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(Value) &l
Utility

Performance Supported ?

T/F Value

Constraints Removed?

Fit for purpose?
AL T/F

Fit for use?
Available enough?
Capacity enough?

Continuous enough?

Secure enough?

Warranty




BUSLPITER-FRTY

«Cuwl Gl jLo S g0 (5o ddwlgS (S Pl 49 G b
Ol & bgijo o Swuyy g9 siujs oSl ygao

D38 s 62950 g juw

* A service is a means of delivering value to
customers by facilitating outcomes customers

want to achieve without the ownership of
specific costs and risks.
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e Service Management is a set of specialized
organizational capabilities for providing
value to customers in the form of services.



specialized organizational
capabilities

* People~=——___ _
e Processes——— —_

e Products — ’/’/

Components of

7~
e Partners” an Organization

4P of Service Strategy
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Horizontal Chart
(Processes)
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Data, Information, Knowledge and Wisdom (DIKW)

Context

Why?

Knowledge

-
-
N
N
N
N
N
N
N
N
N
N p]
> ow
N !
N
N
N
N
A
N
A

Information ™.
Who, What,

/ When, Where? |
Data —

Understanding



Deming Cycle
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5 Core Processes Area

Service Strategy

Service Design

Service Transition

Service Operation

Continuous Service Improvement(CSl)



Service Lifecycle - Processes

Service Strategy (Concepts)
°° Strategy Generation
* Service Portfolio Management

* Demand Management

* Financial Management

Service Transition
e° Transition Planning & Support
* Change Management
* Service Asset & Configuration Management
* Release & Deployment Management
* Service Validation & Testing

* Evaluation

* Knowledge Management

Continual Service Improvement

Service Design
°° Service Catalogue Management
* Service Level Management
* Capacity Management
* Availability Management
* Service Continuity Management

* Information Security Management

* Supplier Management

Service Operation

° * Event Management
* Incident Management
* Request Fulfillment

* Problem Management

* Access Management

e -Service Measurement -Service Reporting -Service Improvement



CRM for Service Delivery

Single Point of Contact



Main Function of Service Delivery

Call Center/Help Desk/Service Desk



Service Desk

Primary point of contact

Deals with all user issues (incidents, requests,
standard changes)

Coordinates actions across the organization to
meet user requirements

Different options (Local, Centralized, Virtual,
Follow-the-Sun, specialized groups)
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Service Desk objectives

* Logging and categorizing Incidents, Service
Requests and some categories of change

* First line investigation and diagnosis

* Escalation

 Communication with Users and Staff

* Closing calls

* Customer satisfaction

* Update Related Databases if so agreed




Local Service Desk
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Service Desk

Security Capacity Business Incident Request
Management Management Unit 1 Management Fulfillment




Centralized Service Desk

. n (Gl I~
an Wi
= (I
Custamer pite 1 Customes Site 2 CUstomer it J

Service Desk

Second Line Support

Technical Application IT Operations 3rd Party Request
Management Management Management Support Fulfilment




Virtual Service Desk
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Incident prioritization (Example)

* An effective way of calculating these elements and deriving an overall priority level
for each incident is given in the simple table below:

Impact
S High
[
o Medium 2 3 4
-
Low 4 5 6
1 Critical 1 Hour
2 High 8 hours
3 Medium 24 Hours
4 Low 48 hours
5 Planning As Planned




ITIL V3



Services and the Service Lifecycle

ITIL® v3 Library
* Service Strategy (SS)

* Focuses on service management as a strategic asset
* Defines standards & policies that will be used to design IT services
* Service Design (SD)
* Creating or modifying services & infrastructure architecture that are aligned to the business
needs.
* Service Transition (ST)

* Manages the transition of new or changed services into the production environment

* Service Operation (SO)
* Effectiveness & Efficiency in delivery & support

*Advice & guidance on all aspects of managing the day-to-day operation of IT services

* Continual Service Improvement (CSl) o 5 volumes are the “ITIL Core”

* Create & maintain value for customers o Specifics will be covered in the “ITIL
* Plan, Do, Check, Act (PDCA) Complementary Guidance”
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