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Course Objectives

Welcome + Registration (as applicable)

Introductions QAl, Trainer & trainees

Setting the expectations Course Objective, scope

Course material distribution Course notes

L

Cell phones, laptops

Ground rules Questions, discussions

\

Timings Start / End times, breaks

\
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Course Objectives

» 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 course is not enough to enable the participants to apply the ITIL® practices for
Service Management without further guidance.

» Candidates can expect to gain competencies in the following upon successful completion
of the course
= Service Management as a practice (Comprehension)
= The ITIL Service Lifecycle (Comprehension)
= Key Principles and Models (Comprehension)
= Generic Concepts and Definitions (Awareness)
= Selected Processes (Awareness)
= Selected Roles (Awareness)
» Selected Functions (Awareness)
= Technology and Architecture (Awareness)
= Competence and Training (Awareness)
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Course Summary

Duration: 3 Days

1 hour exam

o 2.5 days _ (40 Qs, Multiple
Training + Exam preparation choice)

Examination Format

« Multiple Choice

= 40 Questions

« Pass Score: 26/40 or 65%

= Online or paper based exam through an ATO

= Max 60 minutes Duration for all candidates
Closed Book

NG J
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Qualification Scheme

ITIL Master

ITIL Expert

5 Managing Across the Lifecycle 5

Intermediate Lifecycle Intermediate Capability

ITIL Foundation

5 ITIL® is a Registered Trade Mark of AXELOS Limited m | QAI
QA1 GLOBAL INSTITUTE

Service Lifecycle Modules

The Service Lifecycle series is focused on each stage of the Lifecycle and syllabuses are matched to each of the
five core practice areas. A certificate exam is given for each module. Each module of the Lifecycle series covers
an introduction to the Service Lifecycle, the principles, processes, functions and activities within that stage of the
ITIL Service Management Lifecycle, along with technology and implementation

The Lifecycle modules are

« Service Strategy - « Service Design - « Service Transition - « Service Operation « Continual Service
Improvement

Service Capability modules

The Service Capability series is focused on role based clusters in a modular set, each with a certification. Each
cluster contains groupings of processes and roles from within ITIL IT Service Management, intended to offer
candidates a balanced knowledge of ITIL practices which have direct interaction and dependencies in their daily
use.

The Capability modules are
OSA - PPO - RCV - SOA

()

QAI GLOBAL INSTITUTE

©2012 QAlIndiaLtd. | 5



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

QITiL

TRAINING ORGANIZATION ACCREDITED BY
@ APMG Inferational ON BEHALF OF (Q) AXELOS

Service Management
as a Practice

www.qaiglobal.com | ' I
| TIL ered tradg mark of AXELOS Limited, used under permission of AXELOS QAI GLOBAL INSTITUTE ; 2
y:rl :s a trade mark of AXELOS Limited, used under permission of AXELOS
i te ghts reserved.

QAI GLOBAL INSTITUTE

©2012 QAl India Ltd. | 6



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Best Practices - need

» Organizations seek to close gaps in capabilities in order to
= Be more competitive
= By Improving their ability
= To deliver quality services
= Meet the customer needs
= At a price that customer can afford

» Adoption of Best practices is one of the way to close the Gaps

» Sources of “best practices”
= Public frameworks - ITIL
= Standards — SO 20000
= Proprietary knowledge of Organization
= |ndividuals
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_(ué‘ Reader’s Note )
J

()

QAI GLOBAL INSTITUTE

©2012 QAl India Ltd. | 7



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Best Practices - need

/‘ Standards Employees ™\
Industry practices, Customers
Sources Academic researc| Suppliers Enablers
(generate) (aggregate)
Training and education Advisers
\ Internal experienc Techno\ogiesj
Substitutes Competition
Drivers Regulat: i Scenarios
(fiter) egulators Compliance (iter)

Customers Commitments

Knowledge fit for business
Objectives, context and purpose
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Why ITIL is Successful

#» ITIL embraces a practical approach to service management -Do what works
= Vendor-neutral
= Non-prescriptive
= Best practice

» ITIL is successful because it describes practices that enable organizations to deliver
benefits, return on investment and sustained success

9 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

*  Vendor-neutral ITIL service management practices are applicable in any IT organization because they are
not based on any particular technology platform or industry type. ITIL is owned by the UK government and
is not tied to any commercial proprietary practice or solution.

*  Non-prescriptive ITIL offers robust, mature and time-tested practices that have applicability to all types of
service organization. It continues to be useful and relevant in public and private sectors, internal and
external service providers, small, medium and large enterprises, and within any technical environment.
Organizations should adopt ITIL and adapt it to meet the needs of the IT organization and their customers.

. Best practice ITIL represents the learning experiences and thought leadership of the world’s best-in-class
service providers.
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Service

» Means of delivering value to customers by facilitating the outcomes customers want to
achieve without the ownership of specific costs and risks

» An IT service is made up of a combination of
= |nformation technology
= People
= Processes

11 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

*  Services facilitate outcomes by enhancing the performance of associated tasks and reducing the effect of
constraints. These constraints may include regulation, lack of funding or capacity, or technology limitations.
The end result is an increase in the probability of desired outcomes. While some services enhance
performance of tasks, others have a more direct impact — they perform the task itself.

*  An outcome-based definition of service moves IT organizations beyond business—IT alignment towards
business—IT integration. Internal dialogue and discussion on the meaning of services is an elementary step
towards alignment and integration with a customer’s business

»  Customer outcomes become the ultimate concern of business relationship managers instead of the
gathering of requirements, which is necessary but not sufficient. Requirements are generated for internal
coordination and control only after customer outcomes are well understood
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Types of Services

Customer-facing services: IT services that are seen by the customer. These are
typically services that support the customer’s business units/business processes, directly
facilitating some outcome or outcomes desired by the customer.

Supporting services: IT services that support or ‘underpin’ the customer-facing
services. These are typically invisible to the customer, but essential to the delivery of
customer-facing IT services.

12 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Supporting services may be of many different types or go by many different names, such as infrastructure
services, network services, application services or technical services. Whatever terms are used by a service
provider to describe the different types of supporting service they may choose to recognize, the use and scope
of each term should be clearly defined and agreed within the organization to avoid confusion
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Services - Value creation

Increase Gains

Performance supported? T/F

Constraints removed? Fit for
purpose?

Value Created

T/F

Available enough?

Capacity enough?

Continuous enough? T: True

F: False

Secure enough?

WARRANTY

Prevent loss

13 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Value is captured by the customer of two elements of a Service: Utility or fitness for purpose and warranty or
fitness for use.

Utility is the functionality offered by a product or service to meet a particular need. Utility can be summarized as
‘what the service does’, and can be used to determine whether a service is able to meet its required outcomes,
or is ‘fit for purpose’.

Warranty is an assurance that a product or service will meet its agreed requirements. Warranty can be
summarized as ‘how the service is delivered’, and can be used to determine whether a service is ‘fit for use’.

Utility is used to improve the performance of the tasks required to achieve an outcome, or to remove constraints
that prevent the task from being performed adequately (or both). Warranty requires the service to be available,
continuous and secure and to have sufficient capacity for the service to perform at the required level. If the
service is both fit for purpose and fit for use, it will create value.

Utility is what the customer gets, and warranty is how it is delivered.

Customers cannot benefit from something that is fit for purpose but not fit for use, and vice versa.
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Assets, Resources and Capabilities

capablht‘es

Management

Financial Capital

Organization Infrastructure
Processes Applications
Knowledge Information

People (experience,

People Enumber of

There are two types of asset used by
both service providers and
customers - resources and
capabilities.

Resources are direct inputs for
production.

Capabilities represent an
organization’s ability to coordinate,
control, and deploy resources to

skills and relationships) employees)
produce value.
It is relatively easy to acquire
resources compared to capabilities
which are build over years.
14 ITIL® is a Registered Trade Mark of AXELOS Limited.
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Asset: Any resource or capability.

Customer asset: Any resource or capability used by a customer to achieve a business outcome.

Service asset: Any resource or capability used by a service provider to deliver services to a customer

Capabilities are typically experience-driven, knowledge-intensive, information-based and firmly embedded within
an organization’s people, systems, processes and technologies.

Capabilities by themselves cannot produce value without adequate and appropriate resources. The productive
capacity of a service provider is dependent on the resources under its control. Capabilities are used to develop,

deploy and coordinate this productive capacity.

()

QAI GLOBAL INSTITUTE

© 2012 QA India Ltd. |

14



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Services & Customers

» Customers
= |nternal customers
= External customers

» Services
= |nternal Services
= Supporting service
= External Services
» Internal Customer Facing
= External Customer Facing

15 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

* Internal customers are people or departments who work in the same organization as the service provider

«  External customers are people who are not employed by the organization, or organizations that are
separate legal entities, that purchase services from the service provider in terms of a legally binding
contract or agreement.

* Internal customer-facing service: An IT service that directly supports a business process managed by
another business unit — for example, sales reporting service, enterprise resource management.

«  External customer-facing service: An IT service that is directly provided by IT to an external customer — for
example, internet access at an airport

*  Supporting service: A service that is not directly used by the business, but is required by the IT service
provider so they can provide other IT services — for example, directory services, naming services, the
network or communication services.

Internal and external services is to differentiate between services that support an internal activity, and those that
actually achieve business outcomes.

it is important to recognize that internal services have to be linked to external services before their contribution
to business outcomes can be understood and measured. This is especially important when measuring the return
on investment of services

QAI GLOBAL INSTITUTE

© 2012 QAl India Ltd. | 15



ITIL Foundation v 2011 — V2

ITIL® Foundation in IT Service Management

Services & Customers

External External External External External External
Customer Customer Customer Customer Customer Customer

The Business

_ Business unit
(internal customer)

. Business unit
(internal customer)

IT department }-------

IT department  p------- IT department

IT SERVICES T Internal customer-facing services

----- Supporting services (internal)

External customer-facing services

Business services and products provided by other business units

16
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Service Management

Service management: A set of specialized organizational capabilities for providing value
to customers in the form of services.

The act of transforming capabilities and resources into valuable services is at the core of
service management.

18 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Service management capabilities are influenced by the following challenges that distinguish services from other
systems of value creation, such as manufacturing, mining and agriculture:

Intangible nature of the output and intermediate products of service processes: they are difficult to measure,
control and validate (or prove)

Demand is tightly coupled with the customer’s assets: users and other customer assets such as processes,
applications, documents and transactions arrive with demand and stimulate service production

High level of contact for producers and consumers of services: there is little or no buffer between the service
provider’s creation of the service and the customer’s consumption of that service

The perishable nature of service output and service capacity: there is value for the customer from assurance on
the continued supply of consistent quality. Providers need to secure a steady supply of demand from customers.

()

QAI GLOBAL INSTITUTE

© 2012 QA India Ltd. | 18



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

The 4 Ps

The implementation of ITIL Service Management as a practice is about preparing
and planning the effective and efficient use of the four Ps the people, the
processes, the products (services, technology and tools) and the partners
(suppliers, manufacturers and vendors)

Products/

Processes Technology

Partners/
Suppliers
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Process

» A process is 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

» The four characteristics of Process
= Measurability
= Specific results
= Customers
= Responsiveness to specific triggers

20 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Processes define actions, dependencies and sequence. Well-defined processes can improve productivity within
and across organizations and functions. Process characteristics include:

Measurability We are able to measure the process in a relevant manner. It is performance-driven. Managers
want to measure cost, quality and other variables while practitioners are concerned with duration and
productivity.

Specific results The reason a process exists is to deliver a specific result. This result must be individually
identifiable and countable.

Customers Every process delivers its primary results to a customer or stakeholder. Customers may be internal
or external to the organization, but the process must meet their expectations.

Responsiveness to specific triggers While a process may be ongoing or iterative, it should be traceable to a
specific trigger

QAI GLOBAL INSTITUTE
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Process Model

Process control

Process owner
Process
Process feedback

Process

Process metrics
Process activities Process roles
Process —Process
procedures improvements
F;;]osﬁﬁf;i‘gr?srk Including process
Reports and

reviews
Process enablers Q
Process Process
resources capabilities

21 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Process policy
Process
objectives

Triggers

Process

Process
inputs

outputs

A process is organized around a set of objectives. The main outputs from the process should be driven by the
objectives and should include process measurements (metrics), reports and process improvement.

The output produced by a process has to conform to operational norms that are derived from business
objectives. If products conform to the set norm, the process can be considered effective (because it can be
repeated, measured and managed, and achieves the required outcome). If the activities of the process are
carried out with a minimum use of resources, the process can also be considered efficient.

Inputs are data or information used by the process and may be the output from another process.

A process, or an activity within a process, is initiated by a trigger. A trigger may be the arrival of an input or other
event. For example, the failure of a server may trigger the event management and incident management
processes.

A process may include any of the roles, responsibilities, tools and management controls required to deliver the

outputs reliably. A process may define policies, standards, guidelines, activities and work instructions if they are
needed.

Processes, once defined, should be documented and controlled

QAI GLOBAL INSTITUTE
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Structure of Service Lifecycle

Continual
_ service
improvement Service

transition

Service
strategy

N
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Service Lifecycle — linkages, inputs & outputs

I The business/customers K |

o E Service Change

o % strategy Resources propogal

o = and and service

z = Strategies constraints charters

=g

5 o) Service : :

> a desian Service design

3 g ¢ - Standards packages
design

Service

wensin S| e
New/changed/ Sgﬁfttigﬂs updates plans

retired services;

onalliv Business value
Service evevaments | OPlanaaie | [ et |
operation against targets
—— |
-
Continual
. service
improvement CSl register, improvement
actions and plans
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Service Strategy represents policies and objectives.

*  The Service Design stage of the lifecycle starts with a set of new or changed business requirements and
ends with the development of a service solution designed to meet the documented needs of the business.

»  This developed solution is then passed to Service Transition to evaluate, build, test and deploy the new or
changed service

«  On completion of these transition activities; control is transferred to the Service Operation stage of the
service lifecycle.

*  Continual Service Improvement represents learning and improvement

QAI GLOBAL INSTITUTE
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Structure of Service Lifecycle

. . . . - Service

« Strategy * Design * Transition » Event » Seven Step
Management for Coordination Planning & Management Improvement
IT Services - Service Support » Incident

+ Service Portfolio Catalogue + Change Management
Management + Service Level Management « Problem

* Financial + Supplier * Asset & Management
Management Management Configuration + Request

« Business - Availability Management Fulfillment
Relationship - Capacity * Release & « Access
Management « Information Deployment Management

+ Demand Security + Change
Management « IT Continuity Evaluation

Management + Validation &
Testing
* Knowledge
Management

24
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Service Strategy; At the centre of the service lifecycle is service strategy. ITIL Service Strategy provides

guidance on how to view service management not only as an organizational capability but as a strategic asset.

Service design is the stage in the lifecycle that turns a service strategy into a plan for delivering the business
objectives. ITIL Service Design provides guidance for the design and development of services and service
management practices.

ITIL Service Transition provides guidance for the development and improvement of capabilities for introducing
new and changed services into supported environments. It ensures that the value(s) identified in the service
strategy, and encoded in service design, are effectively transitioned so that they can be realized in service
operation.

ITIL Service Operation describes best practice for managing services in supported environments. It includes
guidance on achieving effectiveness and efficiency in the delivery and support of services to ensure value for
the customer, the users and the service provider.

ITIL Continual Service Improvement provides guidance on creating and maintaining value for customers through
better strategy, design, transition and operation of services. It combines principles, practices and methods from
quality management, change management and capability improvement.
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QAI GLOBAL INSTITUTE

© 2012 QAl India Ltd. | 24



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Business Case

» A business case is a decision support and planning tool that projects the likely
consequences of a business action. The consequences can take on qualitative
and quantitative dimensions. A financial analysis, for example, is frequently
central to a good business case.

25 ITIL® is a Registered Trade Mark of AXELOS Limited. % | QAI

Business objectives

The structure of a business case varies from organization to organization. What they all have in common is a
detailed analysis of business impact or benefits. Business impact is in turn linked to business objectives. A
business objective is the reason for considering a service management initiative in the first place.
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Risk Management

» Ensuring that risks are identified and that measures are put in place to mitigate
them.

~ Identifying and Managing risk involves
o Planning for risk management
+ Identifying the risks
* Analyzing the risks
o Managing risks

26 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Identifying the Risks: Get as many ideas as possible about what might threaten the success of a project or
strategy

Analyzing the Risks: Risk management approaches use both qualitative and quantitative techniques for
analyzing the risks.

Managing the Risks: Once the risks have been assessed and documented, together with their action plans, the
risk management plan must be reviewed regularly

()
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Functions and Roles

» Functions: A function is a team or group of people and the tools or other resources
they use to carry out one or more processes or activities.

» Roles: Arole is a set of responsibilities, activities and authorities granted to a person
or team. A role is defined in a process or function.

» 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.

27 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

For the service lifecycle to be successful, an organization will need to clearly define the roles and responsibilities
required to undertake the processes and activities involved in each lifecycle stage. These roles will need to be
assigned to individuals, and an appropriate organization structure of teams, groups or functions will need to be
established and managed. These are defined as follows:

Group A group is a number of people who are similar in some way. In ITIL, groups refer to people who
perform similar activities — even though they may work on different technologies or report into different
organizational structures or even different companies. Groups are usually not formal organizational
structures, but are very useful in defining common processes across the organization — for example,
ensuring that all people who resolve incidents complete the incident record in the same way.

Team A team is a more formal type of group. These are people who work together to achieve a common
objective, but not necessarily in the same organizational structure. Team members can be co-located, or
work in multiple locations and operate virtually. Teams are useful for collaboration, or for dealing with a
situation of a temporary or transitional nature. Examples of teams include project teams, application
development teams (often consisting of people from several different business units) and incident or
problem resolution teams.

Department Departments are formal organizational structures which exist to perform a specific set of
defined activities on an ongoing basis. Departments have a hierarchical reporting structure with managers
who are usually responsible for the execution of the activities and also for day-to-day management of the
staff in the department.

Division A division refers to a number of departments that have been grouped together, often by geography
or product line. A division is normally self-contained

QAI GLOBAL INSTITUTE
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RACI Model

RACI model or ‘authority matrix’ is often used within organizations to define the roles and
responsibilities in relation to processes and activities

The RACI model enables decisions to be made with pace and confidence.
RACI is an acronym for the four main roles of being:

» Responsible: The person or people responsible for correct execution — for getting
the job done

» Accountable: The person who has ownership of quality and the end result. Only
one person can be accountable for each task

» Consulted: The people who are consulted and whose opinions are sought. They
have involvement through input of knowledge and information

» Informed: The people who are kept up to date on progress. They receive
information about process execution and quality.

28 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

When designing a service or a process, it is imperative that all the roles are clearly defined. A trademark of high-
performing organizations is the ability to make the right decisions quickly and execute them effectively. Whether
the decision involves a strategic choice or a critical operation, being clear on who has input, who decides and
who takes action will enable the organization to move forward rapidly.

Whether RACI or some other tool or model is used, the important thing is to not just leave the assignment of
responsibilities to chance or leave it to the last minute to decide. Conflicts can be avoided and decisions can be
made quickly if the roles are allocated in advance.
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Roles

» Generic Roles
= Service Owner
= Process Owner
= Process Manager
= Process Practitioner

29 ITIL® is a Registered Trade Mark of AXELOS Limited. m | QAI

Service owner role: To ensure that a service is managed with a business focus, the definition of a single point of
accountability is absolutely essential to provide the level of attention and focus required for its delivery.

The service owner is accountable for the delivery of a specific IT service. The service owner is responsible to the
customer for the initiation, transition and ongoing maintenance and support of a particular service and accountable
to the IT director or service management director for the delivery of the service. The service owner’s accountability
for a specific service within an organization is independent of where the underpinning technology components,
processes or professional capabilities reside

Process owner role: The process owner role is accountable for ensuring that a process is fit for purpose. This role
is often assigned to the same person who carries out the process manager role, but the two roles may be separate
in larger organizations. The process owner role is accountable for ensuring that their process is performed according
to the agreed and documented standard and meets the aims of the process definition

Process manager role: The process manager role is accountable for operational management of a 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 process manager role is often assigned to the person who carries out the
process owner role, but the two roles may be separate in larger organizations

Process practitioner role: A process practitioner is responsible for carrying out one or more process activities.

In some organizations, and for some processes, the process practitioner role may be combined with the process
manager role; in others there may be large numbers of practitioners carrying out different parts of the process
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Service Strategy - Purpose and Objectives

Purpose: Define the perspective, position, plans and patterns that a service provider needs
to be able to execute to meet an organization’s business outcomes.

Objectives:
The objectives of Service Strategy includes providing:

» An understanding of what strategy is
» A clear identification of the definition of services and the customers who use them

The ability to define how value is created and delivered

v

A means to identify opportunities to provide services and how to exploit them

A clear service provision model

v
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Service Strategy - Purpose and Objectives

Obijectives:

» The means to understand the organizational capability required to deliver the
strategy

» Documentation and coordination of how service assets are used to deliver
services, and how to optimize their performance

» Processes that define the strategy of the organization, which services will
achieve the strategy, what level of investment will be required, at what levels of
demand, and the means to ensure a working relationship exists between the
customer and service provider.
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Service Strategy - Scope

» Scope

= Defining a strategy whereby a service provider will deliver services to meet a
customer business outcomes

= Defining a strategy for how to manage those services

» Service Strategy Processes
= Strategy management for IT Services
= Service Portfolio Management
= Financial Management for IT Services
» Demand Management
= Business Relationship management
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Service Portfolio

» A Service portfolio is the complete set of services that is managed by a service
provider.

» The Service Portfolio represents the commitments and investments made by a
service provider across all customers and market spaces.

» The portfolio also includes third-party services

» The Service Portfolio represents all the resources presently engaged or being
released in various phases of the Service Lifecycle.

35 ITIL® is a Registered Trade Mark of AXELOS Limited. % | Q AI

Service Portfolio represents present contractual commitments, new service development, and ongoing service
improvement plans initiated by Continual Service Improvement. The portfolio also includes third-party services,
which are an integral part of service offerings to customers. Some third-party services are visible to the
customers (e.g. desktop repairs) while others are not (e.g. wide area networking services).

The service portfolio also identifies those services in a conceptual stage, namely all services the organization
would provide if it had unlimited resources, capabilities and funding. This documentation exercise facilitates
understanding of the opportunity costs of the existing portfolio and better fiscal discipline.

The Service Portfolio is divided into three phases: Service Catalogue, Service Pipeline and Retired Services
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Service Portfolio

— Supplier and contract Customer ;
Customer Application p d Project
( portfolio O ( portfolio () ( managen;v;g:émormatlon () (aggerﬁg]ﬁ,m () ( port%ollo

36 ITIL® is a Registered Trade Mark of AXELOS Limited. m | Q AI

The Service Portfolio represents all the resources presently engaged or being released in various phases of the
Service Lifecycle. Each phase requires resources for completion of projects, initiatives and contracts. This is a
very important governance aspect of Service Portfolio Management (SPM).

Entry, progress and exit are approved only with approved funding and a financial plan for recovering costs or
showing profit as necessary. The Portfolio should have the right mix of services in the pipeline and catalogue to
secure the financial viability of the service provider. The Service Catalogue is the only part of the Portfolio that
recovers costs or earns profits.
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Service Catalogue

» Adatabase or structured Document with information about services presently active and
those approved to be offered to current or prospective customers

» 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 Services.

37 ITIL® is a Registered Trade Mark of AXELOS Limited. % | Q AI

The catalogue is useful in developing solutions for customers from one or more services. Items in the catalogue
can be configured and suitably priced to fulfil a particular need. The service catalogue is an important tool for
service strategy because it represents the service provider’s actual and present capabilities. Many customers
are only interested in what the provider can commit now, rather than in future.

In addition, the service catalogue serves as a service order and demand channelling mechanism. It defines and
communicates the policies, guidelines and accountability required for the service provider to deliver and support
services to its customers.
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Governance

» Governance ensures that policies and strategy are actually implemented, and that
required processes are correctly followed. Governance includes defining roles and
responsibilities, measuring and reporting, and taking actions to resolve any issues
identified.

» Governance defines the common directions, policies and rules that both the business
and IT use to conduct business.
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Governance is the single overarching area that ties IT and the business together, and services are one way of
ensuring that the organization is able to execute that governance. Governance is what defines the common
directions, policies and rules that both the business and IT use to conduct business.

Many ITSM strategies fail because they try to build a structure or processes according to how they would like
the organization to work instead of working within the existing governance structures.

Governance needs to be able to evaluate, direct and monitor the strategy, policies and plans.
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Patterns of Business Activity

» Business activity generates demand for services. Customer assets such as people,
processes and applications all perform business activities.

» These patterns of business activity (PBA) represent the dynamics of the business
and include interactions with customers, suppliers, partners and other stakeholders.
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PBA operate in a dynamic environment, they are often dynamic themselves. However, since services often
directly support one or more PBA, and since PBA achieve business outcomes it is important that they are
properly understood and aligned to services.
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Service Portfolio Management

» A service portfolio describes a provider’s services in terms of business value. It
articulates business needs and the provider’s response to those needs.

» Purpose:
= T ensure that the service provider has the right mix of services to balance
the investment in IT with the ability to meet business outcomes.
= To ensure that services are clearly defined and linked to the achievement of
business outcomes, thus ensuring that all design, transition and operation
activities are aligned to the value of the services.

41 ITIL® is a Registered Trade Mark of AXELOS Limited. % | Q AI

Y ]

Not

()

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 41



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Service Portfolio Management - Objectives

» Provide a process and mechanisms to enable an organization to investigate and decide
on which services to provide, based on an analysis of the potential return and acceptable
level of risk

» Maintain the definitive portfolio of services provided, articulating the business needs each
service meets and the business outcomes it supports

» Analyse which services are no longer viable and when they should be retired.
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Service Portfolio Management - Scope

» The scope of service portfolio management is all services a service provider plans to
deliver, those currently delivered and those that have been withdrawn from service.

» The primary concern of service portfolio management is whether the service provider is
able to generate value from the services.

» Service portfolio management evaluates the value of services throughout their
lifecycles, and must be able to compare what newer services have offered over the
retired services they have replaced.

43 ITIL® is a Registered Trade Mark of AXELOS Limited. % | Q AI

Y ]

Not

()

QAI GLOBAL INSTITUTE

© 2012 QAl India Ltd. | 43



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Financial Management for IT Services

Financial management for IT services is the process responsible for managing an IT service
provider's budgeting, accounting and charging requirements.

Purpose: The purpose of financial management for IT services is:

» To secure the appropriate level of funding to design, develop and deliver services
that meet the strategy of the organization.

» To ensures that the service provider does not commit to services that they are not
able to provide.

» To identifies the balance between the cost and quality of service and maintains the
balance of supply and demand between the service provider and their customers.
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Financial Management - Objectives

» Defining and maintaining a framework to identify, manage and communicate the cost of
providing services.

» Evaluating the financial impact of new or changed strategies on the service provider.

» Understanding the relationship between expenses and income and ensuring that the
two are balanced according to the organization’s financial policies.

» Accounting for money spent on the creation, delivery and support of services.

» Forecasting the financial requirements for the organization to be able to meet its service
commitments to its customers, and compliance with regulatory and legislative
requirements.

» Where appropriate, defining a framework to recover the costs of service provision from
the customer.
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Financial Management- Scope

Financial management consists of three main processes:

» Budgeting is the process of predicting and controlling the income and expenditure
of money within the organization. Budgeting consists of a periodic negotiation cycle
to set budgets (usually annual) and the monthly monitoring of the current budgets.

» Accounting is the process that enables the IT organization to account fully for the
way its money is spent. It usually involves accounting systems.

» Charging is the process required to bill customers for the services supplied to them.
This requires sound IT accounting practices and systems.
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There are two distinct cycles associated with accounting, budgeting and charging:

A planning cycle (annual), where cost projections and workload forecasting form a basis for cost calculations
and price setting

An operational cycle (monthly or quarterly) where costs are monitored and checked against budgets, bills are
issued and revenue collected.
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Business Relationship Management

Business relationship management is the process that enables BRMs to provide links
between the service provider and customers at the strategic and tactical levels. The
purpose of these links is to ensure that the service provider understands the business
requirements of the customer and is able to provide services that meet these needs.

Purpose:

» To establish and maintain a business relationship between the service provider and
the customer based on understanding the customer and its business needs.

» Identify customer needs and ensure that the service provider is able to meet these
needs as business needs change over time and between circumstances.

» Ensures that service provider is able to meet the customer’s expectations before
agreeing to deliver the service.

47 ITIL® is a Registered Trade Mark of AXELOS Limited. % | Q AI

Y ]

Not

()

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 47



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Business Relationship Management - Objectives

» Ensure that the service provider understands the customer’s perspective of service,
and is therefore able to prioritize its services and service assets appropriately

» Ensure high levels of customer satisfaction, indicating that the service provider is
meeting the customer’s requirements

» ldentify changes to the customer environment that could potentially impact the type,
level or utilization of services provided

» Identify technology trends that could potentially impact the type, level or utilization of
services provided

» Mediate in cases where there are conflicting requirements for services from different
business units

» Establish formal complaints and escalation processes for the customer.
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Business Relationship Management - Scope

Business relationship management focuses on understanding how services meet
customer requirements. To achieve this, the process must focus on understanding and
communicating:

» Business outcomes that the customer wants to achieve

» Services that are currently offered to the customer, and the way in which they are
used by the customer

» Technology trends that could impact current services and the customer, and the
nature of the potential impact

> Levels of customer satisfaction, and what action plans have been put in place to
deal with the causes of dissatisfaction

» How the service provider is represented to the customer. This at times means
raising concerns around commitments that the business made to IT but is not
meeting.
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Service Design — Purpose and Objective

» Purpose: To design IT services, together with the governing IT practices, processes
and policies, to realize the service provider’s strategy and to facilitate the introduction
of these services into supported environments ensuring quality service delivery,
customer satisfaction and cost-effective service provision.

» Objectives:

= Effective IT Service Design so that minimal improvement required during
their lifecycle.

= Continual improvement should be embedded in all service design activities
to ensure that the solutions and designs become even more effective over
time

= Identify changing trends in the business that may offer improvement
opportunities.
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Service Design — Scope

Scope:

Provides guidance for the design of appropriate and innovative IT services to meet
current and future agreed business requirements.

Service Design Processes:

Design Coordination

Service Catalogue Management
Service Level Management
Availability Management

Capacity Management

IT Service Continuity Management
Information Security Management
» Supplier management

A A A O

Y
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Provides guidance for the design of appropriate and innovative IT services to meet current and future agreed
business requirements.

Describes the principles of service design and looks at identifying, defining and aligning the IT solution with the
business requirement.

It also introduces the concept of the service design package and looks at selecting the appropriate service
design model
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Service Design- Five major aspects

» Service solutions for new or changed services

» Management information systems and tools, (especially the service portfolio, including
the service catalogue)

» Technology architectures and management architectures
» The processes required
» Measurement methods and metrics.

A holistic approach should be adopted for all service design aspects and areas to ensure
consistency and integration within all activities and processes across the entire IT
technology, providing end-to-end business-related functionality and quality.
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It is important that a holistic, results-driven approach to all aspects of design is adopted, and that when changing
or amending any of the individual elements of design all other aspects are considered. When designing and
developing a new application, this should not be done in isolation, but should also consider the impact on the
overall service, the management information systems and tools (e.g. service portfolio and service catalogue),
the architectures, the technology, the service management processes, and the necessary measurements and
metrics. This will ensure not only that the functional elements are addressed by the design, but also that all of
the management and operational requirements are addressed as a fundamental part of the design and are not
added as an afterthought.
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Service Design Package

» Document(s) defining all aspects of an IT service and its requirements through each
stage of its lifecycle.

» A'service design package’ (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.
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Contents of the Service Design Package:

* Requirements

*  Service Design

*  Organizational Readiness Assessment
»  Service Lifecycle Plan

«  Service Acceptance Criteria
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Service Level Management (SLM) - Purpose

The purpose of the SLM process is to ensure that all current and planned IT services are
delivered to agreed achievable targets. This is accomplished through a constant cycle of
negotiating, agreeing, monitoring, reporting on and reviewing IT service targets and
achievements, and through instigation of actions to correct or improve the level of service
delivered.
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Service Level Management (SLM) - Objectives

~» Define, document, agree, monitor, measure, report and review the level of IT services
provided and instigate corrective measures whenever appropriate

» Provide and improve the relationship and communication with the business and
customers in conjunction with business relationship management

» Ensure that specific and measurable targets are developed for all IT services
» Monitor and improve customer satisfaction with the quality of service delivered

» Ensure that IT and the customers have a clear and unambiguous expectation of the level
of service to be delivered

» Ensure that even when all agreed targets met, the levels of service delivered are subject
to proactive, cost-effective continual improvement.
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SLM - Scope

» Existing Services
» New Requirements of New Service or Changed Service

» Manage Expectations
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The SLM process should include:
»  Cooperation with the business relationship management process

*  Negotiation and agreement of future service level requirements and targets, and the documentation and
management of SLRs for all proposed new or changed services

* Negotiation and agreement of current service level requirements and targets, and the documentation
and management of SLAs for all operational services

»  Development and management of appropriate OLAs to ensure that targets are aligned with SLA targets
* Review of all supplier agreements and underpinning contracts

»  Proactive prevention of service failures, reduction of service risks and improvement

* Reporting and management of all service level achievements and review of all SLA breaches

»  Periodic review, renewal and/or revision of SLAs, service scope and OLAs as appropriate

+ ldentifying improvement opportunities for inclusion in the CSI register

* Reviewing and prioritizing improvements in the CSI register

* Instigating and coordinating SIPs for the management, planning and implementation

The SLM process does not include:

* Negotiation and agreement of requirements for service functionality (utility), except to the degree
functionality influences a service level requirement or target

+ Detailed attention to the activities necessary to deliver service levels
»  Negotiation of underpinning supplier contracts and agreements
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SLM — Agreements & Contracts
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Service Level Agreement

» An 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 SLA will typically define the warranty a service is to deliver and describe the utility
of the service.

Service-specific level SLA

Customer level SLA or
business unit level SLA

Multi Level SLAs

Corporate level SLA
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The emphasis must be on agreement, and SLAs should not be used as a way of holding one side or the other to
ransom. A true partnership should be developed between the IT service provider and the customer, so that a
mutually beneficial agreement is reached — otherwise the SLA could quickly fall into disrepute and a ‘blame
culture’ could develop that would prevent any true service quality improvements from taking place.
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SLM — Design SLA Frameworks

» Service-based SLAs : SLA covers one service, for all the customers of that service —
for example, an SLA may be established for an organization’s email service —
covering all the customers of that service.

» Customer-based SLAs: SLA covers an individual customer group, covering all the
services they use. For example, agreements may be reached with an organization’s
finance department covering, say, the finance system, the accounting system, the
procurement system, and any other IT systems that they use.
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Service-based SLA: This may appear fairly straightforward. However, difficulties may arise if the specific
requirements of different customers vary for the same service, or if characteristics of the infrastructure mean that
different service levels are inevitable (e.g. head office staff may be connected via a high-speed LAN, while local
offices may have to use a lower-speed WAN line). In such cases, separate targets may be needed within the
one agreement. Difficulties may also arise in determining who should be the signatories to such an agreement.
However, where common levels of service are provided across all areas of the business (for example, email or
telephony), the service-based SLA can be an efficient approach to use. Multiple classes of service (for example,
gold, silver and bronze) can also be used to increase the effectiveness of service-based SLAs.

Customer-based SLA: Customers often prefer such an agreement, as all of their requirements are covered in a
single document. Only one signatory is normally required, which simplifies this issue.
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SLA monitoring (SLAM) Chart

» The SLA reporting mechanisms, intervals and report formats must be defined and
agreed with the customers.

» Periodic reports must be produced and circulated to customers (or their
representatives) and appropriate IT managers

» The periodic reports should incorporate details of performance against all SLA
targets, together with details of any trends or specific actions being undertaken to
improve service quality.

» A useful technique is to include a SLA monitoring (SLAM) chart at the front of a
service report to give an ‘at-a-glance’ overview of how achievements have measured
up against targets. These are most effective if colour coded (red, amber, green, and
sometimes referred to as RAG charts as a result).
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Service Level Management — Key Activities
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Service Catalogue Management — Purpose

» Purpose: To provide and maintain a single source of consistent information on all
operational services and those being prepared to be run operationally, and to ensure
that it is widely available to those who are authorized to access it.
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Service Catalogue Management - Objective

Obijectives:
» Manage the information contained within the Service Catalogue

» Ensure that the Service Catalogue is accurate and reflects the current details,
status, interfaces and dependencies of all services that are being run, or being
prepared to run, in the live environment, according to the defined policies
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Service Catalogue Management - Scope

» Scope: To provide and maintain accurate information on all services that are being
transitioned or have been transitioned to the live environment.
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The service catalogue management process Covers:
«  Contribution to the definition of services and service packages

»  Development and maintenance of service and service package descriptions appropriate for the service
catalogue

«  Production and maintenance of an accurate service catalogue
* Interfaces, dependencies and consistency between the service catalogue and the overall service portfolio

« Interfaces and dependencies between all services and supporting services within the service catalogue and
the CMS

* Interfaces and dependencies between all services, and supporting components and configuration items
(Cls) within the service catalogue and the CMS.

The service catalogue management process does not include:

« Detailed attention to the capturing, maintenance and use of service asset and configuration data as
performed through the service asset and configuration management process (see ITIL Service Transition)

» Detailed attention to the capturing, maintenance and fulfilment of service requests as performed through
request fulfilment (see ITIL Service Operation).
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Availability Management — Purpose

Purpose:

» To ensure that the level of availability delivered in all IT services meets the
agreed availability needs and/or service level targets in a cost-effective and
timely manner. Availability management is concerned with meeting both the
current and future availability needs of the business.
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Availability Management - Objective

Obijectives:

» Produce and maintain an appropriate and up-to-date availability plan that reflects the
current and future needs of the business

» Provide advice and guidance to all other areas of the business and IT on all
availability-related issues

» Ensure that service availability achievements meet all their agreed targets by
managing services and resources-related availability performance

» Assist with the diagnosis and resolution of availability-related incidents and problems

» Assess the impact of all changes on the availability plan and the availability of all
services and resources

» Ensure that proactive measures to improve the availability of services are
implemented wherever it is cost-justifiable to do so.
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Availability Management - Scope

Scope: To design, implement, measure, manage and improve availability of IT components
and services.

Availability Management Process includes two type of activities:

» Reactive activities These involve the monitoring, measuring, analysis and
management of all events, incidents and problems involving unavailability. These
activities are principally performed as part of the operational roles.

» Proactive activities These involve the proactive planning, design and improvement
of availability. These activities are principally performed as part of the design and
planning roles.
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The availability management process should include:

Monitoring of all aspects of availability, reliability and maintainability of IT services and the supporting
components, with appropriate events, alarms and escalation, with automated scripts for recovery

Maintaining a set of methods, techniques and calculations for all availability measurements, metrics and
reporting
Actively participating in risk assessment and management activities

Collecting measurements and the analysis and production of regular and ad hoc reports on service and
component availability

Understanding the agreed current and future demands of the business for IT services and their availability
Influencing the design of services and components to align with business availability needs

Producing an availability plan that enables the service provider to continue to provide and improve services
in line with availability targets defined in SLAs, and to plan and forecast future availability levels required, as
defined in SLRs

Maintaining a schedule of tests for all resilience and fail-over components and mechanisms

Assisting with the identification and resolution of any incidents and problems associated with service or
component unavailability

Proactively improving service or component availability wherever it is cost-justifiable and meets the needs
of the business.
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Elements of Availability Management

{ SERVICE AVAILABILITY ]
[ COMPONENT AVAILABILITY ]
[ RELIABILITY
[ MAINTAINABILITY

[ SERVICEABILITY ]

VBF J
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Service Availability: This 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: This involves all aspects of component availability and unavailability.
Reliability: It is a measure of how long a service, component or Cl can perform its agreed function without

interruption.

Maintainability: Maintainability is a measure of how quickly and effectively a service, component or Cl can be

restored to normal working after a failure.

Serviceability: Serviceability is the ability of a third-party supplier to meet the terms of its contract.
Vital Business Functions(VBF): The term vital business function (VBF) is used to reflect the part of a business

process that is critical to the success of the business.
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Information Security Management — Purpose

Purpose: To align IT security with business security and ensure that the confidentiality,
integrity and availability of the organization’s assets, information, data and IT services always
matches the agreed needs of the business.
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Information Security Management - Objective

Objectives: To protect the interests of those relying on information, and the systems and
communications that deliver the information, from harm resulting from failures of
confidentiality, integrity and availability.
» Information is observed by or disclosed to only those who have a right to know
(confidentiality)

» Information is complete, accurate and protected against unauthorized
modification (integrity)

» Information is available and usable when required, and the systems that provide
it can appropriately resist attacks and recover from or prevent failures
(availability)

» Business transactions, as well as information exchanges between enterprises, or
with partners, can be trusted (authenticity and non-repudiation)
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Information Security Management - Scope

Scope: To provide a point of focus for all IT security issues, and must ensure that an
information security policy is produced, maintained and enforced that covers the use and
misuse of all IT systems and services.

The information security management process should include:

» The production, maintenance, distribution and enforcement of an information
security policy and supporting security policies

» Understanding the agreed current and future security requirements of the
business and the existing business security policy and plans

» Implementation of a set of security controls that support the information security
policy and manage risks associated with access to services, information and
systems

» Management of suppliers and contracts regarding access to systems and
services, in conjunction with supplier management
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Information Security Management - Scope

Management of all security breaches, incidents and problems associated with all
systems and services

» The proactive improvement of security controls, and security risk management and
the reduction of security risks
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Supplier Management — Purpose

Purpose: To obtain value for money from suppliers and to provide seamless quality of IT
service to the business by ensuring that all contracts and agreements with suppliers
support the needs of the business and that all suppliers meet their contractual
commitments.
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Supplier Management - Objective

Obijectives:
» Obtain value for money from suppliers and contracts

» Ensure that contracts with suppliers are aligned to business needs, and support
and align with agreed targets in SLRs and SLAs, in conjunction with SLM

» Manage relationships with suppliers
» Manage supplier performance

» Negotiate and agree contracts with suppliers and manage them through their
lifecycle

» Maintain a supplier policy and a supporting supplier and contract management
information system (SCMIS).
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Supplier Management - Scope

Scope: The supplier management process should include the management of all
suppliers and contracts needed to support the provision of IT services to the business.
Each service provider should have formal processes for the management of all suppliers
and contracts. .

The supplier management process should include:

» Implementation and enforcement of the supplier policy
Maintenance of a SCMIS
Supplier and contract categorization and risk assessment
Supplier and contract evaluation and selection
Development, negotiation and agreement
Contract review, renewal and termination
Management of suppliers and supplier performance

Identification of improvement opportunities for inclusion in the CSl register, and
the implementation of service and supplier improvement plans

Maintenance of standard contracts, terms and conditions
Management of contractual dispute resolution
» Management of sub-contracted suppliers.
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IT supplier management often has to comply with organizational or corporate standards, guidelines and
requirements, particularly those of corporate legal, finance and purchasing,
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Capacity Management — Purpose

Purpose: To ensure that the capacity of IT services and the IT infrastructure meets the
agreed capacity- and performance-related requirements in a cost-effective and timely
manner.

Capacity management is concerned with meeting both the current and future capacity
and performance needs of the business.
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Capacity Management - Objective

Obijectives:

» Produce and maintain an appropriate and up-to-date capacity plan, which reflects
the current and future needs of the business

» Provide advice and guidance to all other areas of the business and IT on all
capacity- and performance-related issues

» Ensure that service performance achievements meet all of their agreed targets by
managing the performance and capacity of both services and resources

» Assist with the diagnosis and resolution of performance- and capacity-related
incidents and problems

» Assess the impact of all changes on the capacity plan, and the performance and
capacity of all services and resources

» Ensure that proactive measures to improve the performance of services are
implemented wherever it is cost-justifiable to do so.
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Capacity Management - Scope

Scope:

» The capacity management process should be the focal point for all IT
performance and capacity issues.

» The process should encompass all areas of technology, both hardware and
software, for all IT technology components and environments.

» Capacity management should also consider space planning and environmental
systems capacity as well as certain aspects of human resources.

» Capacity management could consider human resource capacity where a lack of
human resources could result in a breach of SLA or OLA targets.

» In general, human resource management is a line management responsibility,
although the staffing of a service desk should use identical capacity management
techniques.
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The capacity management process should include:

*  Monitoring patterns of business activity through performance, utilization and throughput of IT services and
the supporting infrastructure, environmental, data and applications components and the production of
regular and ad hoc reports on service and component capacity and performance

» Undertaking tuning activities to make the most efficient use of existing IT resources

* Understanding the agreed current and future demands being made by the customer for IT resources, and
producing forecasts for future requirements

» Influencing demand in conjunction with the financial management for IT services and demand management
processes

* Producing a capacity plan that enables the service provider to continue to provide services of the quality
defined in SLAs and that covers a sufficient planning timeframe to meet future service levels required as
defined in the service portfolio and SLRs

»  Assisting with the identification and resolution of any incidents and problems associated with service or
component capacity or performance

*  The proactive improvement of service or component performance, wherever it is cost-justifiable and meets
the needs of the business
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Capacity Management — Sub Processes

Three sub processes:

» Business Capacity Management: The business capacity management sub-
process 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: The service capacity management sub-
process focuses on the management, control and prediction of the end-to-end
performance and capacity of the live, operational IT services. It ensures that the
performance of all services, as detailed in service targets within SLAs and SLRs,
is monitored and measured, and that the collected data is recorded, analysed
and reported.
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There are many similar activities that are performed by each of the above sub-processes, but each sub-process
has a very different focus. Business capacity management is focused on the current and future business
requirements, while service capacity management is focused on the delivery of the existing services that support
the business, and component capacity management is focused on the IT infrastructure that underpins service
provision.
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Capacity Management — Sub Processes

Component Capacity Management: The component capacity management sub-
process focuses on the management, control and prediction of the performance,
utilization and capacity of individual IT technology components. It ensures that all
components within the IT infrastructure that have finite resource are monitored and
measured, and that the collected data is recorded, analysed and reported.
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IT Service Continuity Management - Purpose

Purpose: To support the overall business continuity management (BCM) process by
ensuring that, by managing the risks that could seriously affect IT services, the IT service
provider can always provide minimum agreed business continuity-related service levels.

ITSCM uses formal risk assessment and management techniques to:
» Reduce risks to IT services to agreed acceptable levels
» Plan and prepare for the recovery of IT services.
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IT Service Continuity Management - Objective

Obijectives:

» Produce and maintain a set of IT service continuity plans that support the overall
business continuity plans of the organization

» Complete regular BIA exercises to ensure that all continuity plans are maintained
in line with changing business impacts and requirements

» Conduct regular risk assessment and management exercises to manage IT
services within an agreed level of business risk.

» Provide advice and guidance to all other areas of the business and IT on all
continuity-related issues

» Ensure that appropriate continuity mechanisms are put in place to meet or
exceed the agreed business continuity targets
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IT Service Continuity Management - Objective

» Assess the impact of all changes on the IT service continuity plans and supporting
methods and procedures

» Ensure that proactive measures to improve the availability of services are
implemented wherever it is cost-justifiable to do so

» Negotiate and agree contracts with suppliers for the provision of the necessary
recovery capability to support all continuity plans in conjunction with the supplier
management process.
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IT Service Continuity Management - Scope

Scope:

» ITSCM focuses on those events that the business considers significant enough
to be considered a disaster.

» The scope of ITSCM within an organization is determined by the organizational
structure, culture and strategic direction (both business and technology) in terms
of the services provided and how these develop and change over time.
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The IT Service Continuity Management process should include:
+  The agreement of the scope of the ITSCM process and the policies adopted
*  BIAto quantify the impact loss of IT service would have on the business

* Risk assessment and management — the risk identification and risk assessment to identify potential threats
to continuity and the likelihood of the threats becoming reality. This also includes taking measures to
manage the identified threats where this can be cost-justified. The approach to managing these threats will
form the core of the ITSCM strategy and plans

*  Production of an overall ITSCM strategy that must be integrated into the BCM strategy. This can be
produced following the two steps identified above, and is likely to include elements of risk reduction as well
as selection of appropriate and comprehensive recovery options

*  Production of an ITSCM plan, which again must be integrated with the overall BCM plans
»  Testing of the plans
*  Ongoing operation and maintenance of the plans.
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Design Coordination - Purpose

Purpose: The purpose of the design coordination process is to ensure the goals and
objectives of the service design stage are met by providing and maintaining a single point
of coordination and control for all activities and processes within this stage of the service
lifecycle.
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Design Coordination - Objective

» Ensure the consistent design of appropriate services, service management information
systems, architectures, technology, processes, information and metrics to meet current
and evolving business outcomes and requirements

» Coordinate all design activities across projects, changes, suppliers and support teams,
and manage schedules, resources and conflicts where required

» Plan and coordinate the resources and capabilities required to design new or changed
services

» Ensure that appropriate service designs and/or SDPs are produced based on service
charters and change requests and that they are handed over to service transition as
agreed
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Design Coordination - Objective

» Manage the quality criteria, requirements and handover points between the service
design stage and service strategy and service transition

» Ensure that all service models and service solution designs conform to strategic,
architectural, governance and other corporate requirements

» Ensure that all parties adopt a common framework of standard, reusable design
practices, whenever appropriate

» Improve the effectiveness and efficiency of service design activities and processes

» Monitor and improve the performance of the service design lifecycle stage.
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Design Coordination - Scope

Scope: The scope of the Design Coordination process includes all design activity,
particularly all new or changed service solutions that are being designed for transition into
(or out of, in the case of a service retirement) the live environment..

The Design Coordination process includes:

» Assisting and supporting each project or other change through all the service
design activities and processes

» Maintaining policies, guidelines, standards, budgets, models, resources and
capabilities for service design activities and processes

» Coordinating, prioritizing and scheduling of all service design resources to satisfy
conflicting demands from all projects and changes

» Planning and forecasting the resources needed for the future demand for service
design activities

» Ensuring that all requirements are appropriately addressed in service designs,
particularly utility and warranty requirements

» Ensuring the production of service designs and/or SDPs and their handover to
service transition.
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Most design coordination process activity focuses around those design efforts that are part of a project, as well
as those that are associated with changes of defined types. Typically, the changes that require the most
attention from design coordination are major changes, but any change that an organization believes could
benefit from design coordination may be included.

The design coordination process does not include:
Responsibility for any activities or processes outside of the design stage of the service lifecycle.

Responsibility for designing the detailed service solutions themselves or the production of the individual parts of
the SDPs. These are the responsibility of the individual projects or service management processes.
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Service Transition — Purpose and Objectives

Purpose: To ensure that new, modified or retired services meet the expectations of the
business as documented in the service strategy and service design stages of the lifecycle

Objectives:
» Plan and manage service changes efficiently and effectively
» Manage risks relating to new, changed or retired services
» Successfully deploy service releases into supported environments
» Set correct expectations on the performance and use of new or changed services
» Ensure that service changes create the expected business value

» Provide good-quality knowledge and information about services and service assets.
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Service Transition — Scope

Scope: Release planning, building, testing, evaluation and deployment. The publication also
considers service retirement and transfer of services between service providers.
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Service Transition considers:

*Managing the complexity associated with changes to services and service management processes
*Allowing for innovation while minimizing the unintended consequences of change

Introducing new services

*Changes to existing services

*Decommissioning and discontinuation of services, applications or other service components
*Transferring services to and from other service providers

*The scope also includes the transition of changes in the service provider’s service management capabilities
that will impact on the ways of working, the organization, people, projects and third parties involved in service
management
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Service Transition — Scope

Continual service improvement

Change management (4.2) ‘

Service asset and configuration management (4.3)

W
w

W
W

4
4

CaET s

Transition planning and support (4.1) ‘

Managing people through service transitions (5) ‘

Change evaluation (4.6) ‘

‘ Release | Release build Release Fr
g L= Release operation
Release and deployment management (4.4)
Service validation and testing (4.5) ]

Knowledge management (4.7) }

Focus of activity ITIL process in service Change authorization
related to Other ITIL core transition that supports
service publications the whole service Iifecycle
fransiion Point to capture bassline
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Configuration Item (CI)

v

A configuration item (Cl) is a service asset that needs to be managed in order to
deliver an IT service.

» Other service assets may be required to deliver the service, but if they cannot be
individually managed then they are not configuration items.

» All Cls are service assets, but many service assets are not configuration items.

For example, a server will be both a Cl and an asset; the knowledge used by an
experienced service desk person to manage incidents is an important asset but is not
aCl.

» Examples of configuration items are a server or a software license.

» Every Cl must be under the control of change management.

TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

A configuration record is a set of attributes and relationships about a Cl. Configuration records are stored in a
configuration management database (CMDB) and managed with a configuration management system (CMS). It
is important to note that Cls are not stored in a CMDB; configuration records describe Cls that are stored in the
CMDB.

Example of varieties of Cis:
»  Service Lifecycle Cis

. Service Cis

*  Organization Cis

. Internal Cis

+  External Cis

. Interface Cls
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Configuration Management System

» To manage large and complex IT services and infrastructures, service asset and
configuration management requires the use of a supporting system known as the
configuration management system

» Atthe data level CMS include data from
» Configuration records stored in several physical CMDBs

= external data sources such as an HR database or financial database

» The presentation layer of the CMS will contain views and dashboards that are
required by people who need access to configuration information, for example

* Change and release view
» Technical configuration view
= Service desk view

= Configuration lifecycle view
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Change and release view Used by personnel responsible for change management and release and
deployment management

Technical configuration view Used to support the needs of personnel in technical and application
management functions

Service desk view For use by the service desk, for example when logging and managing incidents and service
requests

Configuration lifecycle view Used by service asset and configuration management personnel who are
responsible for managing the lifecycle of configuration items.
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Configuration Management System

Configuration management system (CMS)
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Service Knowledge Management System (SKMS)

» The service knowledge management system |
is a set of tools and databases that are used | Support for decisions >
to manage knowledge, information and data. Service Knowledge
Many configuration items are available in the Management systerm : :
form of knowledge or information, and these {} | Supportfor delivery of services
are typically stored in the SKMS — for
example, a service level agreement, a report |_| Configuration
template or a definitive media library. management system

» The SACM process is not responsible for
managing the SKMS. Some items in the
SKMS will be owned and managed by the
SACM process, but others will be owned and
managed by other processes or people.

Configuration
management
database

02 TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

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 slide diagram is a very simplified illustration of the relationship of the three levels, with data being gathered
within the CMDB, and feeding through the CMS into the SKMS and supporting the informed decision making
process.
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Service Knowledge Management System (SKMS)
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Examples of items that should be stored in an SKMS include:

*  The service portfolio

*  The configuration management system (CMS)

*  The definitive media library (DML)

»  Service level agreements (SLAs), contracts and operation level agreements (OLAS)
*  The information security policy

The supplier and contract management information system (SCMIS), including suppliers’and partners’
requirements, abilities and expectations

*  Budgets

+  Cost models

*  Business plans

*  CSlregister

*  Service improvement plans
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Definitive Media Library

» The definitive media library (DML) is the secure library in which the definitive
authorized versions of all media Cls are stored and protected.

» |t stores master copies of versions that have passed quality assurance checks. This
library may in reality consist of one or more software libraries or file-storage areas,
separate from development, test or live file store areas. It contains the master copies
of all controlled software in an organization.

» The DML should include definitive copies of purchased software (along with licence
documents or information), as well as software developed on site. Master copies of
controlled documentation for a system are also stored in the DML in electronic form.

» The DML will also include a physical store to hold master copies, e.g. a fireproof safe.
Only authorized media should be accepted into the DML, strictly controlled by SACM.

» The DML is a foundation for release and deployment management

04 TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

The exact configuration of the DML is defined during the planning activities. The definition includes:

. Medium, physical location, hardware and software to be used, if kept online — some service asset and
configuration management support tools incorporate document or software libraries, which can be regarded
as a logical part of a DML

*  Naming conventions for file-store areas and physical media
«  Environments supported, e.g. test and live environments

*  Security arrangements for submitting changes and issuing documentation and software, plus backup and
recovery procedures

()
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Service Transition Processes

» Transition Planning and support

» Change Management

» Service Asset and Configuration Management (SACM)
» Release and Deployment Management

» Service Validation and testing

»~ Evaluation

» Knowledge Management

TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

The seven Service Transition processes are listed on the slide. Some of these processes are used throughout
the service lifecycle, but are addressed in Service Transition since they are central to effective Service
Transition.

The scope of this course include the following Service Transition processes:-
*  Change Management

*  Service Asset and Configuration Management

* Release and Deployment Management

()
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Change Management - Purpose

» The purpose of the change management process is to control the lifecycle of all
changes, enabling beneficial changes to be made with minimum disruption to IT
services.

TIL® is a Registered Trade Mark of AXELOS Limited % | QAI
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Change

» The addition, modification or removal of anything that could have an effect on IT
services.

» The scope should include changes to all architectures, processes, tools, metrics and
documentation, as well as changes to IT services and other configuration items.

07 TIL® is a Registered Trade Mark of AXELOS Limited % | QAI
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Change Types

A change request is a formal communication seeking an alteration to one or more
configuration items. This could take several forms, e.g. a ‘request for change’ document,
service desk call or project initiation document.

There are three different types of service change:

» Standard change: A pre-authorized change that is low risk, relatively common
and follows a procedure or work instruction.

» Emergency change: A change that must be implemented as soon as possible,
for example to resolve a major incident or implement a security patch.

» Normal change: Any service change that is not a standard change or an
emergency change.

TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

Different types of change may require different types of change request. For example, a major change may
require a change proposal, which is usually created by the service portfolio management process. An
organization needs to ensure that appropriate procedures and forms are available to cover the anticipated
requests. Avoiding a bureaucratic approach to documenting a minor change removes some of the cultural
barriers to adopting the change management process.

()
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Change Management - Objectives

The objectives of change management are to:

» Respond to the customer’s changing business requirements while maximizing
value and reducing incidents, disruption and re-work.

» Ensure that changes are recorded and evaluated, and that authorized changes
are prioritized, planned, tested, implemented, documented and reviewed in a
controlled manner.

» Ensure that all changes to configuration items are recorded in the configuration
management system.

» Optimize overall business risk
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Change Management - Scope

» The scope of Change Management covers changes to all configuration items across
the whole service lifecycle, whether these Cls are physical assets such as servers or
networks, virtual assets such as virtual servers or virtual storage, or other types of
asset such as agreements or contracts.

Out of scope:

» Changes with significantly wider impacts than service changes, e.g. departmental
organization, policies and business operations — these changes would produce RFCs
to generate consequential service changes.

» Changes at an operational level such as repair to printers or other routine service
components.
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Change Models

A change model is a way of predefining the steps that should be taken to handle a
particular type of change in an agreed way. Support tools can then be used to manage
the required process. This will ensure that such changes are handled in a predefined
path and to predefined timescales.

The change model includes:

» Steps that should be taken to handle the change, including handling issues and
unexpected events

» The chronological order in which these steps should be taken, with any
dependences or co-processing defined

» Responsibilities — who should do what (including identification of those change
authorities who will authorize the change and who will decide whether formal
change evaluation is needed)

» Timescales and thresholds for completion of the actions

» Escalation procedures — who should be contacted and when.

QA | QAL

These models are usually input to the change management support tools; the tools then automate the handling,
management, reporting and escalation of the process.
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Remediation planning

» Remediation: Actions taken to recover after a failed change or release. Remediation
may include back-out, invocation of service continuity plans, or other actions
designed to enable the business process to continue.

» No change should be authorized without having explicitly addressed the question of
what to do if it is not successful. Ideally, there will be a back out plan, which will
restore the organization to its initial state, often through the reloading of a base lined
set of Cls, especially software and data. However, not all changes are reversible, in
which case an alternative approach to remediation is required.

12 TIL® is a Registered Trade Mark of AXELOS Limited M | QAI

This remediation may require a revisiting of the change itself in the event of failure, or may be so severe that it
requires invoking the organization’s business continuity plan. Only by considering what remediation options are
available before instigating a change, and by establishing that the remediation is viable (e.g. it is successful
when tested), can the risk of the proposed change be determined and appropriate decisions taken. Change
implementation plans should include milestones and other triggers for implementation of remediation in order to
ensure that there is sufficient time in the agreed change window for back-out or other remediation when
necessary.
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Figure shows an example of a change to the service provider’s services, applications or infrastructure.
Examples of the status of the change are shown in italics. Change and configuration information is updated all
the way through the activities. This example shows authorization for change build and test and for change
deployment. In practice there may be additional authorization steps, for example to authorize change design or

change development.
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Release and deployment management

Purpose: The purpose of the release and deployment management process is to plan,
schedule and control the build, test and deployment of releases, and to deliver new
functionality required by the business while protecting the integrity of existing services.

Objectives: The objectives of release and deployment management are to:

» Define and agree release and deployment management plans with customers and
stakeholders

» Create and test release packages that consist of related configuration items that
are compatible with each other

» Ensure that the integrity of a release package and its constituent components is
maintained throughout the transition activities, and that all release packages are
stored in a DML and recorded accurately in the CMS

» Deploy release packages from the DML to the live environment following an agreed
plan and schedule

» Ensure that all release packages can be tracked, installed, tested, verified and/or
uninstalled or backed out if appropriate

15 TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

»  Ensure that organization and stakeholder change is managed during release and deployment activities

«  Ensure that a new or changed service and its enabling systems, technology and organization are capable
of delivering the agreed utility and warranty

* Record and manage deviations, risks and issues related to the new or changed service and take necessary
corrective action

*  Ensure that there is knowledge transfer to enable the customers and users to optimize their use of the
service to support their business activities

*  Ensure that skills and knowledge are transferred to service operation functions to enable them to effectively
and efficiently deliver, support and maintain the service according to required warranties and service levels.
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Release and deployment management

Scope

Physical assets such as a server or network

v

v

Virtual assets such as a virtual server or virtual storage

Applications and software

v

Training for users and IT staff

A

Services, including all related contracts and agreements

v
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Four Phases

Change Management
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There are four phases to release and deployment Management

Release and deployment planning: Plans for creating and deploying the release are created. This phase
starts with change management authorization to plan a release and ends with change management
authorization to create the release.

Release build and test: The release package is built, tested and checked into the DML. This phase starts with
change management authorization to build the release and ends with change management authorization for the
baselined release package to be checked into the DML by service asset and configuration management. This
phase only happens once for each release.

Deployment : The release package in the DML is deployed to the live environment. This phase starts with
change management authorization to deploy the release package to one or more target environments and ends
with handover to the service operation functions and early life support. There may be many separate
deployment phases for each release, depending on the planned deployment options.

Review and close: Experience and feedback are captured, performance targets and achievements are
reviewed and lessons are learned.

()
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Knowledge Management

» The purpose of the knowledge management process is to share perspectives, ideas,
experience and information; to ensure that these are available in the right place at

the right time to enable informed decisions; and to improve efficiency by reducing the
need to rediscover knowledge.
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Knowledge Management

The objectives of knowledge management are to:

» Improve the quality of management decision making by ensuring that reliable and
secure knowledge, information and data is available throughout the service lifecycle

» Enable the service provider to be more efficient and improve quality of service,
increase satisfaction and reduce the cost of service by reducing the need to
rediscover knowledge

» Ensure that staff have a clear and common understanding of the value that their
services provide to customers and the ways in which benefits are realized from the
use of those services

» Maintain a service knowledge management system (SKMS) that provides controlled
access to knowledge, information and data that is appropriate for each audience

» Gather, analyze, store, share, use and maintain knowledge, information and data
throughout the service provider organization.
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_(“A Reader’s Note \
J

()

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 119



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Knowledge Management Scope

Knowledge management is a whole lifecycle-wide process in that it is relevant to all
lifecycle stages and hence is referenced throughout ITIL from the perspective of each
publication. Service Transitionpublication sets out the basic concept, from a service
transition focus.

Knowledge management includes oversight of the management of knowledge, the
information and data from which that knowledge derives.
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Exclusions: Detailed attention to the capturing, maintenance and use of configuration data is set out in Service
Asset and Configuration Management
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The Data-to-Information-to- Knowledge-to-Wisdom Structure

» Knowledge management is typically displayed within the Data-to- information-to-
Knowledge-to- Wisdom (DIKW) structure.

Context [-------___ _
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Why?

el Knowledge

/ How?
o
.

Information

T Who, what,
p When, where?

Data

Understanding
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Service Asset and Configuration Management

Purpose: The purpose of the SACM process is to ensure that the assets required to
deliver services are properly controlled, and that accurate and reliable information about
those assets is available when and where it is needed. This information includes details
of how the assets have been configured and the relationships between assets

22 TIL® is a Registered Trade Mark of AXELOS Limited % | QAI
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Service Asset and Configuration Management

The objectives of SACM are to:

» Ensure that assets under the control of the IT organization are identified, controlled
and properly cared for throughout their lifecycle.

» ldentify, control, record, report, audit and verify services and other configuration
items (Cls), including versions, baselines, constituent components, their attributes
and relationships.

» Account for, manage and protect the integrity of Cls through the service lifecycle by
working with change management to ensure that only authorized components are
used and only authorized changes are made.

» Ensure the integrity of Cls and configurations required to control the services by
establishing and maintaining an accurate and complete configuration management
system (CMS).

» Maintain accurate configuration information on the historical, planned and current
state of services and other Cls.

> Support efficient and effective service management processes by providing accurate
configuration information to enable people to make decisions at the right time — for
example, to authorize changes and releases, or to resolve incidents and problems.
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Scope

» The scope of SACM includes management of the complete lifecycle of every Cl.

» Itis important to note that many virtual assets, such as a virtual servers or networks,
may be Cls and require the same management control as physical assets.
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Service asset and configuration management ensures that Cls are identified, baselined and maintained and that
changes to them are controlled. It also ensures that releases into controlled environments and operational use
are done on the basis of formal authorization. It provides a configuration model of the services and service
assets by recording the relationships between configuration items. SACM may cover non-IT assets, work
products used to develop the services and Cls required to support the service that would not be classified as
assets by other parts of the business.

The scope includes interfaces to internal and external service providers where there are assets and
configuration items that need to be controlled, e.g. shared assets.
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Transition Planning and Support

» The purpose of the transition planning and support process is to provide overall
planning for service transitions and to coordinate the resources that they require.
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Transition Planning and Support

The objectives of transition planning and support are to:

» Plan and coordinate the resources to ensure that the requirements of service
strategy encoded in service design are effectively realized in service operation.

» Coordinate activities across projects, suppliers and service teams where required.

» Establish new or changed services into supported environments within the
predicted cost, quality and time estimates.

» Establish new or modified management information systems and tools, technology
and management architectures, service management processes, and
measurement methods and metrics to meet requirements established during the
service design stage of the lifecycle.

» Ensure that all parties adopt the common framework of standard re-usable
processes and supporting systems in order to improve the effectiveness and
efficiency of the integrated planning and coordination activities.

» Provide clear and comprehensive plans that enable customer and business change
projects to align their activities with the service transition plans.
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Scope

The scope of transition planning and support includes:

» Maintaining policies, standards and models for service transition activities and
processes

» Guiding each major change or new service through all the service transition
processes

» Coordinating the efforts needed to enable multiple transitions to be managed at the
same time

» Prioritizing conflicting requirements for service transition resources

» Planning the budget and resources needed to fulfill future requirements for service
transition

» Reviewing and improving the performance of transition planning and support
activities

> Ensuring that service transition is coordinated with programme and project
management, service design and service development activities.
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Service Operation - Purpose

Purpose

» Coordinate and carry out the day-to-day activities and processes required to
deliver and manage services at agreed levels

» Ongoing management of the technology that is used to deliver and support
services.

» Monitor performance, assess metrics and gather data during Service Operation.

» Strategic objectives are ultimately realized through service operations, therefore
making it a critical capability.
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The purpose 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.

Well-designed and well-implemented processes will be of little value if the day-to-day operation of those
processes is not properly conducted, controlled and managed. Nor will service improvements be possible if day-
to-day activities to monitor performance, assess metrics and gather data are not systematically conducted
during Service Operation.
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Service Operation - Objectives

Objectives

» Maintain business satisfaction and confidence in IT through effective and efficient
delivery and support of agreed IT services

» Minimize the impact of service outages on day-to-day business activities

» Ensure that access to agreed IT services is only provided to those authorized to
receive those services.
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Service Operation - Scope

Scope
» Services
» Service Management Processes
» Technology

» People
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Definitions

Event

A}

» Alert

» Incident

» Problem

» Service Request
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Event A change of state that has significance for the management of an IT service or other configuration item.
The term is also used to mean an alert or notification created by any IT service, configuration item or monitoring
tool. Events typically require IT operations personnel to take actions, and often lead to incidents being logged.

Alert A notification 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.

Incident An unplanned interruption to an IT service or reduction in the quality of an IT service. Failure of a
configuration item that has not yet affected service is also an incident — for example, failure of one disk from a
mirror set.

Problem A cause of one or more incidents. The cause is not usually known at the time a problem record is
created, and the problem management process is responsible for further investigation.

Service Request A formal request from a user for something to be provided — for example, a request for
information or advice; to reset a password; or to install a workstation for a new user. Service requests are
managed by the request fulfilment process, usually in conjunction with the service desk. Service requests may
be linked to a request for change as part of fulfilling the request.
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Workaround

» Atemporary way of overcoming the difficulties

» When a workaround is found, it is therefore important that the problem record
remains open and details of the workaround are documented within the problem
record

34 TIL® is a Registered Trade Mark of AXELOS Limited %” | QAI

In some cases it may be possible to find a workaround to the incidents caused by the problem — a temporary
way of overcoming the difficulties. For example, a manual amendment may be made to an input file to allow a
program to complete its run successfully and allow a billing process to complete satisfactorily, but it is important
that work on a permanent resolution continues where this is justified — in this example the reason for the file
becoming corrupted in the first place must be found and corrected to prevent this happening again.

When a workaround is found, it is therefore important that the problem record remains open and details of the
workaround are documented within the problem record.

In some cases there may be multiple workarounds associated with a problem. As problem investigation and
diagnosis activities carry on, there may be a series of improvements that do not resolve the problem, but lead to
a progressive improvement in the quality of the workarounds available. These may impact on the prioritization of
the problem as successive workaround solutions may reduce the impact of future related incidents, either by
reducing their likelihood or improving the speed of their resolution
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Known Error & KEDB

A}

A problem with a documented root cause and workaround

» Known error record should identify the problem record it relates to and document the
status of actions being taken to resolve the problem

= Root Cause

= Workaround

» All known error records should be stored in the KEDB

» Purpose of a KEDB is to allow storage of previous knowledge of incidents and
problems — and how they were overcome — to allow quicker diagnosis and resolution
if they recur
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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 KEDB so that if
further incidents or problems arise, they can be identified and the service restored more quickly. In some cases
it may be advantageous to raise a known error record even earlier in the overall process, even though the
diagnosis may not be complete or a workaround found. This might be used for information purposes or to
identify a root cause or workaround that appears to address the problem but hasn’t been fully confirmed.
Therefore, it is inadvisable to set a concrete procedural point for exactly when a known error record must be
raised. It should be done as soon as it becomes useful to do so!

KEDB: The known error record should hold exact details of the fault and the symptoms that occurred, together
with precise details of any workaround or resolution action that can be taken to restore the service and/or
resolve the problem. An incident count will also be useful to determine the frequency with which incidents are
likely to recur and influence priorities etc.

It should be noted that a business case for a permanent resolution for some problems may not exist. For
example, if a problem does not cause serious disruption and a workaround exists and/or the cost of resolving
the problem far outweighs the benefits of a permanent resolution, then a decision may be taken to tolerate the
problem. However, it will still be desirable to diagnose and implement a workaround as quickly as possible,
which is where the KEDB can help. It is essential that any data put into the database can be quickly and
accurately retrieved. The problem manager should be fully trained and familiar with the search
methods/algorithms used by the selected database and should carefully ensure that when new records are
added, the relevant search key criteria are correctly included.

Care should be taken to avoid duplication of records. To avoid this, the problem manager should be the only
person able to enter a new record

A
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Role of Communications

» Good communication is needed with
= |T teams and departments,

= Users

Internal customers

Between the service operation teams & Departments

» Issues can often be prevented or mitigated with appropriate communication

» An important principle is that all communication must have an intended purpose or a
resultant action
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A detailed description of the types of communication typical in service operation is contained in Appendix B,
together with a description of the typical audience and the actions that are intended to be taken as a result of
each communication. These include:

* Routine operational communication

+  Communication between shifts

+  Performance reporting

»  Communication in projects

«  Communication related to changes

+  Communication related to exceptions

«  Communication related to emergencies

»  Training on new or customized processes and service designs

«  Communication of strategy, design and transition to service operation teams.

Please note that there is no definitive medium for communication, nor is there a fixed location or frequency. In
some organizations communication has to take place in meetings. Other organizations prefer to use email or the
communication inherent in their service management tools.

There should therefore be a policy around communication within each team or department and for each
process. Although this should be formal, the policy should not be cumbersome or complex
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Incident Management - Purpose

» The purpose of incident management is to restore normal service operation as
quickly as possible and minimize the adverse impact on business operations, thus
ensuring that agreed levels of service quality are maintained.

» ‘Normal service operation’ is defined as an operational state where services and Cls
are performing within their agreed service and operational levels.
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Incident Management - Objectives

The objectives of the incident management process are to:

» Ensure that standardized methods and procedures are used for efficient and
prompt response, analysis, documentation, ongoing management and reporting
of incidents

» Increase visibility and communication of incidents to business and IT support
staff

» Enhance business perception of IT through use of a professional approach in
quickly resolving and communicating incidents when they occur

» Align incident management activities and priorities with those of the business

» Maintain user satisfaction with the quality of IT services.
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Incident Management-Scope

» Incident management includes any event which disrupts, or which could disrupt, a
service.

» This includes events which are communicated directly by users, either through the
service desk or through an interface from event management to incident
management tools.

» Incidents can also be reported and/or logged by technical staff

TIL® is a Registered Trade Mark of AXELOS Limited ‘% | QAI

All events are not incidents. Many classes of events are not related to disruptions at all, but are indicators of
normal operation or are simply informational.

Although both incidents and service requests are reported to the service desk, this does not mean that they are
the same. Service requests do not represent a disruption to agreed service, but are a way of meeting the
customer’s needs and may be addressing an agreed target in an SLA. Service requests are dealt with by the
request fulfillment process
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Principles / Basic Concepts

Timescales

A}

» Incident models

» Major incidents

» Incident status tracking

» Expanded incident lifecycle
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Incident Management Process Flow
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Problem Management

Problem management is the process responsible for managing the lifecycle of all
problems. ITIL defines a ‘problem’ as the underlying cause of one or more incidents.

Purpose: The purpose of problem management is to manage the lifecycle of all problems
from first identification through further investigation, documentation and eventual removal.
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Problem management seeks to minimize the adverse impact of incidents and problems on the business that are
caused by underlying errors within the IT Infrastructure, and to proactively prevent recurrence of incidents
related to these errors. In order to achieve this, problem management seeks to get to the root cause of
incidents, document and communicate known errors and initiate actions to improve or correct the situation.
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Problem Management

Objective

The objectives of the problem management process are to:
» Prevent problems and resulting incidents from happening
» Eliminate recurring incidents

» Minimize the impact of incidents that cannot be prevented.
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Problem Management

Scope

Problem Management includes the activities required to diagnose the root cause of incidents
and to determine the resolution to those problems. It is also responsible for ensuring that the
resolution is implemented through the appropriate control procedures, especially change
management and release and deployment management.
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The problem management process has both reactive and proactive aspects:

Reactive problem management is concerned with solving problems in response to one or more incidents.

Proactive problem management is concerned with identifying and solving problems and known errors
before further incidents related to them can occur again.

While reactive problem management activities are performed in reaction to specific incident situations,
proactive problem management activities take place as ongoing activities targeted to improve the overall
availability and end user satisfaction with IT services.

Examples of proactive problem management activities might include conducting periodic scheduled reviews of
incident records to find patterns and trends in reported symptoms that may indicate the presence of underlying
errors in the infrastructure.

Conducting major incident reviews where review of ‘How can we prevent the recurrence?’ can provide
identification of an underlying cause or error.

Conducting periodic scheduled reviews of operational logs and maintenance records identifying patterns
and trends of activities that may indicate an underlying problem might exist.

Conducting periodic scheduled reviews of event logs targeting patterns and trends of warning and
exception events that may indicate the presence of an underlying problem.

Conducting brainstorming sessions to identify trends that could indicate the existence of underlying
problems.

Using check sheets to proactively collect data on service or operational quality issues that may help to
detect underlying problems.
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Problem Management
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Event Management

Purpose: The purpose of event management is to manage events throughout their
lifecycle. This lifecycle of activities to detect events, make sense of them and determine the
appropriate control action is coordinated by the event management process.
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Event management is therefore the basis for operational monitoring and control. If events are programmed to
communicate operational information as well as warnings and exceptions, they can be used as a basis for
automating many routine operations management activities, for example executing scripts on remote devices, or
submitting jobs for processing, or even dynamically balancing the demand for a service across multiple devices
to enhance performance.
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Event Management-Objectives

The objectives of the event management process are to:

» Detect all changes of state that have significance for the management of a Cl or IT
service

» Determine the appropriate control action for events and ensure these are
communicated to the appropriate functions

» Provide the trigger, or entry point, for the execution of many service operation
processes and operations management activities

» Provide the means to compare actual operating performance and behavior against
design standards and SLAs

» Provide a basis for service assurance and reporting; and service improvement.
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Event Management-Scope

Event management can be applied to any aspect of service management that needs to be
controlled and which can be automated.

This includes:

» Configuration items (Cls):Some Cls will be included because they need to stay in a
constant state (e.g. a switch on a network needs to stay on and event management
tools confirm this by monitoring responses to ‘pings’)

» Some Cls will be included because their status needs to change frequently and
event management can be used to automate this and update the configuration
management system (CMS) (e.g. the updating of a file server)

» Environmental conditions (e.g. fire and smoke detection)

» Software license monitoring for usage to ensure optimum/legal license utilization
and allocation

» Security (e.g. intrusion detection)

» Normal activity (e.g. tracking the use of an application or the performance of a
server).
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Request Fulfillment

Purpose: Request fulfillment is the process responsible for managing the lifecycle of all
service requests from the users.

Objective: The objectives of the request fulfillment process are to:

» Maintain user and customer satisfaction through efficient and professional handling
of all service requests

» Provide a channel for users to request and receive standard services for which a
predefined authorization and qualification process exists

» Provide information to users and customers about the availability of services and the
procedure for obtaining them

» Source and deliver the components of requested standard services (e.g. licenses
and software media)

» Assist with general information, complaints or comments.
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Request Fulfillment-Scope

The process needed to fulfill a request will vary depending upon exactly what is being
requested, but can usually be broken down into a set of activities that have to be
performed. For each request, these activities should be documented into a request model
and stored in the SKMS.
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Some organizations will be comfortable letting the service requests be handled through their incident
management process (and tools) — with service requests being handled as a particular type of ‘incident’ (using a
high-level categorization system to identify those ‘incidents’ that are in fact service requests). Note, however,
that there is a significant difference here — an incident is usually an unplanned event, whereas a service request
is usually something that can and should be planned
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Access Management

Access management is the process of granting authorized users the right to use a service,
while preventing access to non-authorized users. It has also been referred to as rights
management or identity management in different organizations.

Purpose: The purpose of access management is to provide 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 information security management.
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Access Management

The objectives of the access management process are to:

» Manage access to services based on policies and actions defined in information
security management

» Efficiently respond to requests for granting access to services, changing access
rights or restricting access, ensuring that the rights being provided or changed are
properly granted

» Oversee access to services and ensure rights being provided are not improperly
used.
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Access Management

Scope

» Access management is effectively the execution of the policies in information
security management, in that it enables the organization to manage the
confidentiality, availability and integrity of the organization’s data and intellectual
property.

» Access management ensures that users are given the right to use a service, but it
does not ensure that this access is available at all agreed times - this is provided by
availability management .

» Access management is a process that is executed by all technical and application
management functions and is usually not a separate function. However, there is
likely to be a single control point of coordination, usually in IT operations
management or on the service desk.

» Access management can be initiated by a service request.

157 TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

_(% Reader’s Note 1
J

()

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 157



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

QT

TRAINING ORGANIZATION ACCREDITED BY
@ APMG Infemational ON BEHALF OF (Q) AXELOS

Functions

www.qgaiglobal.com

ITIL® is a registered trade mark of AXELOS Limited, used under permission of

| AXELOS Limited. All rights reserved. STITOLE |
The Swirl logo™ is a trgde mark of AXELOS Limited, used under permission of PTCLosERs

AXELOS Limited. All rights reserved.

QAL

QAI GLOBAL INSTITUTE

© 2012 QA India Ltd. | 158



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Functions
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159 TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

A function is a logical concept that refers to the people and automated measures that execute a defined
process, an activity or a combination of processes or activities. In larger organizations a function may be broken
up and performed by several departments, teams and groups, or it may be embodied within a single
organizational unit.
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Service Desk Function

» The service desk is a vitally important part of an IT organization and should be the
single point of contact for IT users on a day-by-day basis.

» Service Desk not only handles incidents, escalates incidents to problem management
staff, manages service requests and answers questions.

» Service Desk may also provide an interface for other activities such as customer
change requests, maintenance contracts, software licenses, SLM, service asset and
configuration management, availability management, financial management for IT
services, and IT service continuity management.

» A good service desk can often compensate for deficiencies elsewhere in the IT
organization, but a poor service desk (or the lack of a service desk) can give a poor
impression of an otherwise very effective IT organization
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The exact nature, type, size and location of a service desk will vary, depending upon the type of business,
number of users, geography, complexity of calls, scope of services and many other factors. In alignment to
customer and business requirements, the IT organization’s senior managers should decide the exact nature of
its required service desk (and whether it should be internal or outsourced to a third party) as part of its overall
ITSM strategy (see ITIL Service Strategy).

Subsequent planning must then be done to prepare for and then implement the appropriate service desk
function (either when implementing a new function, or more likely these days when making necessary
amendments to an existing function — see ITIL Service Design and ITIL Service Transition).
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Service Desk - Objectives

The primary aim of the service desk is to provide a single point of contact between the
services being provided and the users. A typical service desk manages incidents and service
requests, and also handles communication with the users.

Specific responsibilities will include:

» Logging all relevant incident/service request details, allocating categorization and
prioritization codes

» Providing first-line investigation and diagnosis
» Resolving incidents/service requests when first contacted whenever possible

» Escalating incidents/service requests that they cannot resolve within agreed
timescales

» Keeping users informed of progress
» Closing all resolved incidents, requests and other calls

» Conducting customer/user satisfaction callbacks/ surveys as agreed
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Service desk staff execute the incident management and request fulfilment processes to restore the normal-
state service operation to the users as quickly as possible. In this context ‘restoration of service’ is meant in the
widest possible sense. While this could involve fixing a technical fault, it could equally involve fulfilling a service
request or answering a query — anything that is needed to allow the users to return to working satisfactorily.
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Service Desk - Objectives

» Communication with users — keeping them informed of incident progress, notifying
them of impending changes or agreed outages etc.

» Updating the CMS under the direction and approval of service asset and
configuration management if so agreed.
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Service desk staff execute the incident management and request fulfilment processes to restore the normal-
state service operation to the users as quickly as possible. In this context ‘restoration of service’ is meant in the
widest possible sense. While this could involve fixing a technical fault, it could equally involve fulfilling a service
request or answering a query — anything that is needed to allow the users to return to working satisfactorily.
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Service Desk Organizational Structure

Local Service Desk: Service Desk is co-located within or physically close to the user
community it serves. This often aids communication and gives a clearly visible presence,
which some users like, but can often be inefficient and expensive to resource as local staff
are tied up waiting to deal with incidents when the volume and arrival rate of calls may not

justify this.

There may, however, be some valid reasons for maintaining a local desk, even where call
volumes alone do not justify this. Reasons might include:

» Language and cultural or political differences
» Different time zones
» Specialized groups of users

» The existence of customized or specialized services that require specialist
knowledge

» VIP/criticality status of users.
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Local Service Desk
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Centralized Service Desk

It is possible to reduce the number of service desks by merging them into a single location
(or into a smaller number of locations) by drawing the staff into one or more centralized
Service Desk structures. This can be more efficient and cost-effective, allowing fewer
overall staff to deal with a higher volume of calls, and can also lead to higher skill levels
through greater familiarization from more frequent occurrence of events
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Centralized Service Desk
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Virtual Service Desk

» Through the use of technology, particularly the internet, and the use of corporate
support tools, it is possible to give the impression of a single, centralized service desk
when in fact the personnel may be spread or located in any number or type of
geographical or structural locations This brings in the option of home working,
secondary support groups, off shoring or outsourcing — or any combination necessary
to meet user demand.

» ltis important to note, however, that safeguards are needed in all of these
circumstances to ensure consistency and uniformity in service quality and cultural
terms.
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Virtual Service Desk
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Follow the Sun

» Some global or international organizations may wish to combine two or more of their
geographically dispersed service desks to provide a 24-hour follow-the-sun service.

» Example: Service desk in the Asia-Pacific may handle calls during its standard office
hours and at the end of this period it may hand over responsibility for any open incidents
to a European-based desk. That desk will handle these calls alongside its own incidents
during its standard day and then hand over to a USA-based desk — which finally hands
back responsibility to the Asia-Pacific desk to complete the cycle.
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Specialized Service Desk Groups

Specialized service desk groups For some organizations it might be beneficial to
create specialist groups within the overall service desk structure, so that incidents relating
to a particular IT service can be routed directly (normally via telephony selection or a
web-based interface) to the specialist group. This can allow faster resolution of these
incidents, through greater familiarity and specialist training.
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Technical Management Function

Technical management refers to the groups, departments or teams that provide technical
expertise and overall management of the IT infrastructure.

Technical Management — Role
Technical management plays a dual role:

It is the custodian of technical knowledge and expertise related to managing the IT
infrastructure. In this role, technical management ensures that the knowledge required to
design, test, manage and improve IT services is identified, developed and refined.

It provides the actual resources to support the Functions. In this role technical
management ensures that resources are effectively trained and deployed to design,
build, transition, operate and improve the technology required to deliver and support IT
services.
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By performing these two roles, technical management is able to ensure that the organization has access to the
right type and level of human resources to manage technology and thus to meet business objectives. Defining
the requirements for these roles starts in service strategy and is expanded in service design, validated in service
transition and refined in CSI

Part of this role is also to ensure a balance between the skill level, utilization and cost of these resources.

An additional but very important role played by technical management is to provide guidance to IT operations
about how best to carry out the ongoing operational management of technology.
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Technical Management Function - Objectives

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

» Well designed and highly resilient, cost-effective technical topology

» The use of adequate technical skills to maintain the technical infrastructure in
optimum condition

» Swift use of technical skills to speedily diagnose and resolve any technical failures
that do occur.
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Application Management

Application management activities are performed in all applications, whether purchased or
developed in-house. One of the key decisions that they contribute to is the decision of
whether to buy an application or build it.

Once that decision is made, application management will have several roles:

» It is the custodian of technical knowledge and expertise related to managing
applications. In this role application management, working together with technical
management, ensures that the knowledge required to design, test, manage and
improve IT services is identified, developed and refined.

» It provides the actual resources to support the Functions. In this role, application
management ensures that resources are effectively trained and deployed to design,
build, transition, operate and improve the technology required to deliver and
support IT services.
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By performing these roles, application management is able to ensure that the organization has access to the
right type and level of human resources to manage applications and thus to meet business objectives. This
starts in service strategy and is expanded in service design, tested in service transition and refined in CSI .

A key objective is to ensure a balance between the skill level and the cost of these resources.
Application management also performs other specific roles:

Providing guidance to IT operations about how best to carry out the ongoing operational management of
applications. This role is partly carried out during the service design process, but it is also a part of everyday
communication with IT operations management as they seek to achieve stability and optimum performance.

The integration of the application management lifecycle into the service lifecycle.

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 173



ITIL Foundation v 2011 — V2 ITIL® Foundation in IT Service Management

Application Management - Objectives

The objectives of application management are to support the organization’s business
processes by helping to identify functional and manageability requirements for application
software, and then to assist in the design and deployment of those applications and the
ongoing support and improvement of those applications.

These objectives are achieved through:
» Applications that are well designed, resilient and cost-effective

» Ensuring that the required functionality is available to achieve the required business
outcome

» The organization of adequate technical skills to maintain operational applications in
optimum condition

» Swift use of technical skills to speedily diagnose and resolve any technical failures
that do occur
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IT Operations Management Role

The role of IT operations management is to execute the ongoing activities and procedures
required to manage and maintain the IT infrastructure so as to deliver and support IT
services at the agreed levels.

As with many ITSM processes and functions, IT operations management plays a dual role:

» |IT operations management is responsible for executing the activities and
performance standards defined during service design and tested during service
transition. In this sense the role of IT operations is primarily to maintain the status
quo.

» At the same time, IT operations is part of the process of adding value to the different
lines of business and to support the value network. The ability of the business to
meet its objectives and to remain competitive depends on the output and reliability of
the day-to-day operation of IT. As business demand and requirements change, IT
operations management must be able to keep pace with them, often challenging the
status quo.
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Operations Management generally has the following characteristics:

There is work to ensure that a device, system or process is actually running or working (as opposed to
strategy or planning)

This is where plans are turned into actions

The focus is on daily or shorter-term activities, although it should be noted that these activities will generally
be performed and repeated over a relatively long period (as opposed to one-off project type activities)

These activities are executed by specialized technical staff, who often have to undergo technical training to
learn how to perform each activity

There is a focus on building repeatable, consistent actions that — if repeated frequently enough at the right
level of quality — will ensure the success of the operation

This is where the actual value of the organization is delivered and measured
There is a dependency on investment in equipment or human resources or both

The value generated, must exceed the cost of the investment and all other organizational overheads (such
as management and marketing costs) if the business is to succeed.

QAI GLOBAL INSTITUTE

© 2012 QAI India Ltd. | 175



ITIL Foundation v 2011 — V2

ITIL® Foundation in IT Service Management

IT Operations Management

IT operations control IT operations control oversees the execution and monitoring of the
operational activities and events in the IT infrastructure. This can be done with the help of an
operations bridge or network operations centre.

Facility Management Facilities management refers to the management of the physical IT
environment, typically a data centre or computer rooms and recovery sites together with all
the power and cooling equipment. Facilities management also includes the coordination of
large-scale consolidation projects

176 TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

IT operations control also performs the following specific tasks:

Console management/operations bridge, which refers to defining central observation and monitoring
capability and then using those consoles to exercise event management, monitoring and control activities

Job scheduling, or the management of routine batch jobs or scripts

Backup and restore on behalf of all technical and application management teams and departments and
often on behalf of users

Print and output management for the collation and distribution of all centralized printing or electronic output

Performance of maintenance activities on behalf of technical or application management teams or
departments.
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IT Operations Management - Objectives

The objectives of IT operations management include:

» Maintenance of the status quo to achieve stability of the organization’'s day-to-day
processes and activities

» 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.
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Continual Service Improvement (CSI) - Purpose

To align IT services with changing business needs by identifying and implementing
improvements to IT services that support business processes.
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CSI - Objectives

» Review, analyze and make recommendations on improvement opportunities in each
lifecycle phase

» Review and analyze Service Level Achievement results

» Improve IT Service quality and improve the efficiency and effectiveness of enabling
ITSM processes

» Improve cost effectiveness of delivering IT Services without affecting customer
satisfaction adversely

» Ensure applicable quality management methods are used to support continual
improvement activities

» Ensure that processes have clearly defined objectives and measurements that lead
to actionable improvements

» Understand what to measure, why it is being measured and what the successful
outcome should be
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CSI - Scope

» The overall health of ITSM as a discipline

» The continual alignment of the service portfolio with the current and future business
needs

» The maturity and capability of the organization, management, processes and people
utilized by the services

» Continual improvement of all aspects of the IT service and the service assets that
support them.

TILE

To implement CSI successfully it is important to understand the different activities that need to be applied. The
following activities support CSI:

* Reviewing management information and trends to ensure that services are meeting agreed service levels

*  Reviewing management information and trends to ensure that the output of the enabling processes are
achieving the desired results

«  Periodically conducting maturity assessments against the process activities and associated roles to
demonstrate areas of improvement or, conversely, areas of concern

»  Periodically conducting internal audits verifying employee and process compliance

* Reviewing existing deliverables for appropriateness

»  Periodically proposing recommendations for improvement opportunities

«  Periodically conducting customer satisfaction surveys

* Reviewing business trends and changed priorities, and keeping abreast of business projections
* Conducting external and internal service reviews to identify CSI opportunities

*  Measuring and identifying the value created by CSI improvements.
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CSI — Deming Cycle

Continual quality control and consolidation

Plan Project Plan
Do Project

Check  Audit

Act New actions

Business
IT

alignment

Maturity level

Effective quality
_ improvement

Consolidation of the level reached
C— e

Timescale
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W. Edwards Deming is best known for his management philosophy leading to higher quality, increased
productivity, and a more competitive position. As part of this philosophy he formulated 14 points of attention for
managers. Some of them are more appropriate to service management than others. For quality improvement he
proposed the Deming Cycle or Circle. This cycle is particularly applicable in CSI

The PDCA cycle is critical at two points in CSl: implementation of CSI, and for the application of CSI to services
and service management processes. At implementation, all four stages of the PDCA cycle are used. With
ongoing improvement, CSl draws on the check and act stages to monitor, measure, review and implement
initiatives.

The seven-step improvement process can be viewed as an example of an implementation of the PDCA cycle,
with each of the steps falling within one of the phases of the cycle: Plan, Do, Check, Act.

The cycle is underpinned by a process-led approach to management where defined processes are in place, the
activities are measured for compliance to expected values and outputs are audited to validate and improve the
process.
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Continual Service Improvement Approach
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How do we get there?
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1 1111
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CSl approach

Figure above shows an overall approach to continual service improvement (CSl) and illustrates a continual cycle
of improvement. This approach to improvement can be summarized as follows::

What is the vision: Embrace the vision by understanding the high-level business objectives. The vision
should align the business and IT strategies.

Where are we now: Assess the current situation to obtain an accurate, unbiased snapshot of where the
organization is right now. This baseline assessment is an analysis of the current position in terms of the
business, organization, people, process and technology.

Where do we want to be: Understand and agree on the priorities for improvement based on a deeper
development of the principles defined in the vision. The full vision may be years away but this step provides
specific goals and a manageable timeframe.

How do we get there: Detail the CSI plan to achieve higher quality service provision by implementing ITSM
processes
Did we get there: Verify that measurements and metrics are in place to ensure that milestones were

achieved, processes compliance is high, and business objectives and priorities were met by the level of
service.

How do we keep the momentum going: Finally, the process should ensure that the momentum for quality
improvement is maintained by assuring that changes become embedded in the organization.
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Type of Metrics

» Technology Metrics — These metrics are often associated with component and
application-based metrics such as performance, availability etc.

» Process Metrics — These metrics are captured in the form of CSFs, KPIs and activity
metrics for the service management processes. These metrics can help determine the
overall health of a process. Four key questions that KPIs can help answer are around
quality, performance, value and compliance of following the process. CSl would use
these metrics as input in identifying improvement opportunities for each process.

» Service Metrics — These metrics are a measure of the end-to-end service performance.
Individual technology and process metrics are used when calculating the end-to-end
service metrics.

TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

In general, a metric is a scale of measurement defined in terms of a standard, i.e. a well-defined unit. Metrics
are a system of parameters or ways of quantitative assessment of a process that is to be measured. Metrics
define what is to be measured. Metrics are usually specialized by the subject area, in which case they are valid
only within a certain domain and cannot be directly benchmarked or interpreted outside it. Generic metrics,
however, can be aggregated across subject areas or business units of an enterprise.

Metrics are used in several business models including CMMI, COBIT and Six Sigma. These measurements or
metrics can be used to track trends, productivity, resources and much more. Typically, the metrics tracked are
KPlIs.
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Seven Step Improvement Process

Purpose: The purpose of the seven-step improvement process is to define and manage the
steps needed to identify, define, gather, process, analyze, present and implement
improvements.

Objectives: The objectives of the seven-step improvement process are to:
» Identify opportunities for improving services, processes, tools etc.

» Reduce the cost of providing services and ensuring that IT services enable the
required business outcomes to be achieved.

» A clear objective will be cost reduction, but this is not the only criterion. If service
delivery or quality reduces as a result the overall impact may be neutral or even
negative.

» ldentify what needs to be measured, analyzed and reported to establish improvement
opportunities.

» Continually review service achievements to ensure they remain matched to business
requirements; continually align and re-align service provision with outcome
requirements.

» Understand what to measure, why it is being measured and carefully define the
successful outcome.

187 TIL® is a Registered Trade Mark of AXELOS Limited m | QAI

It is important to note that improvements in quality should not be implemented if there is a cost associated with
the improvement and if this cost has not been justified. Every potential improvement opportunity will have to
have a business case justification to show that the business will have an overall benefit.
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Seven Step Improvement Process - Scope

The seven-step improvement process includes analysis of the performance and capabilities
of services, processes throughout the lifecycle, partners and technology.

It includes the continual alignment of the portfolio of IT services with the current and future
business needs as well as the maturity of the enabling IT processes for each service.

It also includes making best use of the technology that the organization has and looks to
exploit new technology as it becomes available where there is a business case for doing so.

Also within the scope are the organizational structure, the capabilities of the personnel, and
asking whether people are working in appropriate functions and roles, and if they have the
required skills.
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The Seven Step Improvement Process
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Automation - benefits

» Automation is considered to improve the utility and warranty of services. It may offer
advantages in many areas of opportunity, including the following:

» Agility: The capacity of automated resources can be more easily adjusted in response
to variations in demand volumes.

» 24XT7: Automated resources can handle capacity with fewer restrictions on time of
access

» Metrics driven: Automated systems present a good basis for measuring and improving
service processes by holding constant the factor of human resources

» Competence: Many optimization problems such as scheduling, routing and allocation of
resources require computing power that is beyond the capacity of human agents

» Knowledge Management: Automation is a means for capturing the knowledge required
for a service process. Codified knowledge is relatively easy to distribute throughout the
organization in a consistent and secure manner

» Lower variance: The variation in the performance of individuals with time, workload,
motivation and nature of the task at hand can be a disadvantage in many situations.

TIL® is a Registered Trade Mark of AXELOS Limited % | QAI

The following are some of the areas where service management can benefit from automation:
»  Design and modelling

*  Service catalogue

»  Pattern recognition and analysis

» Classification, prioritization and routeing

»  Detection and monitoring

*  Optimization.
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Service Design Tools

» The tools and techniques can help design

= Hardware, Software, Environment, Process, Data

» The use of tools and techniques helps in
= Speeding up the design process
= Ensuring that standards and conventions are followed

= Offering prototyping, modelling, simulation and ‘What if?’ scenarios to be
examined

= Enabling interfaces and dependencies to checked and correlated

= Validating designs before they are developed and implemented
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Preparing for Automation

» Applying automation indiscriminately can create more problems or exacerbate
existing ones. The following guidelines should be applied:

Simplify the service processes before automating them.

Simplification of processes can reduce variations in performance because
there are fewer tasks and interactions for variations to enter.

Simplification should not adversely affect the outcome of the process.
Removal of necessary information, tasks or interactions makes the
processes simpler but less useful. There are limits to simplification.

Clarify the flow of activities, allocation of tasks, need for information and
interactions.

All service agents and users should be clear about what they need to do so

that the required inputs for a service transaction are available and complete.

Automation itself makes the clarification easier through messaging,
interactive terminals and websites. So automate, clarify, test, modify and
then automate again.
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Preparing for Automation

» In self-service situations, reduce the surface area of the contact users have with the
underlying systems and processes.

» Needless interactions with the internals of the system can introduce avoidable
variation because of mental overload and slower learning curves.

» Simplify the interfaces so that users see the attributes needed to present demand
and extract utility.

» Do not be in a hurry to automate tasks and interactions that are neither simple nor
routine in terms of inputs, resources and outcomes.

» Recurring patterns are more suited for automation than less consistent and infrequent
activities.
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1. Whichis NOT a source of best practice?

a) Standards
b) Technology
¢) Academic research

d) Internal experience

2. Which three are the characteristics of ITIL guidance that help to make it successful?

a) Prescriptive, best practice and solution specific
b) Publicly available, prescriptive and best practice
c) Vendor neutral, non-prescriptive and best practice

d) Publicly available, solution specific and vendor neutral

3. Whatis the ITIL term for customers of an IT service provider who purchase services as agreed in a

legal contract?

a) Strategic customers
b) External customers
¢) Valued customers

d) Internal customers
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4. Which is NOT defined as part of every process?

a) Roles

b) Inputs and outputs
¢) Functions

d) Metrics

5. In which areas would ITIL complementary guidance provide assistance?

Adapting best practice for specific industry sectors
Creating service application interfaces

Specialized practices for IT recruitment

A wDd P

Integrating ITIL with other operating models

a) land?2
b) 2and3
c) 3and4
d land4

6. Which is an objective of service transition?

a) To negotiate service levels for new services
b) To ensure that service changes create the expected business value
c) To reduce the impact of business critical service outages on key services

d) To plan and manage entries in the service catalogue

© AXELOS Limited 2016.

AXELOS® and ITIL® are registered trademarks of AXELOS Limited.
The AXELOS swirl logo is a trade mark of AXELOS Limited.
Reproduction of this material requires the permission of AXELOS Limited.
All rights reserved.

EN_ITIL_FND_2011_SamplePaperC_V2.1



ITIL Foundation Examination

7. Which lifecycle stage ensures that the impact of service outages is minimized on a day-to-day

8.

basis?

a)
b)
c)
d)

Service design
Service operation
Continual service improvement

Service transition

Which is the BEST description of a service catalogue?

a)
b)
c)
d)

A document used by IT staff to identify activities that must be performed
A list of all service level agreements (SLAS)
A list of all business requirements that have not yet become services

The part of the service portfolio that is visible to customers

Which of the following is concerned with policy and direction?

a)
b)

d)

Capacity management
Governance
Service design

Service level management
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10.

11.

12.

Which is an example of an operational level agreement (OLA)?

a) A document that outlines agreements between service providers in the same organization
b) A document that outlines the responsibilities of both the IT service provider and the customer
¢) A document that describes to a customer how services will be operated on a day-to-day basis

d) A document that describes business services and their service level targets to operational staff

A known error record has been created after completing diagnosis of a problem but before finding a

workaround.

Is this a valid approach?

a) Yes: a known error record can be created at any time it is prudent to do so
b) No: a known error record should be created before the problem is logged
c) No: a known error record is created when the original incident is raised

d) No: a known error record should be created with the next release of the service

Which is used to communicate a high level description of a major change that involved significant
cost and risk to the organization?

a) Change proposal
b) Change policy
c) Service request

d) Risk register
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13. Which person or group is responsible for agreeing service targets with the service provider?

a) The user
b) The customer
c) The supplier

d) The service desk staff

14. Which of the following is TRUE regarding value?

a) Value is defined by the customer
b) Value is defined by the cost of the service
c) Value is determined by the features offered to the customer

d) Value is determined in financial terms only

15. Software and technology are examples of which of the four Ps?

a) Processes
b) Performance
¢) Products

d) Partners
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16. What is the MAIN reason for a service provider to understand the five aspects of service design?

a) To prevent security breaches in mission critical services
b) To ensure a holistic, results-driven approach
c) To allow service design to cut costs

d) To prevent breaches of service level agreements (SLAS)

17. Which is the CORRECT set of steps in the Continual Service Improvement (CSI) approach?

a) Devise a strategy; Design the solution; Transition into production; Operate the solution;
Continually improve

b) ‘Where do we want to be?’; ‘How do we get there?’; ‘Who plans the improvement?’; ‘How do we
know we arrived?’; ‘How do we keep the momentum going?’

c) Identify the required business outcomes; Plan how to achieve the outcomes; Implement the
plan; Check the plan has been properly implemented; Improve the solution

d) ‘What is the vision?’; ‘Where are we now?’; ‘Where do we want to be?’; ‘How do we get there?’;

‘Did we get there?’; ‘How do we keep the momentum going?’

18. Which three types of metric support Continual Service Improvement (CSI) activities?

a) Technology metrics, service desk metrics and Key Performance Indicator (KPI) metrics
b) Process metrics, software metrics and financial metrics
¢) Technology metrics, process metrics and service metrics

d) Service metrics, technology metrics and Key Performance Indicator (KPI) metrics
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19. Which part of Financial Management for IT services deals with predicting and controlling income

and expenditure within the organization?

a) Accounting
b) Budgeting

¢) Cost models
d) Charging

20. What is the PRIMARY process for strategic communication with the service provider's customers?

a) Service catalogue management
b) Service portfolio management
c) Service desk

d) Business relationship management

21. Which of these recommendations are best practice for service level agreements?

Include legal terminology in service level agreements (SLAS)
Ensure all the targets in an SLA are measurable.

Ensure the SLA is signed by both customer and provider

A wnNPE

Include the service hours and cost of delivering the service

a) land?2
b) 2and3
c) 3and4
d land4
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22. Which is the BEST description of a service-based service level agreement (SLA)?

a)
b)
c)
d)

An agreement with an individual customer group, covering all the services that they use
An agreement that covers one service for a single customer
An agreement that covers service-specific issues in a multi-level SLA structure

An agreement that covers one service for all customers of that service

23. Which is NOT a responsibility of service catalogue management?

a)
b)
c)
d)

Ensuring that information about live IT services is accurate
Ensuring that service level agreements are maintained
Ensuring that information in the service catalogue is consistent with the service portfolio

Ensuring that all operational services are recorded in the service catalogue

24. Which is NOT an objective of supplier management?

a)
b)
c)
d)

Maintaining the supplier policy
Supplier categorization and risk assessment
Maintaining the service knowledge management system

Identifying opportunities for the continual service improvement register
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25. Which process has the objective: “To ensure all service models conform to strategic, architectural,

governance, and other corporate requirements”?

a) Service portfolio management
b) Design coordination
c) Service level management

d) Change management

26. Which statement about the emergency change advisory board (ECAB) is CORRECT?

a) The ECAB considers every high priority request for change
b) The review of completed emergency changes is one of the duties of the ECAB
c) The ECAB will be used for emergency changes where there may not be time to call a full CAB

d) The ECAB will be used when a full CAB has a large backlog of changes

27. Who normally chairs a change advisory board (CAB)?

a) Change manager
b) Service owner
c) Change initiator

d) Business relationship manager
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28. What is the second phase in release and deployment management?

a) Review and close
b) Authorize changes
¢) Release build and test

d) Release and deployment planning

29. Which process has the objective: "to improve the quality of management decision making by

ensuring that reliable and secure information is available throughout the lifecycle"?

a) Knowledge management
b) Availability management
c) Service asset and configuration management

d) Change management

30. Which process helps to ensure that new or changed services are established in supported

environments within the predicted cost, quality and time estimates?

a) Financial management for IT Services
b) Capacity management
¢) Transition planning and support

d) Change management
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ITIL Foundation Examination

31. Which should be done when closing an incident?

1. Check the incident categorization and correct it if necessary
2. Check that the user is satisfied with the outcome

3. Record a known error record with the resolution

4. Perform an incident review for lessons learned

a) land2

b) 2and3

c) 3and4

d land4

32. Which BEST describes hierarchic escalation?

a) Notifying more senior levels of management about an incident

b) Passing an incident to people with a greater level of technical skill

¢) Using more senior specialists than necessary to resolve an incident to maintain customer
satisfaction

d) Failing to meet the incident resolution times specified in a service level agreement

33. A significant, unresolved problem is likely to cause major business disruption. Where is this MOST
LIKELY to be escalated to?

a) |IT service continuity management
b) Availability management
¢) Incident management

d) Change management
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34. Which process will regularly analyze incident data to identify discernable trends?

a)
b)
c)
d)

Service level management
Problem management
Change management

Event management

35. Which is the BEST description of a service request?

a)
b)
c)
d)

A request from a user for information, advice or for a standard change

Anything that the customer wants and is prepared to pay for

Any request or demand that is entered by a user via a self-help web-based interface
Any request for change (RFC) that is low-risk and which can be approved by the change

manager without a change advisory board (CAB) meeting

36. Which service desk organizational structure is NOT described in ‘Service Operation’?

a)
b)

d)

Local service desk
IT help desk
Virtual service desk

Follow the sun

© AXELOS Limited 2016.
AXELOS® and ITIL® are registered trademarks of AXELOS Limited.
The AXELOS swirl logo is a trade mark of AXELOS Limited.
Reproduction of this material requires the permission of AXELOS Limited.
All rights reserved.
14
EN_ITIL_FND_2011_SamplePaperC_V2.1
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37. Which function or process would provide staff to monitor events in an operations bridge?

a)
b)
c)
d)

Technical management
IT operations management
Request fulfiiment

Applications management

38. What is a process owner NOT responsible for?

a)
b)
c)
d)

Defining the process strategy
Communication of process information or changes to ensure awareness
Developing IT plans that meet and continue to meet the IT requirements of the business

Identifying improvement opportunities for inclusion in the CSI register

39. What is the role of a person if they are categorized as "I" in a RACI matrix?

a)
b)
c)
d)

They are accountable for the outcome of the activity

They must perform an activity

They must be kept up to date on the progress of an activity
They manage an activity
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40. Which of these can be introduced to provide; improved detection and monitoring, pattern recognition
analysis and service optimization?

a) Service automation
b) The DIKW structure
c¢) Demand management

d) Standard changes

END OF EXAMINATION
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ITIL Foundation Examination

Sample Paper D

Question Booklet

Multiple Choice

Exam Duration: 60 minutes
Instructions

1. You should attempt all 40 questions. Each question is worth one mark.

2. Mark your answers on the answer sheet provided. Use a pencil (NOT ink pen).
3. Thereis only one correct answer per gquestion.

4. You have 60 minutes to complete this paper.

5. You must achieve 26 or more out of a possible 40 marks (65%) to pass this

examination.
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ITIL Foundation Examination

Which of the following examples is a source of best practice?

a) A hardware supplier
b) A service management tool
c) ISO/IEC 20000

d) A consultancy organization

Which is the CORRECT explanation of how a service facilitates an outcome?

a) By enhancing the performance of associated tasks and reducing the effect of constraints

b) By comparing service value with service cost to ensure there is an equal ratio

c) By ensuring data is translated directly into wisdom allowing better business decisions to be
made

d) By allowing the achievement of contractual obligations and avoiding financial penalties

What ITIL term is used for customers of IT services who do NOT work in the same organization

as the service provider?

a) Strategic customers
b) External customers
c) Valued customers

d) Internal customers
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What should be defined for every process?

a) The process owner, process policy and set of process activities

b) The service owner, service level agreement and set of process procedures
c) The policy owner, operational level agreement and set of process steps

d) The service manager, service contract and set of work instructions

All of the stages of the ITIL lifecycle have a role to play in ensuring the delivery of high quality IT
services at optimum cost.

Which of these has the BEST opportunity to prevent difficulties as early as possible and minimize
the cost of any remedial work?

a) Service transition
b) Continual service improvement (CSI)
c) Service design

d) Service operation

Which is NOT part of the service transition stage of the service lifecycle?

a) Successfully deploying service releases into supported environments
b) Designing and developing capabilities for service management
c) Ensuring that service changes create the expected business value

d) Planning the resources required to manage a release
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Which is an objective of service operation?

a) To coordinate and carry out the activities and processes required to deliver services to the
business and manage them at agreed levels

b) To successfully release services into a live or supported environment

c) To identify opportunities to provide services and exploit them

d) To define the capability required to deliver the IT strategy

Which is the BEST description of a business case?

a) A decision support and planning tool that details the likely consequences of a business action
b) A document that details the terms of a service for particular customers in the same company
¢) A complaint by the business about a missed service level

d) The terms and conditions in an IT outsource contract

Which of these statements about service asset and configuration management is CORRECT?

1. A configuration item (CI) can be a component part of one or more other Cls

2. How an organization groups components into configuration items will depend on the level of
control they wish to exert
A single configuration management database (CMDB) is the objective for an organization

4. All CMDB audits should be conducted by external auditors using a CMDB standard

a) land?2
b) 2and3
c) 3and4
d l1and4
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10. Which BEST defines availability?

11.

12.

a)
b)

c)

d)

How quickly a service or component can be restored after failure

The ability of a third party supplier to meet the terms of its contract

The ability of a service desk to restore service to configuration items (CIs) and infrastructure
components

The ability of a service, component or CI to perform its agreed function when required

The definitive media library is the responsibility of:

a)
b)
c)
d)

Facilities management
Access management
Request fulfiiment

Service asset and configuration management

‘A cause of one or more incidents’ is the ITIL definition of which of these terms?

a)
b)
c)
d)

A known error
A workaround
A problem

A root cause
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13. Where would all the possible service improvement opportunities be recorded?

a) CsSlregister
b) Known error database
c) Capacity management information system

d) Configuration management database

14. Which is NOT a defined area of value?

a) Customer preferences
b) Business policies
¢) Customer perceptions

d) Business outcomes

15. An Internal IT department would be considered which one of the ‘four Ps’ of service design?

a) Provider
b) People
c) Partner

d) Performer
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16. Which do technology metrics measure?

a) Components

b) Processes

¢) The end-to-end service
d) Customer satisfaction

17. What is the next step in the continual service improvement (CSl) approach:

What is the vision?
Where are we now?
Where do we want to be?
How do we get there?

Did we get there?
?

o g~ w NP

a) What is the return on investment (ROI)?
b) How much did it cost?
¢) How do we keep the momentum going?

d) What is the value on investment (VOI)?

18. Which do service metrics measure?

a) Functions
b) Maturity and cost
¢) The end-to-end service

d) Infrastructure availability
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19.

20.

21.

In which document would you expect to see an overview of actual service achievements against

targets?

a) Operational level agreement (OLA)
b) Capacity plan

c) Service level agreement (SLA)

d) SLA monitoring (SLAM) chart

Where should a customer’s initial service targets be recorded before the service level agreement
(SLA) is produced?

a) Inan operational level agreement (OLA)
b) In a list of service level requirements (SLR)
¢) Inthe service catalogue

d) In the configuration management database (CMDB)

The remediation plan should be evaluated at what point in the change lifecycle?

a) Before the change is approved
b) Immediately after the change has failed and needs to be backed out
c) After implementation but before the post implementation review

d) After the post implementation review has identified a problem with the change
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22. Which of the following lists shows change types defined in ITIL?

a) Strategic, emergency and normal
b) Strategic, urgent and emergency
¢) Standard, urgent and normal

d) Standard, emergency and normal

23. Which is the BEST reason for categorizing incidents?

a) To identify trends for use in problem management and other IT service management activities
b) To ensure service levels are met and breaches of agreements are avoided
c) To enable the incident management database to be partitioned for greater efficiency

d) To identify whether the user is entitled to log an incident for this particular service

24. What should be documented in an incident model?

1. Chronological order of steps to resolve the incident
2. Details of the service level agreement (SLA) targets and reliability
3. Details of agreed service continuity requirements

4. Escalation procedures for who should be contacted and when

a) land2
b) 2and3
c) 3and4
d land4
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25. Which process is responsible for eliminating recurring incidents and minimizing the impact of

incidents that cannot be prevented?

a) Service level management
b) Problem management
¢) Change management

d) Event management

26. With which process is problem management likely to share categorization and impact coding

systems?

a) Incident management
b) Service asset and configuration management
¢) Capacity management

d) IT service continuity management

27. Which process includes ‘facilitating good stewardship of service and customer assets’ as an

objective?

a) Service level management
b) Financial management for IT services
¢) Change evaluation

d) Service catalogue management
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28. Which process is responsible for recording the current details, status, interfaces and

dependencies of all live services and services that are about to be implemented?

a) Service level management
b) Service catalogue management
¢) Demand management

d) Service transition

29. Which process includes business, service and component sub-processes?

a) Capacity management
b) Incident management
c) Service level management

d) Financial management

30. Which service design process would ensure that utility and warranty requirements are properly
addressed in all service designs?

a) Availability management
b) Capacity management
c) Design coordination

d) Release and deployment management
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31. Which process is responsible for ensuring that appropriate testing takes place?

a)
b)
c)
d)

Knowledge management
Release and deployment management
Service asset and configuration management

Service level management

32. Which term describes the experiences, ideas, insights and values of individuals?

a)
b)
c)
d)

Data
Information
Knowledge

Governance

33. What is the purpose of transition planning and support?

a)
b)

c)

d)

Provide overall planning for service transitions and coordinate the resources they require
Ensure that all service transitions are properly authorized

Provide the resources to allow all infrastructure elements of a service transition to be
recorded and tracked

To define testing scripts to ensure service transitions are unlikely to ever fail
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34. Which would NOT involve event management?

a)
b)
c)
d)

Intrusion detection
Recording and monitoring environmental conditions in the data centre
Recording service desk staff absence

Monitoring the status of configuration items

35. Which process is responsible for dealing with complaints, comments, and general enquiries from

users?

a)
b)
c)
d)

Service level management
Service portfolio management
Request fulfiiment

Demand management

36. Which is the BEST description of a centralized service desk?

a)
b)

d)

The desk is co-located within or physically close to the user community it serves

The desk uses technology and other support tools to give the impression that multiple desk
locations are in one place

The desk provides 24 hour global support

There is a single desk in one location serving the whole organization
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37. Which is an objective of application management?

a) Defining where the vendor of an application should be located

b) Ensuring that the required functionality is available to achieve the required business outcome
¢) Evaluating the patterns of business activity by types of users

d) Agreeing the service levels for the service supported by the application

38. Which statement about a service owner is INCORRECT?

a) Carries out the day-to-day monitoring and operation of the service they own
b) Contributes to continual improvement affecting the service they own
c) Is a stakeholder in all of the IT processes which support the service they own

d) Is accountable for a specific service within an organization

39. Which rule should be followed when defining a RACI authority matrix?

a) More than one person is accountable
b) At least one person is consulted
c) Only one person is accountable

d) Only one person is responsible
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40. Which does NOT benefit from service automation?

a) Monitoring
b) Wisdom

c) Pattern recognition

d) Prioritization

END OF EXAMINATION
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QAL

“We would love to hear your thoughts, suggestions and
comments to help us improve”

Participant Name: Workshop:
Organization: Instructor:
Email: Date:

Directions: Using the scale below (1 being the least and 5 the most), please rate us on different parameters.

Needs Improvement >>>>>>>>>>>>>>>>>>>>> Excellent

EVALUATION 1 2 3 “

Instructor

e Instructor’s knowledge of the subject

e Instructor’s quality of presentation

e Instructor’s ability to answer questions

e How likely are you to attend any related
workshops
by the same instructor?

Workshop Topic
e How useful were the topics?
o Fulfilment of objectives

e Quality of case studies

e How likely are you to refer this workshop
to people you know?

Others

e How useful was the reference material?
(if provided)

e Overall satisfaction

¢ What did you like the most about this program/what were the strengths of this program according to you?

¢ How can the workshop be improved to serve you better?

¢ Any other inputs/comments/suggestions
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What are your other Areas of Interest?

Portfolio and Program Management Related Trainings

O Prince 2 Foundation and Practitioner
O Managing Successful Programmes (MSP)
O PMP Contact

IT Service Management Related Trainings

(O ITIL Foundation Certification
O ITIL Intermediate

O ITIL Managing Across Lifecycle
O COBIT 5 Foundation

Business Process Improvement Related Trainings

Lean Six Sigma Green Belt

Lean Six Sigma Black Belt

Lean Six Sigma Master Black Belt
HDI-SCM (0)

Certified Lean Practitioner (0)

OO000OO0

Innovation Management Related Trainings

O Innovation Practitioner Program

Agile Methods

Certified Scrum Master (CSM) Certification
Certified Scrum Product Owner (CSPO) (0O)
PMI ACP

Mastering Agile Scrum (0O)

SAFe (0)

Certified Lean Practitioner (0)

OO000O0O

Business Analysis

O Business Analysis (BA) Foundation Workshop

HCM

(O 0PCMM (0)
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