SERVICE STRATEGY

Lergilamliieinaetibiscivae * Definition of Business Service Requirements

* Determination of Market Space. IT Policies and Strategies
* Specification of Service Portfolio

SERVICE OPERATION

EXTERNAL SUPPLIERS

FUNCTIONS

Undarpinning
Cantracts (LIC)

* Operations Management CONTINUAL SERVICE IMPROVEMENT
. Cperations Control
. Facilities Management

* Applications Management Lifecycle

AR

* Seven-Step Improvement Process

* Deming Cycle & CSI Model

* Pr e
Problem Management . e
r Process Matrics
* Access Management gs??I _

* Change Management

* Service Asset and Configuration Management

CHANGE ADVISORY BOARD
Sarvics ";E:I:“ * Knowledge Management
quests for Change Appraisal
* Release and Deployment Management

e e * Approval
* Schedule

Abbraviations :

SKMS — Sarvica Knowledge Managemant System CMIS - Capacity Managemert Information Systarn
CLS - Configuration Managamant Systarn KEDB —Know Error Databaze

CMDB - Configuration Management Databaza SCD — Supplier Contract Database

AMIS — Availability Managsment Information Systam  ITSCM - IT Sarvica Continuity Managament




