required to ensure successful 

For example a software 	a hardware 
maintenance company, or a facilities department. 
Third Parties are typically specified in Underpins 
C 	al Level Agreeme:::::-. 

for 
or 

Third-line Support (Service Operation) The third level in a hierarchy of St— 
involved in the resolution of Incid 	and investigation of 
Each level contains more specialist skills, or has more time or other 

Anything that might exploit a 	••;.a 	. Any potential cause of an 
ini-•••:.-;Er.: can be considered to be a Threat. For example a fire is a 
Threat that could exploit the 	 of flammable floor coverings. 
This term is commonly used in I 	r aiicn Security Management and IT 
•Ser.: 

	

	ontintyr 4 	r, but also applies to other areas such as 
and 

Threat 
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Threshold 
	

The value of a ..:_,?;L:c which should cause an Alert to be generated, or 
management action to be taken. For example "Priority1 Incident not 
solved within 4 hours", "more than 5 soft disk errors in an hour", or 
"more than 10 failed changes in a month". 

Throughput 	I (Service Design) A measure of the number of T. . 	or other 
Operations, performed in a fixed time. For example 5000 emails sent 
per hour, or 200 disk I/Os per second. 

Total Cost of 
	

(Service Strategy) A methodology used to help make investment 
Ownership (TCO) decisions. TCO assesses the full 	 of owning a 

Con",_ 	3n I., , not just the initial Cost or purchase price. 
See 	 Utilization. 

Total Cost of 	(Service Strategy) A methodology used to help make investment and 
Utilization (TCU) 	S 	i 	L i g decisions. TCU assesses the full I. 	is Cost to the 

of using an 
See 

Total Quality 
Management 
(TQM) 

(Continual Service Improvement) A methodology for managing 
continual Improvement by using a Quality Mana 	t Syc 	TQM 
establishes a Culture involving all people in the Orr, 	it- in a 
Process of continual monitoring and improvement. 

I Transaction 

Transition 

A discrete Function performed by an IT Service. For example 
transferring money from one bank account to another. A single 
Transaction may involve numerous additions, deletions and 
modifications of data. Either all of these complete successfully or none 
of them is carried out. 

(Service Transition) A change in state, corresponding to a movement 
of an IT Service or other _ o 	u tion Item from one 	status to 
the next. 

Transition 
Planning and 
Support 

(Service Transition) The Fr 	. responsible for Planning all Service 
Tra 	 and co-ordinating the resources that they require. 
These c' 	 are C 
AL 	 ant 	 nt  

, and 

Trend Analysis (Continual Service Improvement) Analysis of data to identify time 
related patterns. Trend Analysis is used in Problitrn 	- ement. to 
identify common Failure,,,  or fragile Configuration Ite-P, and in Capacity 
Ivlanagoonent as a 	tool to predict future behaviour. It is also 
used as a management tool for identifying deficiencies in IT Service 

 

  

I Tuning The AcLivily responsible for Planning Changes to make the most 
efficient use of Resources. Tuning is part of Performance 	agement, 
which also includes Performance Monitoring and implementation of the 
required Changes. 
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Type I Service 
Provider 

(Service Strategy) An internal Service Provider that is embedded 
within a ", 	 . There may be several Type I Service Providers 
within an C, 

 

Type II Service 
Provider 

(Service Strategy) An Intern:3° S.:?rvice Provider that provides shared IT 
- to more than one 	:; 3 Unit. 

  

Type Ill Service 
Provider 

(Service Strategy) A Service Provider that provides IT Sery 
External Customers. 

Underpinning 
Contract (UC) 

(Service Design) A Cc: 	I. between an IT Servic,;., 	der and a 
ty . The Third Party provides goods or Services that support 

delivery of an IT Service to a Customer. The Underpinning Contract 
defines targets and responsibilities that are required to meet agreed 

- -!rvice Level Targets in an SLA. 

Unit Cost 
	

(Service Strategy) The Cost to the IT Service Provider of providing a 
single _o 	ent of an IT So/``..e. For example the Cost of a single 
desktop PC, or of a single 1 	n. 

Urgency (Service Transition) (Service Design) A measure of how long it will be 
until an Incident, Problem or C 	has a significant Impact on the 
Business. For example a high 	Incident may have low Urgency, if 
the Impact will not affect the Bi.....tiness until the end of the financial year. 
Impact and Urgency are used to assign Pr bill-7 

 

 

  

Usability (Service Design) The ease with which an 
',.e can be used. Usability Requivi 

t of Fts,t-:---cments. 

, product, or IT 
are often included in a 

Use Case (Service Design) A technique used to define required functionality and 
C- 	and to Desigl 	Use Cases define realistic scenarios 
that describe interactions between Users and an 77 	e or other 

See Change Case. 

User 

User Profile (UP) 

A person who uses the IT 	on a day-to-day basis. Users are 
distinct from Customers, as some C,,stomers do not use the IT Service 
directly. 

(Service Strategy) A pattern of 	demand for IT Ser 	.Each 
User Profile includes one or more . —as of Business 

; Utility (Service Strategy) Functionality offered by a Product or Service to 
meet a particular need. Utility is often summarised as "what it does". 
See Service Utility. 



Value on 
Investment (V01) 

(Continual Service Improvement) A measurement of the expected 
benefit of an investment. VOI considers both financial and intangible 
benefits. 
See Return on Investment. 

Variable Cost (Service Strategy) A Cost that depends on how much the IT !I:SH:x.i. 	is 
used, how many products are produced, the number and type of 
or something else that cannot be fixed in advance. 
See '...f:Firati1e. Cost 

An informal measure of Cos, 	eiss. Value for Money is often 
based on a comparison with the C A of alternatives. 
See C t 	P 

(Service Strategy) A complex set of Relationships between two or 
more groups or organisations. Value is generated through exchange of 
knowledge, information, goods or 	as. 
See Value 	-. In, 

Value for Money 

Value Network 

Variable Cost 	(Service Strategy) A technique used to understand how overall Costs 
Dynamics 	are impacted by the many complex variable elements that contribute to 

the provision of 1. 

The difference between a planned value and the actual measured 
value. Commonly used in Fine - 	- ge int, Capacity 
Ma - 	nt and Service I. vel 	 but could apply in any 
area where Plans are in place. 

Variance 

(Service Transition) An Ac.Iiy.l-y that ensures a new or changed IT 
e, Process, Plan, or other 17 . 	is complete, accurate, 

and matches its 	 - if ::.„ntion. 
See 	t)n, 	,E , 	 and 

Verification 

(Service Transition) The in 	ess responsible for ensuring that 
information in the crvos is accurate and that all Configure 	m 
have been identified and recorded in the CM 	Verification includes 
routine checks that are part of other Process,  . For example, verifying 
the serial number of a desktop PC when a LI' 	logs an'.... 	Audit 
is a periodic, formal check. 

Verification and 
Audit 
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I Validation (Service Transition) An 	that ensures a new or changed IT 
Pro-:::cisi, Plan, or other 	, —.ale meets the needs of the 

Bush iess. Validation ensures that b. 	Redi...ii-erents are met even 
though these may have changed since the original Des 
See Verification, Acceptance, Qs„, 	p, Service 	and 

 

 

  

Value Chain (Service Strategy) A sequence of Processes that creates a product or 
Service that is of value to a Customer. Each step of the sequence builds 
on the previous steps and contributes to the overall product or Service. 
See Value Network. 
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Version (Service Transition) A Version is used to identify a specific Baseline of 
a C.-, -:Hc:: !..:ration Item. Versions typically use a naming convention that 
enables the sequence or date of each Baseline to be identified. For 
example Payroll Application Version 3 contains updated functionality 
from Version 2. 

Vision 	 A description of what the 	 intends to become in the future. 
A Vision is created by senior management and is used to help influence 
Culture and S:;z., 

Vital Business 
Function (VBF) 

(Service Design) A Function of a BLiSiTlE 	 which is critical to 
the success of the au 	. Vital Business Functions are an important 
consideration of 	s C att .ntly 	 IT Service 
Continuity Man.. 	-it and 	 ent. 

 

Vulnerability A weakness that could be exploited by a 	. For example an open 
firewall port, a password that is never changed, or a flammable carpet. 
A missing Control is also considered to be a Vulnerability. 

Warm Standby  Synonym for Intermediate i 

(Service Strategy) A promise or guarantee that a product or Service 
will meet its agreed 	 ts. 
See Service Validat. 
	

nty. 

Warranty 

Work in Progress 
(WIP) 

Work Instruction 

A Status that means 	have started but are not yet complete. It 
is commonly used as a Strt for Inc,t-teats, Problems, -.tr 	-.3 etc. 

A 	containing detailed instructions that specify exactly what 
steps to follow to carry out an Activity. A Work Instruction contains much 
more detail than a Procedure and is only created if very detailed 
instructions are needed. 

Workaround (Service Operation) Reducing or eliminating the Impact of an Incident 
or E— 	for which a full 

	
is not yet available. For example 

by restarting a failed C 
	

m. Workarounds for Problems are 
documented in kno‘ 	 . Workarounds for 	that do 
not have associated 7 ti 	 are documented in the ir 

Workload The 	?,s required to deliver an identifiable part of an IT :„ 
Workloads may be Catebbrised by Isers, groups of tis'--t;, or i-un 
within the IT Service. This is used to assist in analysing and managing 
the C 	, Ferforn 	and t, 	n of Com' 	itnms and IT 

... The term Workload is sometimes used as a synonym for 
Th 
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ACD Automatic Call Distribution 

AM Availability Management 

AMIS Availability Management Information System 

ASP Application Service Provider 

BCM Business Capacity Management 

BCM Business Continuity Management 

BCP Business Continuity Plan 

BIA Business Impact Analysis 

BRM Business Relationship Manager 

BSI British Standards Institution 

BSM Business Service Management 

CAB Change Advisory Board 

CAB/EC Change Advisory Board / Emergency Committee 

CAPEX 1  Capital Expenditure 

CCM Component Capacity Management 

CFIA Component Failure Impact Analysis 

CI Configuration Item 

CMDB Configuration Management Database 

CMIS Capacity Management Information System 

CMM Capability Maturity Model 

CMMI Capability Maturity Model Integration 

CMS Configuration Management System 

COTS Commercial off the Shelf 

CSF Critical Success Factor 

CSI Continual Service Improvement 

CSIP Continual Service Improvement Programme 

CSP Core Service Package 

CTI = Computer Telephony Integration 

DIKW Data-to-Information-to-Knowledge-to-Wisdom 

eSCM-CL eSourcing Capability Model for Client Organizations 

eSCM-SP eSourcing Capability Model for Service Providers 

FMEA Failure Modes and Effects Analysis 

FTA Fault Tree Analysis 

IRR Internal Rate of Return 

ISG IT Steering Group 
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ISM 	 Information Security Management 

ISMS 
	

Information Security Management System 

ISO 
	

International Organization for Standardization 

ISP 
	

Internet Service Provider 

IT 
	

Information Technology 

ITSCM  IT Service Continuity Management 

ITSM 
	

IT Service Management 

itSMF  IT Service Management Forum 

IVR 	 Interactive Voice Response 

KEDB 	 Known Error Database 

KPI 	 Key Performance Indicator 

LOS 	 Line of Service 

MoR 	 Management of Risk 

MTBF Mean Time Between Failures 

MTBSI Mean Time Between Service Incidents 

MTRS Mean Time to Restore Service 

MTTR 	 Mean Time to Repair 

NPV 
	

Net Present Value 

OGC 
	

Office of Government Commerce 

OLA 
	

Operational Level Agreement 

OPEX  Operational Expenditure 

OPSI 	 Office of Public Sector Information 

PBA 
	

Pattern of Business Activity 

PFS 
	

Prerequisite for Success 

PIR 
	

Post Implementation Review 

PSA 
	

Projected Service Availability 

QA 
	

Quality Assurance 

QMS 
	

Quality Management System 

RCA 
	

Root Cause Analysis 

RFC 
	

Request for Change 

ROI 
	

Return on Investment 

RPO 
	

Recovery Point Objective 

RTO 
	

Recovery Time Objective 

SAC 
	

Service Acceptance Criteria 

SACM Service Asset and Configuration Management 



Supplier and Contract Database 

Service Capacity Management 

Service Failure Analysis 

Service Improvement Plan 

SCM 

SFA 

SIP 

Service Knowledge Management System 

Service Level Agreement 

Service Level Management 

Service Level Package 

Service Level Requirement 

Service Maintenance Objective 

Separation of Concerns 

Standard Operating Procedures 

Statement of requirements 

Service Provider Interface 

Service Portfolio Management 

Service Provisioning Optimization 

Single Point of Failure 

Total Cost of Ownership 

Total Cost of Utilization 

Technical Observation 

Terms of Reference 

I Total Quality Management 

SKMS 

SLA 

SLM 

SOR 

SPI 

TOR 

UC 	 Underpinning Contract 

User Profile 

Vital Business Function 

VOI 	 1  Value on Investment 

Work in Progress 
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THE ITIL FOUNDATION CERTIFICATE IN IT SERVICE MANAGEMENT 

The purpose of the ITIL Foundation certificate in IT Service Management is to certify that the candidate 
has gained knowledge of the ITIL terminology, structure and basic concepts and has comprehended 
the core principles of ITIL practices for Service Management. 

The ITIL Foundation certificate in IT Service Management is not intended to enable the holders of the 
certificate to apply the ITIL practices for Service Management without further guidance. 

Target Group 

The target group of the ITIL Foundation certificate in IT Service Management is drawn from: 

• Individuals who require a basic understanding of the ITIL framework and how it may be used to 
enhance the quality of IT service management within an organization. 

• IT professionals that are working within an organization that has adopted and adapted ITIL who 
need to be informed about and thereafter contribute to an ongoing service improvement 
programme. 

This may include but is not limited to, IT professionals, business managers and business process 
owners. 

Learning Objectives 

Candidates can expect to gain knowledge and understanding in the following upon successful 
completion of the education and examination components related to this certification. 

• Service Management as a practice (Comprehension) 
• Service Lifecycle (Comprehension) 
• Key Principles and Models (Comprehension) 
• Generic Concepts (Awareness) 
• Selected Processes (Awareness) 
• Selected Roles (Awareness) 
• Selected Functions (Awareness) 
• Technology and Architecture (Awareness) 
• ITIL Qualification scheme (Awareness) 
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Foundation Syllabus 

The syllabus will guide the design, development and use of training materials as well as training aimed 
at raising individual's understanding of, and competence in, IT Service Management as described in 
the ITIL Service Strategy, ITIL Service Design, ITIL Service Transition, ITIL Service Operation, ITIL 
Continual Service Improvement, ITIL Introduction and ITIL Glossary publications. The syllabus has 
been designed with ease of reference, extensibility and ease of maintenance in mind. 

Candidates for the ITIL Foundation certificate in IT Service Management have to complete all units and 
successfully pass the corresponding examination to achieve certification. 

Training providers are free to structure and organize their training in the way they find most appropriate, 
provided the units below are sufficiently covered. It is strongly recommended that training providers do 
not structure their courses by simply following the order of the training units as described in this 
document. It has been designed to be flexible so that training providers can add value as appropriate. 
The recommended number of study hours is 18 hours plus the final exam. 

The units cover the topics listed. The terms emphasized in italics are defined in the ITIL Glossary. 

Unit Content 
ITILFNDO1 Service Management as a practice 

The purpose of this unit is to help the candidate to define Service and to comprehend 
and explain the concept of Service Management as a practice. 

Specifically, candidates must be able to: 

01-1. Describe the concept of Good Practice (SS 1.2.2) 
01-2. Define and explain the concept of a Service (SS 2.2.1) 
01-3. Define and explain the concept of Service Management (SS 2.1) 
01-4. Define Functions and Processes (SS 2.3, 2.6.1, SD 2.3, SD 3.6.4, ST 2.3, 

SO 2.3, 3.1, CSI 2.3) 
01-5. Explain the process model and the characteristics of processes (SD 2.3.2, 

3.6.4) 

The recommended study period for this unit is minimum 45 minutes 

ITILFNDO2 The ServiceLifecycle 

The purpose of this unit is to help the candidate to understand the value of the 
Service Lifecycle, how the processes integrate with each other, throughout the 
Lifecycle and explain the objectives and business value for each phase in the Lifecycle 

Specifically, candidates must be able to: 

02-2. Describe the structure, scope, components and interfaces of the Service 
Lifecycle (SS 1.2.3 All ) 

02-3. Account for the main goals and objectives of Service Strategy (SS 1.3) 
02-4. Account for the main goals and objectives of Service Design (SD 2.4.1, SD 

3.1) 
02-5. Briefly explain what value Service Design provides to the business (SD 2.4.3) 
02-6. Account for the main goals and objectives of Service Transition (ST 2.4.1) 
02-7. Briefly explain what value Service Transition provides to the business (ST 

2.4.3) 
02-8. Account for the main goals and objectives of Service Operations (SO 2.4.1) 
02-9. Briefly explain what value Service Operation provides to the business (SO 

2.4.3 1st  para, SO 1.2.3.4) 
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Unit Content 
02-10. Account 	for 	the 	main 	goals 	and 	objectives 	of 	Continual 	Service 

Improvement (CSI 2.4.1, 2.4.2) 

It is recommended that this training is covered within other units. 

The recommended study period for this unit is minimum 1.0 hours. 

ITILFNDO3 Generic concepts and definitions 

The purpose of this unit is to help the candidate to define some of the key terminology 
and explain, the key concepts of Service Management. 

Specifically, candidates must be able to define and explain the following key concepts: 

03-1. 	Utility and Warranty (SS 2.2.2 ) 
03-2. 	Resources, Capabilities and Assets (SS 3.2.1) 
03-3. 	Service Portfolio (SS 4.2.3, SD 3.6.2 - to end of 1st bullet list) 
03-4. 	Service Catalogue (Business Service Catalogue and Technical Service 

Catalogue) (SS 4.2.3.1, SD 4.1.4) 
03-5. 	The role of IT Governance across the Service Lifecycle (CSI 3.10 All) 
03-6. 	Business Case (SS 5.2.1 Intro, CSI 4.4.1) 
03-7. 	Risk (SS 9.5.1, CSI 5.6.3) 
03-9. 	Service Provider (the candidate is not expected to know the detail of each 

of the three types of Service Providers) (SS 3.3 Intro only, not 3.3.1, 3.3.2, 
3.3.3) 

03-10. Supplier (SD 4.2.4, 4.7.2) 
03-11. Service Level Agreement (SLA) (SD 4.2.4, 4.2.5.1) 
03-12. Operational Level Agreement (OLA) (SD 4.2.4) 
03-13. Contract (SD 4.7.5.1) 
03-14. Service Design Package (SD Appendix A) 
03-15. Availability (SD 4.4.4) 
03-16. Service Knowledge Management System (SKMS) (ST 4.7.4.2) 
03-17. Configuration Item (CO (ST 4.3.4.2) 
03-18. Configuration Management System (ST 4.3.4.3 ) 
03-19. Definitive Media Library (DML) (ST 4.3.4.3) 
03-20. Service Change (ST 4.2.2) 
03-21. Change types (Normal, Standard and Emergency) (ST 4.2.6.1, 4.2.4.5, 

4.2.6.9) 
03-22. Release Unit (ST 4.4.4.1) 
03-23. Concept of Seven R's of Change Management (ST 4.2.6.4); no requirement 

to learn list 
03-24. Event (SO 4.1 1st  para) 
03-25. Alert (SO Glossary) 
03-26. Incident (SO 4.2) 
03-27. Impact, Urgency and Priority (SO 4.2.5.4, 4.4.5.4) 
03-28. Service Request (SO 4.3) 
03-29. Problem (SO 4.4) 
03-30. Workaround (SO 4.4.5.6) 
03-31. Known Error (SO 4.4.5.7) 
03-32. Known Error Data Base (KEDB) (SO 4.4.7.2) 
03-33. The role of communication in Service Operation (SO 3.6) 
03-34. Service Assets (SS 3.2) 
03-35. Release policy (ST 4.1.4.2) 

It is recommended that this unit is covered as part of the training in the other 
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Unit Content 
units. 

The recommended study period for this unit is minimum 1.0 hours. 

ITILFNDO4 Key Principles and Models 

The purpose of this unit is to help the candidate to comprehend and account for the 
key principles and models of Service Management and to balance some of the 
opposing forces within Service Management. 

Specifically, candidates must be able to: 

Service Strategy 

	

04-2. 	Describe basics of Value Creation through Services (SS 3.1.1, 3.1.2) 

Service Design 

	

04-3. 	Understand the importance of People, Processes, Products and Partners 
for Service Management (SD 2.4.2) 

	

04-4. 	Understand the five major aspects of Service Design (SD 2.4.2): 

• Service Portfolio Design 
• Identification of Business Requirements, definition of Service 

Requirements and design of Services 
• Technology and architectural design 
• Process design 
• Measurement design 

Continual Service Improvement 

	

04-8. 	Explain the Plan, Do, Check and Act (PDCA) Model to control and manage 
quality (CSI 3.6, 5.5.1, Fig 5.6) 

	

04-9. 	Explain the Continual Service Improvement Model (CSI 2.4.4, Fig 2.3) 
04-10. Understand the role of measurement for Continual Service Improvement 

and explain the following key elements: 

• The role of KPIs in the Improvement Process (CSI 4.1.2) 
• Baselines (CSI 3.7.1) 
• Types of metrics (technology metrics, process metrics, service metrics) 

(CSI 4.1.2) 

The recommended study period for this unit is minimum 1.5 hours. 

ITILFNDO5 Processes 

The purpose of this unit is to help the candidate understand how the Service 
Management processes contribute to the Service Lifecycle, to explain the high level 
objectives, scope, 	basic concepts, 	activities and challenges for five of the core 
processes, and to state the objectives and some of the basic concepts for thirteen of 
the remaining processes including how they relate to each other. 

The list of activities to be included from each process is the minimum required and 
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Unit 
	

Content 
should not be taken as an exhaustive list. 

Specifically, candidates must be able to: 

Service Strategy 

State the objectives and basic concepts for: 

05-21. Demand Management (SS 5.5) 

The following list must be covered: 

• Challenges in managing demand for Services (SS 5.5.1) 
• Activity-based Demand Management (Patterns of business activity 

(PBAs) (SS 5.5.2) 

• Business activity patterns and user profiles (SS 5.5.3) 

05-22. Financial Management (SS 5.1 Intro, 5.1.2 Intro) 

• Business case 

Service Design 

Explain the high level objectives, basic concepts, process activities and 
relationships for: 

05-31. Service Level Management (SLM) (SD 4.2.1, 4.2.2, 4.2.5,4.2.5.1 - 9, CSI 
3.5 ) 

The following list must be covered: 

• Service-based SLA 
• Multi-level SLAs 
• Service level requirements (SLRs) 
• SLAM chart 
• Service review 
• Service improvement plan (SIP) 

State the objectives and basic concepts for: 

05-41. Service Catalogue Management (SD 4.1 Intro, 4.1.1, 4.1.4) 

05-42. Availability Management (SD 4.4.1, 4.4.4) 

• Service availability 
• Component availability 
• Reliability 
• Maintainability 
• Serviceability 

05-43. Information Security Management (ISM) (SD 4.6 Intro, 4.6.1, 4.6.4 ) 

• Security framework (SD 4.6.4.1) 
• Information security policy (SD 4.6.4.2) 
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Unit 
	

Content 
• Information security management system (ISMS) (SD 4.6.4.3) 

05-44. Supplier Management (SD 4.7 Intro, 4.7.1) 

• Supplier Contract Database (SCD) (SD 4.7.4) 

05-45. Capacity Management (SD 4.3.1, 4.3.4) 

• Capacity plan 
• Business capacity management 
• Service capacity management 
• Component capacity management 

05-46. IT Service Continuity Management (SD 4.5.1, 4.5.4) 

• Business Continuity Plans 
• Business Continuity Management 
• Business Impact Analysis 
• Risk Analysis 

Service Transition 

Explain the high level objectives, basic concepts, process activities and 
relationships for: 

05-51. Change Management (ST 4.2) 

• Types of change request (ST 4.2.4.3, Table 4.3) 
• Change process models and workflows (ST 4.2.4.4) 
• Standard change (ST 4.2.4.5) 
• Remediation Planning (ST 4.2.5) 
• Change Advisory Board / Emergency Change Advisory Board (ST 

4.2.6.8) 

05-52. Service Asset and Configuration Management (SACM) (ST 4.3.1, 4.3.4, 
4.3.5) to include: 

• The Configuration Model 
• Configuration items 
• Configuration Management System (CMS) 
• Definitive Media Library 
• Configuration baseline 

State the objectives and basic concepts for: 

05-61. Release and Deployment Management (ST 4.4.1, 4.4.4) 

05-62. Knowledge Management (ST 4.7 Intro, 4.7.1, 4.7.4) 

• DIKW & SKMS 
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Unit Content 

Service Operation 

Explain the high 	level 	objectives, 	basic concepts, 	process activities and 
relationships for: 

05-71. Incident Management (SO 4.2, Fig 4.2) 

05-72. Problem Management (SO 4.4, Fig 4.4), not PM techniques 

State the objectives and basic concepts for: 

05-81. Event Management (SO 4.1 Intro, 4.1.1, 4.1.4) 

05-82. Request Fulfilments (SO 4.3 Intro, 4.3.1, 4.3.4) 

05-83. Access Management (SO 4.5 Intro, 4.5.1, 4.5.4) 

The recommended study period for this unit is minimum 10.0 hours. 

ITILFNDO6 Functions 

The purpose of this unit is to help the candidate to explain the role, objectives and 
organizational structures of the Service Desk function, and to state the role, objectives 
and overlap of three other functions. 

Specifically, candidates must be able to: 

	

06-1. 	Explain the role, objectives and organizational structures for 

• The Service Desk function (SO 6.2) 

	

06-2. 	State the role, objectives and organizational overlap of: 

• The Technical Management function (SO 6.1, 6.3 Intro, 6.3.1, 6.3.2) 
• The Application Management function (SO 6.5 Intro, 6.5.1, 6.5.2) 
• The IT Operations Management function (IT Operations Control and 

Facilities Management) (SO 6.4 Intro, 6.4.1, 6.4.2) 

The recommended study period for this unit is minimum 1.0 hours. 

ITILFNDO7 Roles 

The purpose of this unit is to help the candidate to account for and to be aware of the 
responsibilities of some of the key roles in Service Management. 

Specifically, candidates must be able to: 

07-1. 	Account for the role and the responsibilities of the 

• Process owner (SD 6.4 Intro, 6.4.1)  
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Unit Content 
• Service owner (CSI 6.1 Intro, 6.1.4) 

07-2. 	Recognize 	the 	RACI 	model 	and 	explain 	its 	role 	in 	determining 
organizational structure. (SD 6 Intro, CSI 6.2 — not RASI-VS or RASCI) 

The recommended study period for this unit is minimum 30 minutes. 

ITILFNDO8 Technology and Architecture 

The purpose of this unit is to help the candidate to 

08-2. 	Understand 	how 	Service Automation 	assists 	with 	integrating 	Service 
Management processes (SS 8.1) 

It is recommended that this unit is covered as part of the training in the other 
units. 

ITILFNDO9 ITIL Qualification scheme 

The purpose of this unit is to help the candidate to 

09-1. 	Explain the ITIL Qualification scheme, distinguish between the purposes of 
the two intermediate streams, mention the included certificates, ITIL Expert 
and ITIL Master, and understand the different options for further training. 

The recommended study period for this unit is minimum 15 minutes. 

ITILFNDIO Mock exam 

The purpose of this unit is to help the candidate to pass the ITIL Foundation exam. 

Specifically, candidates must: 

10-1. 	Sit minimum one ITIL Foundation mock exam. 

The recommended study period for this unit is minimum 2.0 hours inclusive of 
revision. 
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Format of the Examination 

This syllabus has an accompanying examination at which the candidate must achieve a pass score to 
gain the ITIL Foundation Certificate in IT Service Management. 

Type 
Multiple choice, 40 questions. The questions are selected from the full 
ITIL Foundation in IT Service Management examination question bank. 

Duration 
Maximum 60 minutes. Candidates sitting the examination in a language 
other than their native language have a maximum of 75 minutes and are 
allowed the use of a dictionary. 

Prerequisite 
Accredited ITIL Foundation training is strongly recommended, but is not a 
prerequisite. 

Supervised Yes 

Open Book No 

Pass Score 65% (26 out of 40) 

Distinction Score None 

Delivery 
Online or Paper Based. Examination agent facility with a proof of 
education providers. 
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1 	The scope of the Change Management process includes changes to services and 
other Configuration Items (Cis) across the whole Service Lifecycle. 

What types of changes are NOT usually included within the scope of Change 
Management? 

a) Changes to a mainframe computer 

b) Changes to Business Operations 

c) Changes to a Service Level Agreement 

d) The retirement of a service 

2 	Which of the following is NOT an objective of Service Operation? 

a) Thorough testing to ensure that services are designed to meet business needs 

b) To deliver and manage IT services 

c) To manage the technology used to deliver services 

d) To monitor the performance of technology and processes 

3 	Operations Control refers to? 

a) The managers of the Technical and Applications Management functions 

b) Overseeing the execution and monitoring of operational activities and events 

c) The tools used to monitor and display the status of the IT Infrastructure and 
Applications 

d) The situation where the Service Desk is required to monitor the status of the 
infrastructure when Operators are not available 

4 	Which process is responsible for recording relationships between service 
components? 

a) Service Level Management 

b) Service Portfolio Management 

c) Service Asset and Configuration Management 

d) Incident Management 
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5 	What is the RACI model used for? 

a) Documenting the roles and relationships of stakeholders in a process or activity 

b) Defining requirements for a new service or process 

c) Analyzing the business impact of an Incident 

d) Creating a Balanced Scorecard showing the overall status of service 
management 

6 	Which of the following is the BEST description of an Operational Level Agreement 
(OLA)? 

a) An agreement between an IT Service Provider and another part of the same 
organisation that assists in the provision of services 

b) A written agreement between the IT Service Provider and the IT Customer(s) 
defining key targets and responsibilities of both parties 

c) An agreement between two Service Providers about the levels of Service 
required by the customer 

d) An agreement between a 3rd party Service Desk and the IT customer about fix 
and response times 

7 	The MAIN goal of Availability Management is? 

a) To monitor and report availability of services and components 

b) To ensure that all targets in Service Level Agreements (SLAs) are met 

c) To guarantee availability levels for services and components 

d) To ensure that service availability matches or exceeds the agreed needs of the 
business 

8 	Which of the following statements are CORRECT? 

1. Service Transition provides guidance on moving new and changed services into 
production 

2. Service Transition provides guidance on testing 

3. Service Transition provides guidance on the transfer of services to or from an 
external service provider 

a) 1 and 2 only 

b) 1 only 

c) All of the above 

d) 1 and 3 only 
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9 	Learning and Improvement is the PRIMARY concern of which of the following 
phases of the Service Lifecycle? 

a) Service Strategy, Service Design, Service Transition, Service Operation, and 
Continual Service Improvement 

b) Service Strategy, Service Transition, and Service Operation 

c) Service Operation and Continual Service Improvement 

d) Continual Service Improvement 

10 	Which of the following is an activity of the Service Asset and Configuration 
Management process? 

a) Account for all the financial assets of the organisation 

b) Specify the relevant attributes of each Configuration Item (CI) 

c) Build service models to justify ITIL implementations 

d) Implement ITIL across the organisation 

11 	Which of the following basic concepts are included in Access Management? 

1. Verifying the identity of users requesting access to services 

2. Setting the rights or privileges of systems to allow access to authorized users 

3. Defining security policies for system access 

4. Monitoring the availability of systems that users should have access to 

a) 2 and 4 only 

b) 1 and 3 only 

c) 2 and 3 only 

d) 1 and 2 only 

12 	Which of the following would be stored in the Definitive Media Library (DML)? 

1. Copies of purchased software 

2. Copies of internally developed software 

3. Relevant license documentation 

4. The Change Schedule 

a) All of the above 

b) 1 and 2 only 

c) 2, 3 and 4 only 

d) 1, 2 and 3 only 
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13 Which process reviews Operational Level Agreements (OLAs) on a regular basis? 

a) Supplier Management 

b) Service Level Management 

c) Service Portfolio Management 

d) Demand Management 

14 	A Process Owner is responsible for which of the following? 

a) Purchasing tools to support the process 

b) Ensuring that targets specified in a Service Level Agreement (SLA) are met 

c) Carrying out activities defined in the process 

d) Ensuring that the process is performed as documented 

15 	Which of the following are aims of the Release and Deployment Management 
process? 

1. To ensure there are clear release and deployment plans 

2. To ensure that Customers are satisfied with the Service Transition practices and 
outputs 

3. To ensure there is minimal unpredicted impact on production services, operations 
and support 

4. To provide cost justifiable IT capacity that is matched to the needs of the business 

a) 1, 2 and 3 only 

b) All of the above 

c) 1 and 3 only 

d) 1, 3 and 4 only 

16 	Functions are BEST described as? 

a) A body of knowledge 

b) Closed loop systems 

c) Self-Contained units of organizations 

d) Projects focusing on transformation 
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17 	Defining the functional requirements for a new service is part of: 

a) Service Operation: Application Management 

b) Service Strategy: Service Portfolio Management 

c) Service Design: Design the technology architecture 

d) Service Design: Design the service solutions 

18 	The Information Security Policy should be available to which groups of people? 

a) Senior Business Managers and all IT staff 

b) Senior Business Managers, IT Executives and the Security Manager 

c) All Customers, Users and IT staff 

d) Information Security Management staff only 

19 	The Service Design Package should detail all aspects of the service and its 
requirements through subsequent stages of its lifecycle. 

Which of the following are valid elements? 

1. Agreed and documented Business Requirements 

2. A service definition for operations 

3. Requirements for new or changed processes 

4. Metrics to measure the service 

a) 1 only 

b) 2 and 3 only 

c) 1, 2 and 4 only 

d) All of the above 

20 	Which of the following are examples of tools that might support the Service 
Transition phase of the Lifecycle? 

1. A tool to store definitive versions of software 

2. A workflow tool for managing changes 

3. An automated software distribution tool 

4. Testing and validation tools 

a) 1, 3 and 4 only 

b) 1,2 and 3 only 

c) All of the above 

d) 2, 3 and 4 only 
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21 	Which of the following statements are CORRECT? 

1. Problem Management ensures that all resolutions or workarounds that require a 
change to a Configuration Item (CI) are submitted through Change Management 

2. Problem Management provides management information about the cost of 
resolving and preventing problems to Financial Management 

a) 1 only 

b) 2 only 

c) Both of the above 

d) Neither of the above 

22 	What is the purpose of the Request Fulfilment Process? 

a) Dealing with Service Requests from the users 

b) Making sure all requests within an IT organisation are fulfilled 

c) Ensuring fulfilment of Change Requests 

d) Making sure the Service Level Agreement (SLA) is met 

23 	Which statement about Value Creation through services is CORRECT? 

a) The customer's perception of the service is an important factor in Value 
Creation 

b) The value of a service can only ever be measured in financial terms 

c) Delivering customer outcomes is unimportant in the value of a service 

d) Service provider preferences drive the value perception of a service 

24 	The four stages of the Deming Cycle are? 

a) Plan, Measure, Monitor, Report 

b) Plan, Check, Re-Act, Implement 

c) Plan, Do, Act, Audit 

d) Plan, Do, Check, Act 
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25 	Which of the following statements is CORRECT for all IT services? 

a) They deliver resources and capabilities to customers 

b) They deliver costs and risks to customers 

c) They deliver business solutions to customers 

d) They deliver value to customers 

26 	Which of the following activities is Service Level Management (SLM) responsible for? 

a) Designing the Configuration Management system from a business perspective 

b) Creating technology metrics to align with customer needs 

c) Discuss service achievements with customers 

d) Training Service Desk staff how to deal with customer complaints about service 

27 	Which of the following BEST describes the purpose of Event Management? 

a) The ability to detect events, make sense of them and determine the 
appropriate control action 

b) The ability to implement monitoring tools 

c) The ability to monitor and control the activities of technical staff 

d) The ability to report on the successful delivery of services by checking the 
uptime of infrastructure devices 

28 	Which of the following should a Service Catalogue contain? 

a) The version information of all software 

b) The organizational structure of the company 

c) Asset information 

d) Details of all operational services 
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29 	"Warranty of a service" means? 

a) The service is fit for purpose 

b) There will be no failures in applications and infrastructure associated with the 
service 

c) All service-related problems are fixed free of charge for a certain period of time 

d) Customers are assured of certain levels of availability, capacity, continuity and 
security 

30 	A technician uses a pre-defined technique to restore service as the Incident has 
been seen before. 

This is an example of which of the following? 

a) A Workaround 

b) A Standard Change 

c) A Service Capability 

d) An Alert 

31 	Which of the following is a benefit of using an incident Model? 

a) It will make problems easier to identify and diagnose 

b) It means known incident types never recur 

c) It provides pre-defined steps for handling particular types of incidents 

d) It ensures all incidents are easy to solve 

32 	Which of the following is the CORRECT sequence of activities for handling an 
Incident? 

a) Identification, Logging, Categorisation, Prioritisation, Initial Diagnosis, 
Functional Escalation, Investigation and Diagnosis, Resolution and Recovery, 
Closure 

b) Identification, Prioritisation, Logging, Categorisation, Initial Diagnosis, 
Functional Escalation, Investigation and Diagnosis, Resolution and Recovery, 
Closure 

c) Identification, Logging, Initial Diagnosis, Categorisation, Prioritisation, 
Functional Escalation, Investigation and Diagnosis, Resolution and Recovery, 
Closure 

Identification, Investigation, Logging, Categorisation, Functional Escalation, 
Prioritisation, Initial Diagnosis, Resolution and Recovery, Closure 
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33 	Which of the following is an objective of Continual Service Improvement? 

1. To improve process efficiency and effectiveness 

2. To improve services 

3. To improve all phases of the Service Lifecycle except Service Strategy 

4. To improve standards such as ISO/IEC 20000 

a) 1 and 2 only 

b) 2 only 

c) 1, 2 and 3 only 

d) All of the above 

34 	Which of the following is a MAJOR activity of Demand Management? 

a) Increasing customer value 

b) Understanding patterns of business activity 

c) Increasing the value of IT 

d) Aligning the business with IT cost 

35 	Which of the following is NOT defined as a main metric type by Continual Service 
Improvement (CSI)? 

a) Process Metrics 

b) Service Metrics 

c) Personnel Metrics 

d) Technology Metrics 

36 	Which statement about the relationship between the Configuration Management 
System (CMS) and the Service Knowledge Management System (SKMS) is 
CORRECT? 

a) The SKMS is part of the CMS 

b) The CMS forms part of the SKMS 

c) The CMS and SKMS are the same thing 

d) There is no relationship between the CMS and the SKMS 
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37 	What is the role of the Emergency Change Advisory Board (ECAB)? 

a) To assist the Change Manager in ensuring that no urgent Changes are made 
during particularly volatile business periods 

b) To assist the Change Manager by implementing Emergency Changes 

c) To assist the Change Manager in evaluating Emergency Changes and to 
decide whether the Change should be approved 

d) To assist the Change Manager in speeding up the Emergency Change 
Process so that no unacceptable delays occur 

38 	Which of the following statements about the Service Desk are CORRECT? 

1. The Service Desk is a function that provides a means of communication between 
IT and its users for all operational issues 

2. The Service Desk is always the owner of the Incident Management process 

a) 2 only 

b) 1 only 

c) Both of the above 

d) Neither of the above 

39 	Which of the following describes the Four Ps of Service Design? 

a) A process for the design of effective services 

b) The Planning, Perspective, Position and People aspects of Service Design 

c) Questions that should be asked when reviewing design specifications 

d) The People, Partner, Product and Process elements to be considered in the 
design of services 

40 	Which of the following represents the BEST course of action to take when a problem 
workaround is found? 

a) The problem record is closed 

b) The problem record remains open and details of the workaround are 
documented within it 

c) The problem record remains open and details of the workaround are 
documented on all related incident records 

d) The problem record remains open and details of the workaround are 
documented in a Request for Change(RFC) 
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ANSWER SHEET 

Answer Key for Exam Paper: ITILv3FoundationSampleA_v3.0 

Q A Syllabus Ref Q A Syllabus Ref 

1 B 05-51 21 C 05-72 

2 A 02-08 22 A 05-82 

3 B 06-02 23 A 04-02 

4 C 05-52 24 D 04-08 

5 A 07-02 25 D 01-02 

6 A 03-12 26 C 05-31 

7 D 05-42 27 A 05-81 

8 C 02-06 28 D 05-41 

9 D 02-02 29 D 03-01 

10 B 05-52 30 A 03-30 

11 D 05-83 31 C 05-71 

12 D 03-19 32 A 05-71 

13 B 05-31 33 A 02-10 

14 D 07-01 34 B 05-21 

15 A 05-61 35 C 04-10 

16 C 01-04 36 B 03-16 

17 D 04-04 37 C 05-51 

18 C 05-43 38 B 06-01 

19 D 03-14 39 D 04-03 

20 C 08-02 40 B 05-72 
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1 	Input from which processes could be considered by Service Level Management 
when negotiating Service Level Agreements (SLA)? 

a) All other ITIL processes 

b) Capacity and Availability Management only 

c) Incident and Problem Management only 

d) Change and Release and Deployment Management only 

2 	Which of the following statements about a standard change is INCORRECT? 

a) A standard change is one for which the approach is pre-authorized by Change 
Management 

b) Each standard change is granted by the nominated authority for that change 

c) Standard changes are usually low risk and well understood 

d) Standard changes are only raised using the Request Fulfilment process 

3 	Which of these statements about Service Desk staff is CORRECT? 

a) 	The Service Desk should try to have a high level of staff turnover as the 
training requirements are low and this helps to minimize salaries 

Service Desk staff should be discouraged from applying for other roles as it is 
more cost effective to keep them in the role where they have been trained 

c) The Service Desk can often be used as a stepping stone for staff to move into 
other more technical or supervisory roles 

d) Technical skills are more important to the Service Desk than business or 
interpersonal skills because they enable incidents to be resolved. 

4 	Which of the following statements is CORRECT about patterns of demand generated 
by the customers business? 

a) They are driven by patterns of business activity 

b) It is impossible to predict how they behave 

c) It is impossible to influence demand patterns 

d) They are driven by the delivery schedule generated by Capacity Management 
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5 	Facilities Management refers to? 

a) The Management of IT services that are viewed as "utilities", such as printers 
or network access 

b) Advice and guidance to IT Operations on methodology and tools for managing 
IT Services 

c) The Management of the physical IT environment such as a Data Center 

d) The procurement and maintenance of tools that are used by IT Operations staff 
to maintain the infrastructure 

6 	The three sub-processes of Capacity Management are: 

a) Business Capacity Management, Service Capacity Management and 
Component Capacity Management 

b) Supplier Capacity Management, Service Capacity Management and 
Component Capacity Management 

c) Supplier Capacity Management, Service Capacity Management and 
Technology Capacity Management 

d) Business Capacity Management, Technology Capacity Management and 
Component Capacity Management 

7 	Which statement about the Known Error Database (KEDB) is totally correct? 

a) The KEDB is the same database as the Service Knowledge Management 
System 

b) The KEDB should be used during incident diagnosis phase to try to speed up 
the resolution process 

c) Care should be taken to avoid duplication of records in the KEDB. This can be 
done by giving as many technicians as possible access to create new records 

d) Access to the KEDB should be limited to the Service Desk 

8 	Which statements about Key Performance Indicators (KPIs) and Metrics are 
CORRECT? 

1. Service metrics measure the end-to-end service 

2. KPIs should relate to a Critical Success Factor 

3. Continual Service Improvement (CSI) uses process metrics to identify 
improvement opportunities 

4. KPIs can be both qualitative and quantitative 

a) 1 only 

b) 2 and 3 only 

c) 1, 2 and 4 only 

d) All of the Above 
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9 	What is described by the following statement? "Maintains relationships between all 
service components and any related incidents, problems, known errors, change and 
release documentation" 

a) The Capacity Plan 

b) The Definitive Media Library 

c) The Configuration Management System 

d) A Service Level Agreement 

10 	Which of the following statements about a Definitive Media Library (DML) are 
CORRECT? 

1. The DML includes a physical store 

2. The DML holds definitive hardware spares 

3. The DML includes master copies of controlled documentation 

a) All of the above 

b) 1 and 2 only 

c) 2 and 3 only 

d) 1 and 3 only 

11 	Which of the following statements are correct? 

1. Problem Management can support the Service Desk by providing Known Errors 
to speed up incident resolution 

2. Problem Management provides information to Service Level Management about 
the impact of changes 

a) 1 only 

b) 2 only 

c) Both of the Above 

d) Neither of the Above 

12 	Incident Management provides value to the business by? 

a) Helping to control infrastructure cost of adding new technology 

b) Enabling users to resolve Problems 

c) Helping to align people and process for the delivery of service 

d) Contributing to the reduction of impact of service outages 
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13 	Which of the following questions is NOT answered by information in the Service 
Portfolio? 

a) How should our resources and capabilities be allocated? 

b) What opportunities are there in the market? 

c) Why should a customer buy these services? 

d) What are the pricing or chargeback models? 

14 	Which word is missing from the following sentence? 

"A logical configuration model records the relationships between Assets, the 
Infrastructure and 

a) Services 

b) The network 

c) Processes 

d) Service levels 

15 	Which of the following statements about processes is CORRECT? 

1. All processes must have an owner 

2. A process takes one or more inputs and turns them into defined outputs 

a) 1 only 

b) 2 only 

c) Both of the above 

d) Neither of the above 

16 	Which of the following statements is CORRECT for ALL processes? 

a) They define activities, roles, responsibilities, functions and metrics 

b) They create value for stakeholders 

c) They are carried out by a Service Provider in support of a Customer 

d) They are units of organizations responsible for specific outcomes 
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17 The following options are considered within which process? 

1. Big Bang vs. Phased 

2. Push and Pull 

3. Automated vs. Manual 

a) Incident Management 

b) Release and Deployment Management 

c) Service Asset and Configuration Management 

d) Service Catalogue Management 

18 	Which of the following BEST describes a Workaround? 

a) A technician uses a pre-defined technique to restore service as this Incident 
has been seen before 

b) A technician tries several approaches to solve an Incident. One of them works, 
although they do not know why 

c) After reporting the Incident to the Service Desk, the user works on alternative 
tasks while the problem is identified and resolved 

d) A device works intermittently, allowing the user to continue working at 
degraded levels of performance while the technician diagnoses the incident 

19 	Which of the following areas would technology help to support 

1. Self Help 

2. Reporting 

3. Release and Deployment 

4. Process design 

a) 1, 2 and 3 only 

b) 1, 3 and 4 only 

c) 2, 3 and 4 only 

d) All of the above 

20 	The four stages of the Deming Cycle are? 

a) Plan, Measure, Monitor, Report 

b) Plan, Check, Re-Act, Implement 

c) Plan, Do, Act, Audit 

d) Plan, Do, Check, Act 
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21 	Which of these processes includes a need to carry out Risk Assessment and 
Management? 

1. IT Service Continuity Management 

2. Information Security Management 

3. Service Level Management 

a) All of the above 

b) 1 and 3 only 

c) 2 and 3 only 

d) 1 and 2 only 

22 	What is the best definition of an Incident Model? 

a) The template used to define the incident logging form used to report incidents 

b) A type of incident involving a standard (or model) type of Configuration Item 
(CI) 

c) A set of pre-defined steps to be followed when dealing with a known type of 
incident 

An incident that is easy to solve 

23 	The RACI model ensures which combination of the following roles is allocated for 
processes? 

a) Responsible, Accountable, Consulted, Informed 

b) Responsible, Achievable, Consulted, Informed 

c) Realistic, Accountable, Consulted, Informed 

d) Responsible, Accountable, Corrected, Informed 

24 	Where within the Service Lifecycle would it be decided what services we should be 
offering and to whom they will be offered? 

a) Continual Service Improvement 

b) Service Operation 

c) Service Design 

d) Service Strategy 
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25 	Which of the following statements is CORRECT? 

1. Continual Service Improvement (CSI) provides guidance on how to improve 
process efficiency and effectiveness 

2. CSI provides guidance on how to improve services 

3. CSI provides guidance on the improvement of all phases of the Service Lifecycle 

4. CSI provides guidance on the measurement of processes and services 

a) 1 and 2 only 

b) 2 only 

c) 1, 2 and 3 only 

d) All of the above 

26 	Which of the following is a valid type of Service Level Agreement (SLA)? 

a) Priority-based SLA 

b) Technology-based SLA 

c) Location-based SLA 

d) Customer-based SLA 

27 	The BEST definition of an event is? 

a) An occurrence where a performance threshold has been exceeded and an 
agreed service level has already been impacted 

b) An occurrence that is significant for the management of the IT Infrastructure or 
delivery of services 

c) A known system defect that generates multiple incident reports 

d) A planned meeting of customers and IT staff to announce a new service or 
improvement programme 

28 	Which Service Lifecycle phase is responsible for ensuring that existing measurement 
methods can provide the required metrics for new or changed services? 

a) Service Design 

b) Service Operation 

c) Continual Service Improvement 

d) Service Delivery 
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29 An Incident occurs when: 

1. A user is unable to access a service during service hours 

2. An authorized IT staff member is unable to access a service during service hours 

3. A network segment fails and the user is not aware of any disruption to service 

4. A user contacts the Service Desk about slow performance of an application 

Which of the above statements is CORRECT? 

a) All of the above 

b) 1 and 4 only 

c) 2 and 3 only 

d) None of the above 

30 	Which of the following statements about a Change process model is CORRECT? 

a) A Change process model should not be used for emergency changes 

b) A Change process model should be constructed when a significant change is 
required 

c) A Change process model predefines steps that should be taken to handle a 
Change in an agreed way 

Escalation procedures are outside the scope of a Change process model 

31 	Which is the first activity of the Continual Service Improvement (CSI) model? 

a) Understand the business objectives 

b) Carry out a baseline assessment to understand the current situation 

c) Agree on priorities for improvement 

d) Create and verify a plan 

32 	Which are the missing Service Operation processes from the following? 

1. Incident Management 

2. Problem Management 

3. Access Management 

4.?  

5.?  

a) Event Management and Request Fulfilment 

b) Event Management and Service Desk 

c) Facilities Management and Event Management 

d) Change Management and Service Level Management 
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33 	Which phase of the Service Lifecycle provides a framework for evaluating service 
capability and risk profile before a service is deployed? 

a) Service Strategy 

b) Service Design 

c) Service Transition 

d) Service Operation 

34 	Which activities would you expect a service owner to undertake? 

1. Representing a specific service across the organization 

2. Updating the CMDB after a change 

3. Helping to identify service improvements 

4. Representing a specific service in CAB meetings 

a) 1, 2 and 4 only 

b) All of the above 

c) 1 and 4 only 

d) 1, 3 and 4 only 

35 	The MAIN goal of Availability Management is? 

a) To monitor and report availability of services and components 

b) To ensure that all targets in Service Level Agreements (SLAs) are met 

c) To guarantee availability levels for services and components 

d) To ensure that service availability matches or exceeds the agreed needs of the 
business 

36 	Which of the following is the CORRECT description of the Four Ps of Service 
Design? 

a) A four step process for the design of effective service management 

b) A definition of the people and products required for successful design 

c) A set of questions that should be asked when reviewing design specifications 

d) The four major areas that need to be considered in the design of effective 
service management 
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37 In which core publication can you find detailed descriptions of Demand Management 
and Financial Management? 

a) Service Operation 

b) Service Strategy 

c) Service Transition 

d) Continual Service Improvement 

38 	Which of the following statements about Supplier Management is INCORRECT? 

a) Supplier Management negotiates Operational Level Agreements (OLAs) with 
internal groups to support the delivery of services 

b) Supplier Management ensures that suppliers meet business expectations 

c) Supplier Management maintains information in a Supplier and Contract 
Database 

d) Supplier Management negotiates external agreements to support the delivery 
of services 

39 	Which of the following is NOT one of the ITIL core publications? 

a) Service Optimisation 

b) Service Transition 

c) Service Design 

d) Service Strategy 

40 	Which of the following is MOST LIKELY to be covered by a Service Request through 
the Request Fulfilment process? 

a) A user calls the Service Desk to order a toner cartridge 

b) A user calls the Service Desk because they would like to change the 
functionality of an application 

c) A Manager asks for a change to an existing global security profile 

d) A user logs onto an external web site to download a copy of a new version of 
software 

© The OGC's Official Accreditor of the ITIL Portfolio — The APM Group Limited 2009 
This document is not to be re-produced or re-sold without express permission from The APM Group Limited 

ITILv3FoundationSampleB_v3.0.doc 
Version 3.0 (Live) 	 Owner—Chief Examiner 

Page 11 



ANSWER SHEET 

Answer Key for Exam Paper: ITlLv3FoundationSampleB_v3.O 

Q A Syllabus Ref Q A Syllabus Ref 

1 A 05-31 21 D 05-46 

2 D 05-51 22 C 05-71 

3 C 06-01 23 A 07-02 

4 A 05-21 24 D 02-03 

5 C 06-02 25 D 02-10 

6 A 05-45 26 D 05-31 

7 B 05-72 27 B 03-24 

8 D 61 28 A 04-04 

9 C 03-18 29 A 03-26 

10 D 05-52 30 C 05-51 

11 A 05-72 31 A 04-09 
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13 B 03-03 33 C 02-06 

14 A 05-52 34 D 07-01 

15 C 01-05 35 D 05-42 

16 B 01-04 36 D 04-03 

17 B 05-61 37 B 05-22 

18 A 03-30 38 A 05-44 

19 D 08-02 39 A 02-02 

20 D 04-08 40 A 03-28 
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THE ITIL FOUNDATION BRIDGE CERTIFICATE IN IT 
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Certificate from earlier ITIL versions who want knowledge and understanding of the new content of 
ITIL version 3. 

Learning Objectives 
Candidates can expect to gain knowledge and understanding in the following upon successful 
completion of the components related to this certification. 

• Service Management as a practice (Awareness) 
• Service Lifecycle (Awareness) 
• Key Principles and Models (Awareness) 
• Generic Concepts (Awareness) 
• Selected Processes (Awareness) 
• Selected Roles (Awareness) 
• Selected Functions (Awareness) 
• Technology and Architecture (Awareness) 
• ITIL Qualification scheme (Awareness) 
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Foundation Bridge Syllabus 
The syllabus will guide the design, development and use of training materials as well as training 
aimed at raising understanding of, and competence in, IT Service Management as described in the 
ITIL Service Strategy, ITIL Service Design, ITIL Service Transition, ITIL Service Operation, ITIL 
Continual Service Improvement, ITIL Introduction and ITIL Glossary publications. The syllabus has 
been designed with ease of reference, extensibility and ease of maintenance in mind. 

The Bridge syllabus is based on the ITIL version 3 Foundation Syllabus. The scope of the V3 
Foundation course is wider and less detailed compared to Foundation on earlier ITIL versions. The 
main focus of the Bridge course will be the new content. It will also provide an overview of the main 
differences on topics known from earlier ITIL versions. 

Training providers are free to structure and organize their training in the way they find most 
appropriate, provided the units below are sufficiently covered. It is strongly recommended that 
training providers do not structure their courses by simply following the order of the training units as 
described in this document. It has been designed to be flexible so that training providers can add 
value as appropriate. The recommended number of study hours is 9.5 hours plus the final exam. 

Note that the numbering is not in order, since it reflects the numbering of the ITIL version 3 
Foundation Syllabus. The terms emphasized in italics are defined in the ITIL Glossary. 

Unit Content 

ITILFNDOO Introduction 

The purpose of this unit is to help the candidate understand the background for ITIL 
version 3 and why ITIL needed to change. 

Specifically, candidates must be able to: 

00-1. Explain the background for the new ITIL version and how the project got 
input from different stakeholder groups and nationalities 

00-2. Understand why ITIL needed to change 

The recommended study period for this unit is minimum 15 minutes. This unit 
will not be subject to exam questions. 

ITILFNDO1 Service Management as a practice 

The purpose of this unit is to help the candidate to define Service and to comprehend 
and explain the concept of Service Management as a practice. 

Specifically, candidates must be able to: 

01-1. Describe the concept of Good Practice (SS 1.2.2) 
01-2. Define and explain the concept of a Service (SS 2.2.1) 
01-3. Define and explain the concept of Service Management (SS 2.1) 
01-4. Define Functions and Processes (SS 2.3, 2.6.1, SD 2.3, SD 3.6.4, ST 2.3, 

SO 2.3, 3.1, CSI 2.3) 
01-5. Explain the process model and the characteristics of processes (SD 2.3.2, 

3.6.4) 

The recommended study period for this unit is minimum 45 minutes. 

© Crown Copyright 2009 Reproduced under license from OGC 
ITIL_v3_Foundation Bridge_Certificate_Syllabus_v4.1 

Version 4.1 (Status — Live) 
	

Document owner — Chief Examiner 
Page 3 of 9 



Unit Content 

ITILFNDO2 The Service Lifecycle 

The purpose of this unit is to help the candidate to understand the value of the 
Service Lifecycle, how the processes integrate with each other, throughout the 
Lifecycle and explain the objectives and business value for each phase in the 
Lifecycle 

Specifically, candidates must be able to: 

02-2. Describe the structure, scope, components and interfaces of the Service 
Lifecycle (SS 1.2.3 All) 

02-3. Account for the main goals and objectives of Service Strategy (SS 1.3) 
02-4. Account for the main goals and objectives of Service Design (SD 2.4.1, SD 

3.1) 
02-5. Briefly explain what value Service Design provides to the business (SD 

2.4.3) 
02-6. Account for the main goals and objectives of Service Transition (ST 2.4.1) 
02-7. Briefly explain what value Service Transition provides to the business (ST 

2.4.3) 
02-8. Account for the main goals and objectives of Service Operations (SO 2.4.1) 
02-9. Briefly explain what value Service Operation provides to the business (SO 

2.4.3 1S' para, SO 1.2.3.4) ) 
02-10. Account for the main goals and objectives of Continual Service 

Improvement (CSI 2.4.1, 2.4.2) 

It is recommended that this training is covered within other units 

The recommended study period for this unit is minimum 1.0 hours. 

ITILFNDO3 Generic concepts and definitions 

The purpose of this unit is to help the candidate to define some of the key terminology 
and explain the key concepts of Service Management. 

Specifically, candidates must be able to define and explain the following key 
concepts: 

03-1. Utility and Warranty (SS 2.2.2 ) 
03-2. Resources, Capabilities and Assets (SS 3.2.1) 
03-3. Service Portfolio (SS 4.2.3, SD 3.6.2 — to end of 1st bullet list) 
03-5. The role of IT Governance across the Service Lifecycle (CSI 3.10 All) 
03-14. Service Design Package (SD Appendix A) 
03-16. Service Knowledge Management System (SKMS) (ST 4.7.4.2) 
03-18. Configuration Management System (ST 4.3.4.3 ) 
03-19. Definitive Media Library (DML) (ST 4.3.4.3) 
03-20. Service Change (ST 4.2.2) 
03-24. Event (SO 4.1 1st  para) 
03-25. Alert (SO glossary) 

It is recommended that this unit is covered as part of the training in the other 
units. 

The recommended study period for this unit is minimum 30 minutes. 

ITILFNDO4 Key Principles and Models 

The purpose of this unit is to help the candidate comprehend and account for the key 
principles and models of Service Management and balance some of the opposing 
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Unit Content 

forces within Service Management. 

Specifically, candidates must be able to: 

Service Strategy 

04-2. Describe basics of Value Creation through Services (SS 3.1.1, 3.1.2) 

Service Design 

04-4 Understand the five major aspects of Service Design (SD 2.4.2) 

• Service Portfolio Design 
• Identification of Business Requirements, definition of Service 

Requirements and design of Services 
• Technology and architectural design 
• Process design 
• Measurement design 

Continual Service Improvement 

04-8. Explain the Plan, Do, Check and Act (PDCA) Model to control and manage 
quality (CSI 3.6, 5.5.1, Fig 5.6) 

04-9. Explain the Continual Service Improvement Model (CSI 2.4.4, Fig 2.3) 
04-10. Understand the role of measurement for Continual Service Improvement 

and explain the following key elements: 

• The role of KPIs in the Improvement Process (CSI 4.1.2) 
• Baselines (CSI 3.7.1) 
• Types of metrics (technology metrics, process metrics, service metrics) 

(CSI 4.1.2) 

The recommended study period for this unit is minimum 1.5 hours. 

ITILFNDO5 Processes 

The purpose of this unit is to help the candidate understand how the Service 
Management processes contribute to the Service Lifecycle, to explain the objectives 
and some of the basic concepts where there are changes from earlier versions of ITIL. 

The list of activities to be included from each process is the minimum required and 
should not be taken as an exhaustive list. 

Specifically, candidates must be able to: 

Service Strategy 

State the objectives and basic concepts for: 

05-21. Demand Management (SS 5.5) 

The following list must be covered: 

• Challenges in managing demand for Services (SS 5.5.1) 
• Activity based Demand Management (Patterns of Business Activity 

PBAs) (SS 5.5.2) 
• Business activity patterns and user profiles (SS 5.5.3) 
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Unit Content 

05-22. Financial Management (SS 5.1 Intro, 5.1.2 Intro) 

• Business case 

Service Design 

State the objectives and basic concepts for: 

05-41. Service Catalogue Management (SD 4.1 Intro, 4.1.1, 4.1.4) 

05-43. Information Security Management (ISM) (SD 4.6 Intro, 4.6.1, 4.6.4 ) 

• Security Framework (SD 4.6.4.1) 
• Information Security Policy (SD 4.6.4.2) 
• Information Security management System (ISMS) (SD 4.6.4.3) 

05-44 Supplier Management (SD 4.7 Intro, 4.7.1) 

• Supplier Contract Database (SD 4.7.4) 

Service Transition 

State the objectives and basic concepts for: 

05-62. Knowledge Management (ST 4.7 Intro, 4.7.1, 4.7.4) 

• DIKW & SKMS 

Service Operation 

State the objectives and basic concepts for: 

05-81. Event Management (SO 4.1 Intro, 4.1.1, 4.1.4 ) 

05-82. Request Fulfilment (SO 4.3 Intro, 4.3.1, 4.3.4 ) 

05-83. Access Management (SO 4.5 Intro, 4.5.1, 4.5.4 ) 

The recommended number of study hours for this unit is minimum 3.0 hours. 

ITILFNDO6 Functions 

The purpose of this unit is to help the candidate explain the role, objectives, 
organizational structures and overlap of the three functions. 

Specifically, candidates must be able to: 

06-2. State the role, objectives and organizational overlap of: 

• The Technical Management function (SO 6.1, 6.3 Intro, 6.3.1, 6.3.2) 
• The Application Management function (SO 6.5 Intro, 6.5.1, 6.5.2) 
• The IT Operations Management function (IT Operations Control and 

Facilities Management) (SO 6.4 Intro, 6.4.1, 6.4.2) 

The recommended study period for this unit is minimum 15 minutes. 

ITILFNDO7 Roles 
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Unit Content 

The purpose of this unit is to hdp the candidate account for and be aware of the 
responsibilities of some of the key roles in Service Management. 

Specifically, candidates must be able to: 

07-1. Account for the role and the responsibilities of the 

• Process owner (SD 6.4 Intro, 6.4.1) 
• Service owner (CSI 6.1.Intro, 6.1.4) 

07-2. Recognize the RACI model and explain its role in determining 
organizational structure. (SD 6 Intro, CSI 6.2 — not RACI-VS or RASCI) 

The recommended study period for this unit is minimum 30 minutes. 

ITILFNDO9 ITIL Qualification scheme 

The purpose of this unit is to help the candidate 

09-1. Explain the ITIL Qualification scheme, distinguish between the purposes of 
the two intermediate streams, mention the included certificates, ITIL Expert 
and ITIL Master, and understand the different options for further training. 

The recommended study period for this unit is minimum 15 minutes. 

ITILFNDIO The following 	learning 	unit highlights the 	main differences 	related to expected 
knowledge from earlier ITIL versions. The main differences shall be explained in the 
ITIL V3 Foundation Bridge Course, not the full content. These main differences will 
probably be covered as part of the training in the other units, but add a study period of 
at least 30 minutes. 

Some key differences from earlier ITIL versions: 

Based on earlier ITIL versions, candidates should be able to explain the main 
differences in the following topics: 

Service Strategy 

03-4. Service Catalogue (Business Service Catalogue and Technical Service 
Catalogue) (SS 4.2.3.1, SD 4.1.4) 

03-9. Service Provider (SS 3.3 Intro) (The 3 main types of service providers are 
NOT required in detail) 

Service Transition 

03-21. Change types (Normal, Standard and Emergency) (ST 4.2.6.1, 4.2.4.5, 
4.2.6.9) 

03-23. Concept of Seven R's of Change Management (ST 4.2.6.4); no 
requirement to learn list 

05-51B. Change Management (ST 4.2) 

• Types of change request (ST 4.2.4.3, Table 4.3) 
• Change process models and workflows (ST 4.2.4.4) 
• Standard change (ST 4.2.4.5) 
• Remediation Planning (ST 4.2.5) 
• Change Advisory Board / Emergency Change Advisory Board (ST 
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Unit Content 

4.2.6.8) 

05-52B. State the objectives and basic concepts for: 

• Service Asset and Configuration Management (SACM) (ST 4.3 Intro, 
4.3.1, 	4.3.4) 	(Understand 	the 	information 	structure 	and 	new 
terminology related to CMDB, DML, KEDB CMS and SKMS related to 
the concept of "data-information-knowledge-wisdom") 

05-61. State the objectives and basic concepts for: 
• Release and Deployment Management (ST 4.4 Intro, 4.4.1, 4.4.4, 

4.4.4.1, 4.4.4.2 ) 

Service Operation 

05-72B. State the objectives and basic concepts for: 
• Problem Management (SO 4.4 ) not PM Techniques 

It is recommended that this unit is covered as part of the training in the other 
units. 

The recommended study period for this unit is minimum 30 minutes. 

ITILFND11 Mock exam 

The purpose of this unit is to help the candidate to pass the ITIL Foundation Bridge 
exam. 

Specifically, candidates must: 

11-1. Sit minimum one ITIL Foundation Bridge mock exam. 

The recommended study period for this unit is a minimum 1.0 hour inclusive of 
revision. 
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Format of the Examination 
This syllabus has an accompanying examination at which the candidate must achieve a pass score 
to gain the ITIL V3 Foundation Bridge Certificate in IT Service Management. 

Type 
Multiple choice, 20 questions. The questions are selected from the full ITIL 
Foundation in IT Service Management examination question bank. 

Duration 
Maximum 30 minutes. Candidates sitting the examination in a language 
other than their native language have a maximum of 40 minutes and are 
allowed the use of a dictionary. 

Prerequisite 
Foundation Certificate from earlier ITIL versions and completion of an 
accredited Course from an ITIL Accredited Training Provider. 

Supervised Yes 

Open Book No 

Pass Score 65 % (13 out of 20) 

Distinction Score None 

Delivery 
Online or paper based through an Accredited Training Organization / 
Provider. 
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1 	Operations Control refers to? 

a) The managers of the Technical and Applications Management functions 

b) Overseeing the execution and monitoring of operational activities and events 

c) The tools used to monitor and display the status of the IT Infrastructure and 
Applications 

d) The situation where the Service Desk is required to monitor the status of the 
infrastructure when Operators are not available 

2 	Which of the following statements are correct? 

1. Problem Management can support the Service Desk by providing Known Errors 
to speed up incident resolution 

2. Problem Management provides information to Service Level Management about 
the impact of changes 

a) 1 only 

b) 2 only 

c) Both of the Above 

d) Neither of the Above 

3 	Functions are BEST described as? 

a) A body of knowledge 

b) Closed loop systems 

c) Self-Contained units of organizations 

d) Projects focusing on transformation 

4 	Which of the following is NOT defined as a main metric type by Continual Service 
Improvement (CSI)? 

a) Process Metrics 

b) Service Metrics 

c) Personnel Metrics 

d) Technology Metrics 
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5 	The Service Design Package should detail all aspects of the service and its 
requirements through subsequent stages of its lifecycle. 

Which of the following are valid elements? 

1. Agreed and documented Business Requirements 

2. A service definition for operations 

3. Requirements for new or changed processes 

4. Metrics to measure the service 

a) 1 only 

b) 2 and 3 only 

c) 1, 2 and 4 only 

d) All of the above 

6 	Which of the following statements about a standard change is INCORRECT? 

a) A standard change is one for which the approach is pre-authorized by Change 
Management 

b) Each standard change is granted by the nominated authority for that change 

c) Standard changes are usually low risk and well understood 

d) Standard changes are only raised using the Request Fulfilment process 

7 	In which core publication can you find detailed descriptions of Demand Management 
and Financial Management? 

a) Service Operation 

b) Service Strategy 

c) Service Transition 

d) Continual Service Improvement 

8 	Which of the following should a Service Catalogue contain? 

a) The version information of all software 

b) The organizational structure of the company 

c) Asset information 

d) Details of all operational services 
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9 	Which of the following statements is CORRECT for all IT services? 

a) They deliver resources and capabilities to customers 

b) They deliver costs and risks to customers 

c) They deliver business solutions to customers 

d) They deliver value to customers 

10 	Which of the following statements are CORRECT? 

1. Service Transition provides guidance on moving new and changed services into 
production 

2. Service Transition provides guidance on testing 

3. Service Transition provides guidance on the transfer of services to or from an 
external service provider 

a) 1 and 2 only 

b) 1 only 

c) All of the above 

d) 1 and 3 only 

11 	Which statement about the relationship between the Configuration Management 
System (CMS) and the Service Knowledge Management System (SKMS) is 
CORRECT? 

a) The SKMS is part of the CMS 

b) The CMS forms part of the SKMS 

c) The CMS and SKMS are the same thing 

d) There is no relationship between the CMS and the SKMS 

12 	Which of the following statements about Supplier Management is INCORRECT? 

a) Supplier Management negotiates Operational Level Agreements (OLAs) with 
internal groups to support the delivery of services 

b) Supplier Management ensures that suppliers meet business expectations 

c) Supplier Management maintains information in a Supplier and Contract 
Database 

d) Supplier Management negotiates external agreements to support the delivery 
of services 
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13 	Which of the following is NOT an objective of Service Operation? 

a) Thorough testing to ensure that services are designed to meet business needs 

b) To deliver and manage IT services 

c) To manage the technology used to deliver services 

d) To monitor the performance of technology and processes 

14 	Which of the following BEST describes the purpose of Event Management? 

a) The ability to detect events, make sense of them and determine the 
appropriate control action 

b) The ability to implement monitoring tools 

c) The ability to monitor and control the activities of technical staff 

d) The ability to report on the successful delivery of services by checking the 
uptime of infrastructure devices 

15 	A Process Owner is responsible for which of the following? 

a) Purchasing tools to support the process 

b) Ensuring that targets specified in a Service Level Agreement (SLA) are met 

c) Carrying out activities defined in the process 

d) Ensuring that the process is performed as documented 

16 	Which statement about Value Creation through services is CORRECT? 

a) The customer's perception of the service is an important factor in Value 
Creation 

b) The value of a service can only ever be measured in financial terms 

c) Delivering customer outcomes is unimportant in the value of a service 

d) Service provider preferences drive the value perception of a service 
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17 	Which of the following is an objective of Continual Service Improvement? 

1. To improve process efficiency and effectiveness 

2. To improve services 

3. To improve all phases of the Service Lifecycle except Service Strategy 

4. To improve standards such as ISO/IEC 20000 

a) 1 and 2 only 

b) 2 only 

c) 1, 2 and 3 only 

d) All of the above 

18 	Which of the following is a MAJOR activity of Demand Management? 

a) Increasing customer value 

b) Understanding patterns of business activity 

c) Increasing the value of IT 

d) Aligning the business with IT cost 

19 	The Information Security Policy should be available to which groups of people? 

a) Senior Business Managers and all IT staff 

b) Senior Business Managers, IT Executives and the Security Manager 

c) All Customers, Users and IT staff 

d) Information Security Management staff only 

20 	Defining the functional requirements for a new service is part of: 

a) Service Operation: Application Management 

b) Service Strategy: Service Portfolio Management 

c) Service Design: Design the technology architecture 

d) Service Design: Design the service solutions 
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2 A 05-72B 
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9 D 01-02 

10 C 02-06 
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12 A 05-44 

13 A 02-08 

14 A 05-81 

15 D 07-01 

16 A 04-02 

17 A 02-10 

18 B 05-21 

19 C 05-43 
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1 	Which process is responsible for recording relationships between service 
components? 

a) Service Level Management 

b) Service Portfolio Management 

c) Service Asset and Configuration Management 

d) Incident Management 

2 	Where within the Service Lifecycle would it be decided what services we should be 
offering and to whom they will be offered? 

a) Continual Service Improvement 

b) Service Operation 

c) Service Design 

d) Service Strategy 

3 	"Warranty of a service" means? 

a) The service is fit for purpose 

b) There will be no failures in applications and infrastructure associated with the 
service 

c) All service-related problems are fixed free of charge for a certain period of time 

d) Customers are assured of certain levels of availability, capacity, continuity and 
security 

4 	What is described by the following statement? "Maintains relationships between all 
service components and any related incidents, problems, known errors, change and 
release documentation" 

a) The Capacity Plan 

b) The Definitive Media Library 

c) The Configuration Management System 

d) A Service Level Agreement 
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Which are the missing Service Operation processes from the following? 

1. Incident Management 

2. Problem Management 

3. Access Management 

4.?  

5.?  

a) Event Management and Request Fulfilment 

b) Event Management and Service Desk 

c) Facilities Management and Event Management 

d) Change Management and Service Level Management 

6 	The BEST definition of an event is? 

a) An occurrence where a performance threshold has been exceeded and an 
agreed service level has already been impacted 

b) An occurrence that is significant for the management of the IT Infrastructure or 
delivery of services 

c) A known system defect that generates multiple incident reports 

d) A planned meeting of customers and IT staff to announce a new service or 
improvement programme 

7 	Which Service Lifecycle phase is responsible for ensuring that existing measurement 
methods can provide the required metrics for new or changed services? 

a) Service Design 

b) Service Operation 

c) Continual Service Improvement 

d) Service Delivery 

8 	Which of the following statements is CORRECT for ALL processes? 

a) They define activities, roles, responsibilities, functions and metrics 

b) They create value for stakeholders 

c) They are carried out by a Service Provider in support of a Customer 

d) They are units of organizations responsible for specific outcomes 
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9 	Which of the following statements is CORRECT? 

1. Continual Service Improvement (CSI) provides guidance on how to improve 
process efficiency and effectiveness 

2. CSI provides guidance on how to improve services 

3. CSI provides guidance on the improvement of all phases of the Service Lifecycle 

4. CSI provides guidance on the measurement of processes and services 

a) 1 and 2 only 

b) 2 only 

c) 1, 2 and 3 only 

d) All of the above 

10 	Which of the following statements about a Change process model is CORRECT? 

a) A Change process model should not be used for emergency changes 

b) A Change process model should be constructed when a significant change is 
required 

c) A Change process model predefines steps that should be taken to handle a 
Change in an agreed way 

d) Escalation procedures are outside the scope of a Change process model 

11 	Which of the following statements is CORRECT about patterns of demand generated 
by the customer's business? 

a) They are driven by patterns of business activity 

b) It is impossible to predict how they behave 

c) It is impossible to influence demand patterns 

d) They are driven by the delivery schedule generated by Capacity Management 

Version 3.1 (Live) 
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12 Which statements about Key Performance Indicators (KPIs) and Metrics are 
CORRECT? 

1. Service metrics measure the end-to-end service 

2. KPIs should relate to a Critical Success Factor 

3. Continual Service Improvement (CSI) uses process metrics to identify 
improvement opportunities 

4. KPIs can be both qualitative and quantitative 

a) 1 only 

b) 2 and 3 only 

c) 1, 2 and 4 only 

d) All of the Above 

13 	Which is the first activity of the Continual Service Improvement (CSI) model? 

a) Understand the business objectives 

b) Carry out a baseline assessment to understand the current situation 

c) Agree on priorities for improvement 

d) Create and verify a plan 

14 	Which phase of the Service Lifecycle provides a framework for evaluating service 
capability and risk profile before a service is deployed? 

a) Service Strategy 

b) Service Design 

c) Service Transition 

d) Service Operation 

15 	Which of the following statements about processes is CORRECT? 

1. All processes must have an owner 

2. A process takes one or more inputs and turns them into defined outputs 

a) 1 only 

b) 2 only 

c) Both of the above 

d) Neither of the above 
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16 	Which of the following sentences BEST describes a Standard Change? 

a) A Change to the service provider's established policies and guidelines 

b) A Change that correctly follows the required Change process 

c) A pre-authorized Change that has an accepted and established procedure 

d) A Change that is made as the result of an audit 

17 	Facilities Management refers to? 

a) The Management of IT services that are viewed as "utilities", such as printers 
or network access 

b) Advice and guidance to IT Operations on methodology and tools for managing 
IT Services 

c) The Management of the physical IT environment such as a Data Center 

d) The procurement and maintenance of tools that are used by IT Operations staff 
to maintain the infrastructure 

18 	The RACI model ensures which combination of the following roles is allocated for 
processes? 

a) Responsible, Accountable, Consulted, informed 

b) Responsible, Achievable, Consulted, Informed 

c) Realistic, Accountable, Consulted, Informed 

d) Responsible, Accountable, Corrected, Informed 

19 	Which of the following statements about Supplier Management is INCORRECT? 

a) Supplier Management negotiates Operational Level Agreements (OLAs) with 
internal groups to support the delivery of services 

b) Supplier Management ensures that suppliers meet business expectations 

c) Supplier Management maintains information in a Supplier and Contract 
Database 

d) Supplier Management negotiates external agreements to support the delivery 
of services 
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20 Which statement about the Known Error Database (KEDB) is totally correct? 

a) The KEDB is the same database as the Service Knowledge Management 
System 

b) The KEDB should be used during incident diagnosis phase to try to speed up 
the resolution process 

c) Care should be taken to avoid duplication of records in the KEDB. This can be 
done by giving as many technicians as possible access to create new records 

d) Access to the KEDB should be limited to the Service Desk 
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Q A Syllabus Ref 

1 C 05-52B 

2 D 02-03 

3 D 03-01 

4 C 03-18 

5 A 05-81 

6 B 03-24 

7 A 04-04 

8 B 01-04 

9 D 02-10 

10 C 05-51B 

11 A 05-21 

12 D 04-10 

13 A 04-09 

14 C 02-06 

15 C 01-05 

16 C 03-21 

17 C 06-02 

18 A 07-02 

19 A 05-44 

20 B 05-72B 

© The OGC's Official Accreditor of the ITIL Portfolio — The APM Group Ltd 2009 
ITIL® is a Registered Trade Mark of the Office of Government Commerce in the United Kingdom and other countries 

ITILv3FoundationBridgeSampleB_ANSWERS_v3.1 
Version 3.1 (Live) 	 Owner — Chief Examiner 

Page 1 



Appendix 

ITIL®  V3 Foundation 

Appendix H: 
Sample SLA 



Sample SLA 
It is not recommended that every SLA or OLA should necessarily contain all of the sections listed 

within the following sample documents. It is suggested that these areas are considered when 

preparing document templates, but that they are only incorporated into the actual documents 

themselves where they are appropriate and relevant. So the following outlines should only be 

considered as guidelines or checklists. 

SERVICE LEVEL AGREEMENT (SLA — SAMPLE) 

This agreement is made between 	 and 

The agreement covers the provision and support of the ABC services which 	 (brief service 

description). 

This agreement remains valid for 12 months from the (date) until (date). The agreement will be 

reviewed annually. Minor changes may be recorded on the form at the end of the agreement, 

providing they are mutually endorsed by the two parties and managed through the Change 

Management process. 

Signatories: 

Name 	 Position 	 Date 	 

Name 	 Position 	 Date 	 

Service description: 

The ABC Service consists of.... (a fuller description to include key business functions, deliverables and 

all relevant information to describe the service and its scale, impact and priority for the business). 

Scope of the agreement: 

What is covered within the agreement and what is excluded? 

Service hours: 

A description of the hours that the customers can expect the service to be available (e.g. 7 x 24 x 365, 

08:00 to 18:00 — Monday to Friday). 

Special conditions for exceptions (e.g. weekends, public holidays) and procedures for requesting 

service extensions (who to contact — normally the Service Desk -- and what notice periods are 

required). 

This could include a service calendar or reference to a service calendar. 

Details of any pre-agreed maintenance or housekeeping slots, if these impact on service hours, 

together with details of how any other potential outages must be negotiated and agreed — by whom 

and notice periods etc. 

Procedures for requesting permanent changes to service hours. 

Service availability: 

The target availability levels that the IT service provider will seek to deliver within the agreed service 

hours. Availability targets within agreed service hours, normally expressed as percentages (e.g. 

99.5%), measurement periods, method and calculations must be stipulated. This figure may be 

expressed for the overall service, underpinning services and critical components or all three. 

However, it is difficult to relate such simplistic percentage availability figures to service quality, or to 

customer business activities. It is therefore often better to try to measure service unavailability in 

terms of the customer's inability to conduct its business activities. For example, 'sales are 

immediately affected by a failure of IT to provide an adequate POS support service'. This strong link 



between the IT service and the customer's business processes is a sign of maturity in both the SLM 

and the Availability Management processes. 

Agreed details of how and at what point this will be measured and reported, and over what agreed 

period should also be documented. 

Reliability: 

The maximum number of service breaks that can be tolerated within an agreed period (may be 

defined either as number of breaks e.g. four per annum, or as a Mean Time Between Failures (MTBF) 

or Mean Time Between Systems Incidents (MTBSI)). 

Definition of what constitutes a 'break' and how these will be monitored and recorded. 

Customer support: 

Details of how to contact the Service Desk, the hours it will be available, the hours support is available 

and what to do outside these hours to obtain assistance (e.g. on-call support, third-party assistance 

etc.) must be documented. The SLA may also include reference to internet/lntranet Self Help and/or 

Incident logging. Metrics and measurements should be included such as telephone call answer targets 

(number of rings, missed calls etc.) 

Targets for Incident response times (how long will it be before someone starts to assist the customer 

— may include travelling time etc.) 

A definition is needed of 'response' — Is it a telephone call back to the customer or a site visit? — as 

appropriate. 

Arrangements for requesting support extensions, including required notice periods (e.g. request must 

be made to the Service Desk 

by 12 noon for an evening extension, by 12 noon on Thursday for a week-end extension) 

Note. Both Incident response and resolution times will be based on whatever Incident impact/priority 

codes are used — details of the classification of Incidents should also be included here. 

Note. In some cases, it may be appropriate to reference out to third-party contacts and contracts and 

OLAs — but not as away of diverting responsibility. 

Contact points and escalation: 

Details of the contacts within each of the parties involved in the agreement and the escalation 

processes and contact points. This should also include the definition of a complaint and procedure for 

managing complaints. 

Service performance: 

Details of the expected responsiveness of the IT service (e.g. target workstation response times for 

average, or maximum workstation response times, sometimes expressed as a percentile — e.g. 95% 

within two seconds), details of expected service throughput on which targets are based, and any 

thresholds that would invalidate the targets). 

This should include indication of likely traffic volumes, throughput activity, constraints and 

dependencies (e.g. the number of transactions to be processed, number of concurrent users, and 

amount of data to be transmitted over the network). This is important so that performance issues 

that have been caused by excessive throughput outside the terms of the agreement may be 

identified. 

Batch turnaround times: 

If appropriate, details of any batch turnaround times, completion times and key deliverables, 

including times for delivery of input and the time and place for delivery of output where appropriate. 

Functionality (if appropriate): 

Details of the minimal functionality to be provided and the number of errors of particular types that 



can be tolerated before the SLA is breached. Should include severity levels and the reporting period. 

Change Management: 

Brief mention of and/or reference out to the organization's Change Management procedures that 

must be followed —just to reinforce compliance. Also targets for approving, handling and 

implementing RFCs, usually based on the category or urgency/priority of the change, should also be 

included and details of any known changes that will impact on the agreement, if any. 

Service Continuity: 

Brief mention of and/or reference out to the organization's Service Continuity Plans, together with 

details of how the SLA might be affected or reference to a separate Continuity SLA, containing details 

of any diminished or amended service targets should a disaster situation occur. Details of any specific 

responsibilities on both sides (e.g. data backup, off-site storage). Also details of the of plans and 

coverage of any security issues, particularly any customer responsibilities (e.g. coordination of 

business activities, business documentation, backup of freestanding PCs, password changes). 

Security: 

Brief mention of and/or reference out to the organization's Security Policy (covering issues such as 

password controls, security violations, unauthorized software, viruses etc.). Details of any specific 

responsibilities on both sides (e.g. Virus Protection, Firewalls). 

Printing: 

Details of any special conditions relating to printing or printers (e.g. print distribution details, 

notification of large centralized print runs, or handling of any special high-value stationery). 

Responsibilities: 

Details of the responsibilities of the various parties involved within the service and their agreed 

responsibilities, including the service provider, the customer and the users. 

Charging (if applicable): 

Details of any charging formulas used, charging periods, or reference out to charging policy 

documents, together with invoicing procedures and payment conditions etc. must be included. This 

should also include details of any financial penalties or bonuses that will be paid if service targets do 

not meet expectations. What will the penalties/bonuses be and how will they be calculated, agreed 

and collected/paid (more appropriate for third-party situations). If the SLA covers an outsourcing 

relationship, charges should be detailed in an Appendix as they are often covered by commercial in-

confidence provisions. 

It should be noted that penalty clauses can create their own difficulties. They can prove a barrier to 

partnerships if unfairly invoked on a technicality and can also make service provider staff unwilling to 

admit to mistakes for fear of penalties being imposed. This can, unless used properly, be a barrier to 

developing effective relationships and problem solving. 

Service reporting and reviewing: 

The content, frequency, content, timing and distribution of service reports, and the frequency of 

associated service review meetings. Also details of how and when SLAB and the associated service 

targets will be reviewed and possibly revised, including who will be involved and in what capacity. 

Glossary: 

Explanation of any unavoidable abbreviations or terminology used, to assist customer understanding. 

Amendment sheet: 

To include a record of any agreed amendments, with details of amendments, dates and signatories. It 

should also contain details of a complete change history of the document and its revisions. It should 

be noted that the SLA contents given above are examples only. They should not be regarded as 

exhaustive or mandatory, but they provide a good starting point. 
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The Service Design Package 

A 'Service Design Package' or SDP should be produced during the design stage, for each new service, major 

change to a service or removal of a service or changes to the 'Service Design Package' itself. This pack is then 

passed from Service Design to Service Transition and details all aspects of the service and its requirements 

through all of the subsequent stages of its lifecycle. The SDP should contain: 

Contents of the Service Design Package 

Category 
	

Sub-category 	Description of what is in the SDP 

The initial agreed and documented business requirements 

This defines how and where the service would be used. This could 

reference business, customer and user requirements for internal 

services 

Requirements 	Business 

requirements 

Service 

applicability 

Service contacts The business contacts, customer contacts and stakeholders in the 

service 

The changed functionality of the new or changed service, including its 

planned outcomes and deliverables, in a formally agreed Statement of 

Requirements (SoR) 

The SLR, revised or new SLA, including service and quality targets 

Management requirements to manage the new or changed service and 

its components, including all supporting services and agreements, 

control, operation, monitoring, measuring and reporting 

The design, transition and subsequent implementation and operation 

of the service solution and its supporting components, including: 

-The service definition and model, for transition and operation 

-All service components and infrastructure (including H/W, S/W, 

networks, environments, data, applications, technology, tools, 

documentation), including version numbers and relationships, 

preferably within the CMS 

-All user, business, service, component, transition, support and 

operational documentation 

-Processes, procedures, measurements, metrics and reports 

-Supporting products, services, agreements and suppliers 

'Organizational Readiness Assessment' report and plan, including: 

business benefit, financial assessment, technical assessment, resource 

assessment and organizational assessment, together with details of all 

new skills, competences, capabilities required of the service provider 

organization, its suppliers, supporting services and contracts 

An overall programme or plan covering all stages of the lifecycle of the 

service, including the timescales and phasing, for the transition, 

Service Design 	Service 

functional 

requirements 

Service Level 

Requirements 

Service and 

operational 

management 

requirements 

Service Design 

and topology 

Organizational 
	

Organizational 

Readiness 
	

Readiness 

Assessment 
	

Assessment 

Service 
	

Service 

Lifecycle Plan 
	

Programme 



operation and subsequent improvement of the new service including: 

-Management, coordination and integration with any other projects, 

or new or changed activities, services or processes 

-Management of risks and issues 

-Scope, objectives and components of the service 

-Skills, competences, roles and responsibilities 

-Processes required 

-Interfaces and dependencies with other services 

-Management of teams, resources, tools, technology, budgets, 

facilities required 

-Management of suppliers and contracts 

-Progress reports, reviews and revision of the programme and plans 

-Communication plans and training plans 

-Timescales, deliverables, targets and quality targets for each stage 

Service 	 Overall transition strategy, objectives, policy, risk assessment and 

Transition Plan 	plans including: 

-Build policy, plans and requirements, including service and 

component build plans, specifications, control and environments, 

technology, tools, processes, methods and mechanisms, including all 

platforms 

-Testing policy, plans and requirements, including test environments, 

technology, tools, processes, methods and mechanisms 

-Testing must include: 

Functional testing 

Component testing, including all suppliers, contracts and externally 

provided supporting products and services 

User acceptance and usability testing 

System compatibility and integration testing 

Service and component performance and capacity testing 

Resilience and continuity testing 

Failure, alarm and event categorization, processing and testing 

Service and component, security and integrity testing 

Logistics, release and distribution testing 

Management testing, including control, monitoring, measuring and 

reporting, together with backup, recovery and all batch scheduling 



and processing 

-Deployment policy, release policy, plans and requirements, including 

logistics, deployment, roll-out, staging, deployment environments, 

cultural change, organisational change, technology, tools, processes, 

approach, methods and mechanisms, including all platforms, 

knowledge, skill and competence transfer and development, supplier 

and contract transition, data migration and conversion 

Service 	 Overall operational strategy, objectives, policy, risk assessment and 

Operational 	plans including: 

Acceptance Plan 

-Interface and dependency management and planning 

-Events, reports, service issues, including all changes, releases, 

resolved incidents, problems and known errors, included within the 

service and any errors, issues or non-conformances within the new 

service 

-Final service acceptance 

Service 	 Development and use of Service Acceptance Criteria (SAC) for 

Acceptance 	progression through each stage of the Service Lifecycle, including: 

Criteria 

-All environments 

-Guarantee and pilot criteria and periods 
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Example of types of request by service lifecycle stage 

Type of change with 
examples 

Documented work 
procedures 

Service 
Strategy 

Service 
Design 

Service 
Transition 

Service 
Operation 

Continual 
Service 
Improvement 

Request for Change to 
Service Portfolios 

— 	New portfolio line 
item 

— 	To predicted scope, 
Business Case, 
baseline 

— 	Service pipeline 

Service Change 
Management 

✓ 

Request for Change to 
Service or service 
definition 

— 	To existing or 
planned service 
attributes 

— 	Project change that 
impacts Service 
Design, e.g. 
forecasted 
warranties 

— 	Service 
improvement 

Service Change 
Management 

✓ 
✓ ✓ ✓ ✓ 

Project change 
proposal 

— 	Business change 
— 	No impact on 

service or design 
baseline 

Project Change 
Management 
procedure 

✓ ✓ ✓ 

User access request 
User access 
procedure 

✓ 

Operational activity 

- 	Tuning (within 
specification/constr 
aints) 

— 	Re-boot hardware 
on failure if no 
impact on other 
services 

— 	Planned 
maintenance 

Local procedure 
(often pre-
authorised) 

✓ 
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Background to Case Study 

Merricks 
Environmental 
Management 

You are working in Merricks Environmental Management Pty Ltd, a 
start up environmental engineering organization. They decontaminate 
former industrial sites so that the sites can be redeveloped. Merricks are 
currently cleaning up a site which used to be a storage site for a major 
petrochemical company. It is prime land, and developers intend to build 
an apartment complex on the site once it has been fully decontaminated. 
There are twenty full time employees working on the site (with 
additional subcontractors as required). 

As expected, the preparation of the site involves a lot of heavy 
machinery, with bulldozers, graders, trucks, and excavators in constant 
use. In addition to the machinery operators is a team of engineers and 
chemists who are continuously measuring and monitoring levels of 
potentially dangerous chemicals in the soil. The results of this 
monitoring is entered into the company's database. The site office has 
two networked PCs. 

Although the project involves a lot of earthmoving equipment, there is 
also a heavy reliance on IT as a result of the legal requirement to report 
on the monitoring results. This is especially sensitive as the site is 
located next to a major river. Understandably, there is a never ending 
need to be 100% up to date on current events and news to ensure that 
Merricks are always prepared in the case of any potentially bad media 
coverage. 

Recently, there was an incident which could have been very damaging to 
the company which involved a report on morning radio of contaminants 
leaking into the local river as a result of poor practices. Ultimately this 
turned out to be untrue. The potential for damage to the company's 
reputation was managed well largely because the results of all recent test 
and monitoring were available immediately. 

Daily reporting is performed on all activities and monitoring levels. This 
information is used for the reporting and information management 
mentioned above. IT is also used for project management and general 
email communication. 

In support of the 20 on site staff, there are another 15 people located in 
the head office who are monitoring and managing the project and 
activities, making sales, performing admin, providing management, 
providing IT and managing finance. There are two people working in IT, 
supporting about 35 staff in total. 

The IT systems have been added to as the company has grown, with 
hardware and software being purchased as required from a number of 
local vendors. The Finance Manager has been Managing IT when he 
could, and has been happy for the IT staff to fix things as they went 
wrong, as a result, there is a lot of quite old hardware which is still in 
use. Although there are applications which could make the organization 
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run more smoothly (better project management software, monitoring 
equipment, email, etc), they have not been considered until now. 
Because the company is growing, there are now requirements to report 
in certain formats to the relevant authorities and this is not possible 
without a complete change in Merricks' approach to IT. 

Page 6 of 12 	 APPENDIX L - EXERCISES ITILV3 SG V3.0.DOCX 



DIMENSION 
DATA • 

Appendix 

Service Strategy - SWOT Analysis 

Background A SWOT Analysis is a tool used to help organisations understand 
themselves and their environment. SWOT stands for Strengths, 
Weaknesses, Opportunities and Threats. A SWOT analysis breaks down 
the challenges facing an organisation into two dimensions — Helpful/ 
Harmful and External/ Internal, and these can be best understood using 
the following diagram. 

Helpful 	 Harmful 
to achieving the objective 	to achieving the objective 

Strengths 	Weaknesses 

C 
a 

 

-cf Opportunities 	Threats 
a 
c) 

Exercise 
	

Based on the information contained in the case study, perform a SWOT 
analysis on Merricks. 
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Service Design 

Background It has now been two years since Merricks first began investigating how 
IT can benefit their business. The outcomes of those initial discussions 
were a series of suggestions to be considered and a number of business 
cases were tabled. Many of these (including the management of email, 
project management software, and a number of other basic 
improvements) gave management an enormous amount of flexibility in 
their options and helped to prepared IT for the growth which the 
business has seen in the intervening two years. 

Merricks now have 250 employees and are managing 15 sites. Ten of 
these are located in the one city, not far from each other. The other 5 are 
located in the country — each about 600 kms apart. They are all for the 
one mining company who need to decontaminate their old refining 
plants before selling them off as parklands. 

One of the suggestions which have been made to Merricks management 
is to consider the use of a system called RCMS (Remote Contaminant 
Monitoring System). RCMS is a monitoring system which measures 
levels of contaminants in the soil without requiring on site specialists. 
This would involve a series of probes (about 30 per site) being driven 
into the ground. Each probe contains a series of sensors and a 
transmitter. All of the monitoring information gathered by each probe is 
wirelessly transmitted to a central monitoring hub. Each of the 5 sites 
will require one central hub. 

The hubs notify head office: 

1. On a regular, daily basis to report all monitoring results from 
the previous day 

2. In the case of an exception. For example if any of the 
measurements have exceeded tolerances. This reporting is ad 
hoc. 
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Requirements After listening to your presentation of the business case, and 
investigating other options, management have decided that this is a 
system which would be worth investing in and they would like to 
develop an agreement with RCMS. 

As a minimum, an SLA should include: 

• A simple description of the service and the 
deliverables 

• The agreed service hours 

• Incident response times and resolution times and 
response time for changes 

• Service availability, security and continuity (i.e. 
disaster) targets 

• Customer and provider responsibilities 

• Critical business periods and exceptions 

Exercise Create a Service Level Agreement to cover this service. You only need 
to provide bullet points covering what would go under each heading. For 
the headings, use the list above. 

In a real situation, you would have a client to provide you with 
expectations (e.g. the required opening hours of the Service Desk). In 
the absence of this client, feel free to be creative with any information 
not contained in this exercise. I.e. make it up. 
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Service Transition 

Background The RCMS service has been running successfully for the past 12 months 
on the five sites, however there have been legislative changes which 
have an impact on your monitoring. These changes relate to research 
which has been undertaken and they have discovered the following: 

1. The chemical carstine has been found to be much more 
dangerous than previously thought, and the acceptable levels 
of this chemical in the soil have been adjusted down from 10 
grams per cubic metre to 1 gram per cubic metre. 

2. A chemical grampinism which was formerly considered non 
toxic has been found to be highly poisonous, and now needs 
to be monitored. 

As a result of these two findings, all of the sensors (150 in all) need to be 
reconfigured. In addition, it seems timely to replace the batteries in the 
sensors and perform routine maintenance on them while this work is 
being undertaken. 

Exercise 	Option 1 

Describe the steps required from beginning to end (initial request to 
successful post implementation review) and identify two things: 

1. Who will be responsible for each step 

2. What needs to be done at each step 

Option 2 

1. Determine whether this is one change, or more than one 
change, and list your reasons for this. 

2. Determine whether this is one release, or more than one 
release, and list your reasons for this. 

3. Complete the 7 R's for the change (or one of the changes if 
you decide there are more than one) 

4. Fill out a Request for Change form for the change (or one of 
the changes if you decide there is more than one). This will 
include defining what fields you think should be on the form, 
and then completing the information which will be required 
for this particular change. 
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Service Operation 

Background 	You have been given the task of designing the forms for the Service 
Desk tool which RCMS will be using. In order to do this, you need to 
decide what information needs to be collected for Incidents, Problems 
and Known Errors. 

Exercise 	 List the fields which you will have on each of the three screens: 

• The screen for recording Incidents 

• The screen for recording Problems 

• The screen for recording Known Errors 
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Continual Service Improvement 

Background 	There are four reasons to measure, these are: 

1. To validate 

2. To direct 

3. To justify 

4. To intervene 

Exercise Using Merricks as an example, create one imaginary scenario to 
illustrate each of these 4 reasons to measure. E.g. In the case of point 2 
"Measurement for direction" — you need to describe a situation when 
measurement for direction was required. 

Explain what brought it about; what was done; and how measurement 
for direction was relevant. 
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STRATEGY 

To help organisations operate and 
grow over the long term by 
developing strategic thinking. 

DESIGN 

Holistic approach to the design of new 
and changed services. 

TRANSITION 

Integrate services into the business with 
reduced variations, KE & risks while 
setting expectations & ensuring usability. 

OPERATION 

Coordinate & perform activities to 
deliver & manage services at agreed 
levels, along with underlying tech. 

CONTINUOUS IMPROVEMENT 

Continually align IT services with 
changing business needs by 
implementing service improvements. 

To be able to answer the following: 
1 	• 	What services should we offer 

and to whom? 
• How to differentiate ourselves? 
• How to create value for our 

stakeholders? 
• How to define service quality? 
• How to efficiently allocate 

resources? 

• To design: 
• Services to satisfy biz objectives 
• Services that can be easily and 

efficiently developed & enhanced 
• Secure, resilient IT infrastructure 
• Metrics for assessing design 

• Find/manage risks in svcs going in 
• Produce & maintain documentation 
• Assist in policy development 
• Develop skills within IT to do all this 

• To plan & manage resources to go 
live with new or changed svc within 
cost, quality & time predictions 

• Ensure min. unpredicted impact on 
live services, ops and support org 

• Increase ST practices satisfaction 
• Increase proper use of services, 

underlying apps and tech solutions 
• Provide complete plans to enable chg 

projects to align with ST plans 

• Event & Alert 
• Incident 
• Impact, Urgency & Priority 
• Service Request 
• Problem & Known Error 
• Known Error Data Base 
• Workaround 
• Communication 

• To review, analyse & make 
recommendations on improvement 
opportunities in each lifecycle 

• Review & analyse Service Level 
Achievements 

• Identify & implement 
improvements 

• Improve cost effectiveness 
• Ensure applicable QM used to 

support continual improvement 
• Demand Management 
• Financial Mgt 

• Service Level Management 
• Service Catalogue Management 
• Availability Management 
• Information Security Management 
• Supplier Management 
• Capacity Management 
• IT Service Continuity Management 

• Change Management 
• Service Asset and Configuration 

Management 
• Release and Deployment 

Management 
• Knowledge Management 

• Incident Management 
• Problem Management 
• Event Management 
• Request Fulfillment 
• Access Management 

i 

• Value Creation through Services 
• Good Practice 
• Service & Service Management 
• Functions, Roles and Processes 
• Process model & characteristics 

(Measurable, Specific results, 
Customers, triggered) 

' 	Service Lifecycle 

• Importance of People, Processes, 
Products and Partners in SM 

• Five major aspects of SD: 
1. Service Portfolio Design 
2. Definition of Biz & Service 

Reqs, and design of Services 
3. Tech & arch design 
4. Process design 
5. Measurement design 

• Deming Plan, Do, Check and Act 
• CSI Model: vision (obj), where r we 

(baseline), where next (targets), 
next steps (proc imp), there yet? 
(metrics), keeping momentum 

• Role of measurement in CSI and: 
• Business value 
• Baselines 
• Metric Types (technical, process, 

service) 
Cost of svc are designed & predicted 

• Reduced TCO 
• Improved quality, consistency, 

performance & svc alignment 
• Easier implementation of new or 

changed services: 
• More effective IT governance, 

Service Mgt & IT processes 
• Improved information & decision- 

making 

The cost of services are validated 

Improvements to 
• Time to market ('edge') 
• Transition management e.g. mergers 
• Success rate of changes 
• Predictions of service levels 
• Confidence in compliance with 

business reqs during change 
• Plan/budget variations 
• Productivity of staff from planning 

and service use 
• Understanding of risk 

Actual value is realized for the 
customer through the execution of 
plans, designs and optimisations 

Functions 
• Service Desk, Technical and Application Management, IT Operations 

Management including IT Operations Control and Facilities Management) 
• Roles of Process and Service owners, RACI 
• Requirements for integrated Service Management Technology 
• How does Service Automation assist with integrating Service Mgt processes 
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Good Practice Industry wide practices based on public frameworks, standards, as well as proprietary knowledge of organisations and individuals. 
Service Means of delivering value to customers by facilitating outcomes without owning costs & risks. In support of a business process. an IT service comprises IT assets & external underpinning services. 
Service Mgt Set of specialised organisational capabilities for providing value to customers in the form of services; ITIL® Service Mgt is about planning the effective & efficient utilisation of people, process, partner, and 

product. 
Function Units of organisations specialised to perform certain types of work and responsible for specific outcomes. 
Role Roles define responsibility and authority. 
Process Provide change and transformation toward a goal, and use feedback for self improvement. 
Process model Process control (vision, owner, measurements); defined inputs, outputs and activities: enablers (resources, capabilities). 
Characteristics Measurable, Specific results, Customers, and Responds to a specific event. 
Service Lifecycle Strategy, Design, Transition, Operation and Continuous Improvement. 
Structure of ITIL® 5 core books describing a service lifecycle plus complementary guidance (eg 	). components = principles, concepts, models, processes, definitions. 
Capability Ability of Organisation, person, Process, Configuration Item or IT Service to carry out an Activity. An intangible Service Asset. 
Resource IT Infrastructure, people, money or anything else that helps deliver an IT Service. Also a Service Asset. 
Value Creation When a service if fit for purpose (utility) and fit for us (warranty) it creates value, which is a customer perception to be managed, Customers seek fulfilment of their business outcomes. 
Utili Functionali 	offered b 	a Service to meet 'articular need. Also "what the customer •ets". Performance enhancement or constraint relaxation. Fit for purpose. 
Warranty A promise that a Service will meet agreed Requirements for availability, capacity, security and dependability. Also "how the customer gets it". Fit for use. 
Risk Uncertainty of outcome - which can be positive (opportunity) or negative (threat). 
Business Case Decision & planning tool that projects likely consequences of business action, and justification for significant expenditure with Costs, benefits, options, issues, Risks, & possible problems. 
Service Portfolio Set of Services managed by Provider. Used to manage entire Lifecycle of all Services incl. Service Pipeline (proposed/dev), Service Catalogue (live) (Bus SC & Tech SC), and Retired Services. 

Service Provider Organisation supplying Services to one or more Internal Customers or External Customers. Internal Svc Provider (Type 1), Shared Services Unit (Type 2), Ext Service Provider (Type 3). 
SLA Written agreement between IT service provider and IT customer(s), defining key service targets and responsibilities of both parties. 
OLA Agreement between IT service provider and another part of the same organisation that assists with the provision of services. 
Contract A legally binding Agreement between two or more parties. 
SLP Service Level Package is a defined level of Utility and Warranty for a particular Service Package. Each SLP is designed to meet the needs of a particular Pattern of Business Activity. 
SDP Service Design Package are documents defining all aspects of an IT Svc and its Reqs through each lifecycle stage. SDP is produced for each new IT Svc. major Chg, or IT Svc Retirement. 
Availability Ability of a CI or IT Svc to perform agreed Function when required. Determined by Reliability, Maintainability, Serviceability. Perf & Security. Usually calculated as % based on AST & DT. 

SKMS Service Knowledge Management System combines CMDB, CMS, Service Portfolio, KEDB and staff experience, user skill levels, supplier abilities. 
Config Item An asset, service component or other item that is, or will be, under the control of SACM They may vary widely in complexity, size and type. 
CMS/DML Configuration Management System/ Definitive Media Library is a secure library where definitive authorised versions of all media Cls are stored and protected. 
Service Change The addition, modification or removal of authorized or supported services or their components including associated documentation. 
Release Unit Portion of a service or IT infrastructure that is normally released together according to the organisation's release policy. 
Seven Rs of Chg Who Raised; Reason; required Return: Risks; Resources; Who is Responsible for build, test, implement; Relationship to other changes. 

Event/Alert Change of state that is significant for the mgt of CI or IT Service (normal, exception, unusual)/ Warning that threshold has been reached. something has changed, or Failure has occurred. 
Trigger Mechanism used to initiate a response to an Event. 
Incident/Major An unplanned interruption to an IT service or reduction in the quality if an IT service. Failure of a CI that has not yet impacted service is also an incident/ Major has high impact on business. 
Impact/ Urgency The effect of incident or change on business processes eg number of users impacted/ Flow long until an incident or change has significant impact on business, required speed of resolution. 
Priority A category used to identify the relative importance of an incident, problem or change. Priority is based on impact and urgency. 
Service Request • A request from a user for information, or advice; or for a standard change or for access to an IT Service including self-serviPe eg download site or FAQ. 
Problem Unknown cause of one or more incidents, created by anyone but owned by Problem Mgt. Separate record to Incident, started either for major Incident (P1/P2) or multiple related Incidents. 
Known Error/DB Problem that has a documented root cause AND a workaround: KEs in live services stored in KEDB, and updated by bug list from new releases by Rel & Dep Mgt e.g. known issues list. 
Workaround A way to reduce or eliminate the impact of an incident or problem for which a fullfesolution is not yet available; sourced anywhere but tested for quality by problem mgt. 
Communication Must have an intended purpose and audience, imperative between departments and teams within the Service Operation Lifecycle, and important in all stages of the lifecycle. 
IT Governance Leadership, organizational structures and processes that ensure IT sustains and extends the organisation's strategies and Objectives. 
RACI , Documents the roles and responsibilities of stakeholders in a process or activity; only one person can be accountable for an activity. 	, 
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Process 
— ,- 

,Deutiption 	- 	4" 
Access Mgt Provides rights for users to use a service, while preventing non-authorised user access. Also known as Rights or Identity Mgt. Verifies user identity & that they have legitimate requirement. 
Availability Mgt Ensures that the level of service availability delivered in all services is matched to, or exceeds, the current and future agreed needs of the business, in a cost-effective manner. 
Capacity Mgt Ensures that cost justifiable IT capacity in all areas of IT always exists and is matched to the current and future agreed needs of the business, in a timely manner. 
Change Mgt To respond to the customer's changing business requirements while maximizing value and reducing incidents, disruptions and rework 
Demand Mgt To understand the patterns of user demand on the services, to understand what influences these patterns, and to manage the production of services to meet this demand. 
Event Mgt The ability to detect events, make sense of them and determine the appropriate control action. 
Financial Mgt To provide the business and IT with the quantification in financial terms, of the value of IT services, the value of the assets underpinning those services, and the qualification of operational 

forecasting 
Info Security Mgt To align IT security with business security and ensure that information security is effectively managed in all service and service management activities 
Incident Mgt To restore normal service operation as quickly as possible and minimise the adverse impact on business operations, `thus ensuring that the best possible levels of service quality and 

availability are maintained 
Knowledge Mgt To enable organisations to improve the quality of management decision by ensuring that reliable and secure information is available throughout the service lifecycle 
Problem Mgt The primary objectives of problem management are to prevent problems and resulting incidents from happening, to eliminate recurring incidents and to minimize the impact of incidents that 

cannot be prevented 
Rel & Dep Mgt To deploy resources into production and establish effective use of the service in order to deliver value to the customer and be able to hand over to service operations 
Request Fulfilment Handles frequently occurring changes where risk and cost are low. 
SAC Mgt To define and control the components of services and infrastructure and maintain accurate configuration information on the state of the services and infrastructure 
Supplier Mgt Ensures suppliers to meet business reqs; maintains the SCD; is involved in all lifecycle stages. 
Svc Catalogue Mgt Ensures a Svc Cat is produced and maintained, and contains accurate data on the status, interfaces, and dependencies of all live services and those being prepared to run operationally. 
Svc Level Mgt Negotiates, agrees and documents appropriate IT svc targets with business reps, and then monitors and reports on the service provider's ability to deliver the agreed level of service. 
ITSCM To support the overall Business Continuity Management process by ensuring that the required IT technical and services facilities can be resumed within required, and agreed, business 

timescales. 

Function 
Application Mgt 

Description 
Assisting app design; Deciding on buy or build; Guiding IT Ops on how to manage an app. 

Technical Mgt ' Assisting IT infrastructure design; Deciding on buy or build; Guiding IT Ops on how to manage technical infrastructure. 
Service Desk Local, Centralised, Virtual, Follow the Sun; not Call Centre (bulk calls eg telesales) or IT Help Desk (process volume of Incidents only). 

Extra Definition Description 
SAC Service Acceptance Criteria — ensures an IT Service design meets its functionality and quality reqs, and that the IT Service Provider is ready to Operate the new IT Svc once Deployed. 
Standard Change A pre-authorised change that has an accepted and established procedure. 
CAB/ECAB Change Advisory Board/Emergency Change Advisory Board. 
Measure reasons Validate (prove way forward); Justify (prove way taken); Direct (set the course); Intervene (alter course). 

Generic Role Description 
Process Manager Responsible for Operational management of a Process including Planning and co-ordination of all Activities required to carry out, monitor and report on the Process. Can be more than one. 
Process Owner Responsible for ensuring that Process is Fit for Purpose including sponsorship, Design, Change Management and continual improvement of Process and Metrics. Can also be Process Mgr. 
Service Owner Accountable for delivery of an IT Service incl. being contact for related enquiries, ensuring agreed levels met, identifying improvements, process owner liaison, & gathering monitoring data. 
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