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Module 1
Course Introduction
STUDENT AND INSTRUCTOR INTRODUCTIONS
Introduction
We would like to hear about you. Please share with the class:
●

Your name

●

Your profession

●

Your role

●

Your background in IT

●

Your familiarity with the IT Infrastructure Library (ITIL)

●

What you expect to learn over the next three days

THE SERVICE LIFECYCLE
,7,/ ,QIRUPDWLRQ7HFKQRORJ\,QIUDVWUXFWXUH/LEUDU\

&RQWLQXDO
6HUYLFH
,PSURYHPHQW

6HUYLFH
7UDQVLWLRQ

6HUYLFH
6WUDWHJ\
6HUYLFH
'HVLJQ

6HUYLFH
2SHUDWLRQ

Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.
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The Service Lifecycle
This course will guide the students in understanding the basic concepts of IT Service Management
(ITSM), as described in the five stages of the Service Lifecycle; that is, Service Strategy, Service
Design, Service Transition, Service Operation, and Continual Service Improvement (CSI). These
stages will be covered in detail in subsequent modules.

COURSE LEARNING OBJECTIVES
At the end of this training, you will be able to:
●

Comprehend Service Management as a practice

●

Understand the Service Lifecycle

●

Know the generic concepts and definitions

●

Understand the key principles and models used behind selected processes

●

Identify the selected processes

●

Understand the selected functions and roles

●

Comprehend the technology and architecture of the Service Lifecycle

●

Comprehend competence and training

COURSE AGENDA

'D\

0RGXOH

6XEMHFW

6WDUW

(QG

7RWDO7LPH
,QKRXUV



&RXUVH,QWURGXFWLRQ









6HUYLFH0DQDJHPHQWDVD3UDFWLFH









6HUYLFH/LIHF\FOH







/XQFK







6HUYLFH/LIHF\FOH







%UHDN









6HUYLFH6WUDWHJ\









6HUYLFH'HVLJQ









+RPHZRUN± 6WXG\0DWHULDO
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7RWDO /HVV/XQFKDQG%UHDN



7RWDO
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([DP3UHSDUDWLRQDQG(YDOXDWLRQ







%UHDN







([DP









7RWDO /HVV/XQFKDQG%UHDN



7RWDO



It is essential that the students of this training complete all modules of the ITIL Foundation Certificate
in ITSM to be successful at the certification exam. This entire course will be completed in three days,
which includes a mock exam and a real exam at the end of the training.
Reminder
1. Go through the Course Agenda with the students.
2. Though review time for the previous day’s content has not been added at the beginning of
Day 2 and Day 3, it is recommended that you take at least 30 mins at the start of each day’s
session to review what was taught in the previous day.
3. It is not mandatory that you begin and complete each module strictly as per the time duration
given in the agenda. The duration given is only indicative and you can include your own “5 to
10 mins breaks” in between lectures, as well as increase or decrease the lecture time for each
module as per the class requirement.
Copyright © 2016
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ITIL QUALIFICATION SCHEME

/HJHQG
66

6HUYLFH6WUDWHJ\

6'

6HUYLFH'HVLJQ

67

6HUYLFH7UDQVLWLRQ

62

6HUYLFH2SHUDWLRQ

&6,

&RQWLQXDO6HUYLFH,PSURYHPHQW

26$

2SHUDWLRQDO6XSSRUWDQG$QDO\VLV

332

3ODQQLQJ3URWHFWLRQDQG2SWLPL]DWLRQ

5&9

5HOHDVH&RQWURODQG9DOLGDWLRQ

62$

6HUYLFH2IIHULQJVDQG$JUHHPHQW

Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

Qualification Scheme
The purpose of the ITIL Foundation Certificate in ITSM is to certify students who have gained
knowledge of the terminology, structure, basic concepts, and main principles of ITIL practices for
Service Management. The ITIL Foundation Certificate in ITSM will guide the students to apply the ITIL
practices for Service Management in the real world. After the students pass the certification exam,
they will gain credits of two points.

THE ROYAL CHAO PHRAYA HOTEL
We are pleased to introduce the Royal Chao
Phraya Hotel case study.
●

The case study will be used for
various exercises throughout this
course.

●

Please take the specified time to
read through the case study.

●

The case study will be followed by
our first exercise.

4 │
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LEARNING FOCUS
This exercise is intended to introduce the students to some of the basic concepts of Service
Management.

CASE STUDY
The Arora family arrived at the Royal Chao Phraya Hotel, enthusiastic about their upcoming stay. Mr.
Arora checked in while his wife and two children, Ajay and Shalini, waited patiently in the lobby. It took
some time to check the family in because the receptionist was first dealing with a lengthy complaint
from another guest about her shower not having hot water and then handling continual interruptions
on the telephone from people calling to ask about the availability of rooms for the upcoming Songkraan
festival.
After about 10 minutes, the Arora family was ready to go to their room, 1711. Their bellhop, Warit, led
the way. When they reached the room, they found it stifling hot and musty. They turned on the airconditioning, but it seemed ineffective. Mrs. Arora was quite upset and instructed her husband to get
another room immediately. They had not escaped the heat of Mumbai to stay in an oven in Bangkok!
Mr. Arora returned to the reception and again waited in line while people were checked in. He spoke
to the front-desk agent, Kit, and informed her of the situation. Kit was very nice and explained, “As
the room hasn’t been used for a few days, it takes some time for the air-conditioning to take effect. I
suggest that you close the curtains, take some refreshments at the Sugar Reef bar, and return in 20
minutes. Here is a beverage coupon for $20 as compensation for the inconvenience.”
Mr. Arora begrudgingly agreed and took his family for a refreshing drink at the Sugar Reef bar. The
front desk heard no more from him until he came to check out the next day. “Oh, you are leaving a
day early, Mr. Arora?”
“Yes,” he replied, “the room was too hot for my wife and even though conditions improved slightly
during the course of the evening, my wife really wants to move to the Mandarin Oriental today.”
“Oh, I am sorry to hear that! I do hope that you will return and that next time, your experience will be
much better. As a token of our apologies, I have removed from your bill the $19 charged for the video
game you ordered.”
Mr. Arora thanked her for the token of goodwill and headed for the front of the lobby to wait for his car
to be pulled up from the garage. While waiting, Mr. Arora heard another guest talking to Sonny Singh,
the Concierge. “I’ve been coming here for years, Sonny; I am so upset that this stay was ruined by
the stifling heat in my room.”
“Did you complain about it to Mr. Van Rijn, Mr. Brock?” Sonny asked. “No,” answered Mr. Brock,
“Dimitri is away for the day.”
“But at least they gave you some compensation, sir?”
“Yes Sonny, they gave me the room free, but that didn’t solve the problem, did it?”
“Well, I guess saving $250 is some consolation, Mr. Brock.” “Maybe Sonny… maybe.”
Mr. Arora was astonished to hear this and felt quite discouraged. He was just glad that his wife had
not heard this story. Maybe he hadn’t complained enough! The hotel certainly hadn’t offered him any
such compensation. Now he knew that the move to a new hotel was the right step.

Copyright © 2016
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Meanwhile, Sonny wandered back to the front desk and found the receptionist, Apple, chatting with
Pap.
“Apple, I just heard that there is a problem with the air-conditioning on the 17th floor. Is someone
working on that?”
“Oh, you must have spoken to Mr. Arora. He was a bit upset, but I think I satisfied him by compensating
his bill.”
“No, it wasn’t Mr. Arora, it was Mr. Brock and he is still upset.”
“That’s strange,” said Pap, “I had told Kit yesterday that we were doing maintenance on the 17th floor
and that we might lose some suction power on the air-conditioning units.”
“Did you tell her to block the rooms, Pap?” asked Sonny. “No, but I thought that would have been
obvious, wouldn’t it?”
Meanwhile, the Aroras drove away in their chauffeured car.

6 │
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Module 2
Service Management as a Practice
MODULE LEARNING OBJECTIVES
At the end of this module, you will be able to:
●

Describe the concept of best practices in the public domain

●

Describe the concept of Service Management and IT Service Management (ITSM)

●

Describe the importance of functions and processes in an organization

●

Describe process model and it’s characteristics

●

Identify stakeholders in Service Management

●

Identify and explain types of customers

●

Define and explain the concept of Service and types of Services

TOPICS COVERED IN THIS MODULE

%HVW3UDFWLFHVLQWKH
3XEOLF'RPDLQ

,7,/DVD*RRG3UDFWLFH

3URFHVVHVDQG
)XQFWLRQV

&RQFHSWRI6HUYLFH

7KH5$&,0RGHO

&RQFHSWRI6HUYLFH
0DQDJHPHQW

5ROHVDQG
5HVSRQVLELOLWLHV
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BEST PRACTICES IN THE PUBLIC DOMAIN
Best Practices

%HVWSUDFWLFHVDUHSURYHQDFWLYLWLHVRUSURFHVVHVWKDWKDYHEHHQVXFFHVVIXOO\
XVHGE\PXOWLSOHRUJDQL]DWLRQV

,7,/LVWKHSRSXODUO\DFFHSWHGDQGWUXVWHGVRXUFHRIEHVWSUDFWLFHVIRU,760

6RXUFHVIRUEHVWSUDFWLFHVLQFOXGH
3XEOLFIUDPHZRUNV IRUH[DPSOH,7,/&2%,7DQG&00,
6WDQGDUGV IRUH[DPSOH,62,(&DQG,62,(& 
3URSULHWDU\NQRZOHGJH IRUH[DPSOHYHQGRUVLQGLYLGXDOVDQGRUJDQL]DWLRQV

3XEOLFJRRGSUDFWLFHVDUHPRUHDWWUDFWLYHWKDQSURSULHWDU\RQHV

Best Practices in the Public Domain
6WDQGDUGV

(PSOR\HHV

,QGXVWU\SUDFWLFHV
6RXUFHV
JHQHUDWH

&XVWRPHUV

$FDGHPLFUHVHDUFK

6XSSOLHUV

7UDLQLQJDQGHGXFDWLRQ

$GYLVHUV

,QWHUQDOH[SHULHQFH

'ULYHUV
ILOWHU

(QDEOHUV
DJJUHJDWH

7HFKQRORJLHV

6XEVWLWXWHV

&RPSHWLWLRQ

5HJXODWRUV

&RPSOLDQFH

&XVWRPHUV

&RPPLWPHQWV

6FHQDULRV
ILOWHU

.QRZOHGJHILWIRUEXVLQHVV
2EMHFWLYHVFRQWH[WDQGSXUSRVH

6RXUFHVRI6HUYLFH0DQDJHPHQWEHVWSUDFWLFHV
Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.
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Best practices are successful innovations that organizations implement to close gaps in customer
needs and service quality. Organizations set standards against competitors and try to close the gaps
in its capabilities. Setting standards helps organizations improve service quality and meet customer
requirements for services.
Good to Know
Organizations should maintain and share public frameworks and standards along with proprietary
knowledge to be at an advantage with competition and to be able to collaborate and coordinate easily
across organizations.
Additional Info
Public frameworks and standards are more attractive than proprietary knowledge because of the
following reasons:

Proprietary Knowledge

Public Frameworks

Proprietary knowledge:

Public frameworks and standards:

●

Is often unstated, undocumented, and
deeply rooted in an organization. As a
result, adoption, duplication, and transfer
of proprietary knowledge are difficult
without the cooperation of the owners.

●

●

Is characteristic of a local and specific
requirement of the business. As a result,
unless an organization is aware of such
knowledge, this knowledge can become
ineffective in its usage.

●

Becomes a public framework only when
owners of this knowledge agree to making
the proprietary knowledge public through
commercial terms, such as purchases and
licence agreements. Owners of proprietary
knowledge expect rewards for their
knowledge and investments.

Are validated across diverse
environmental contexts and are not
limited to a single organization. Multiple
organizations, disciplines, partners,
supplier, and competitors examine these
frameworks and standards. Some wellknown frameworks and standards are:
○

“ITIL

○

LEAN

○

Six Sigma

○

COBIT

○

CMMI

○

PRINCE2

○

PMBOK®

○

ISO 9000

○

ISO/IEC 20000

○

ISO/IEC 27001”

Quoted text Source is ITIL® Service Lifecycle Suite
2nd Edition, 2011. Copyright © AXELOS Limited 2011.
Material is reproduced under licence from AXELOS
Limited. All rights reserved.

●

Are more widely found among a
large community of professionals, for
example, public training and certification.
Organizations can acquire public
knowledge through the labor market.

Copyright © 2016
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ITIL AS A GOOD PRACTICE
ITIL Core
,7,/ ,QIRUPDWLRQ7HFKQRORJ\,QIUDVWUXFWXUH/LEUDU\

&RQWLQXDO
6HUYLFH
,PSURYHPHQW

6HUYLFH
7UDQVLWLRQ

6HUYLFH
6WUDWHJ\
6HUYLFH
'HVLJQ
6HUYLFH
2SHUDWLRQ

7KH,7,/6HUYLFH/LIHF\FOH
Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

ITIL adapts all common frameworks of practices and unites all domains of IT Service provision
to deliver value to business. ITIL is the most practical approach for Service Management. Some
characteristics that make ITIL a global success are:
●

It is vendor-neutral: ITSM practices are not based on any specific platform of technology or
industry. It is also not tied to any commercial proprietary practice or solution but is owned by
the UK government. As a result, ITIL is applicable to any IT organization.

●

It is non-prescriptive: ITIL is applicable to all IT Service organizations and their customers
because of its robust, established, and time-tested practices. ITIL continues to be useful
and applicable in public and private sectors; internal and external Service Providers, small,
medium, and large enterprises; and within any technical location.

●

It is best practice: ITIL embodies the learning experiences and thoughts of leaders who
provide best services to customers across the globe.

Because ITIL describes practices that allow organizations to deliver profits, Return on Investment
(ROI), and continuous success, many organizations adopt ITIL to:
●

“Deliver value for customers through services

●

Integrate the strategy for services with the business strategy and customer needs

●

Measure, monitor and optimize IT services and service provider performance

●

Manage the IT investment and budget

●

Manage risk

10 │
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●

Manage knowledge

●

Manage capabilities and resources to deliver services effectively and efficiently

●

Enable adoption of a standard approach to service management across the enterprise

●

Change the organizational culture to support the achievement of sustained success

●

Improve the interaction and relationship with customers

●

Coordinate the delivery of goods and services across the value network

●

Optimize and reduce costs.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

CONCEPT OF SERVICE
Services
“Service: A means of delivering value to customers by facilitating outcomes customers want to achieve
without the ownership of specific costs and risks.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

All Services have a service cost when they become operational, which is reflected as ROI and Total
Cost of Ownership (TCO), and this cost must be managed. To avoid taking ROI and TCO risks,
customers look to Service Providers to satisfy their need for those services. The Service Provider, on
the other hand, provides those services according to the requirements of the customers. In doing so,
the Service Provider does not expose all costs and risks that the customer wants to avoid, instead
the Service Provider only exposes the overall cost or price of service to the customer. These costs
and risks include all costs and risk-mitigation measures of the Service Provider. The customer finally
compares the cost and reliability of the service offered and then buys the service. Some constraints
associated with services are regulation, lack of funding or capacity, or technology limitations.

Outcome
‘The result of carrying out an activity, following a process, or delivering an IT service etc. The term is
used to refer to intended results, as well as to actual results.’
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

An outcome-based definition of service moves IT organizations beyond business–IT alignment towards
business–IT integration. Discussions within the organizations to define services are the key steps in
aligning and integrating services with the customer’s business. It becomes the priority of business
relationship manager to concentrate on customer business outcomes, than gathering requirements.
Requirements are created for internal coordination and control within the organization, only after
defining customer outcomes.
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Types of Services
The types of Services are divided into internal and external.

,QWHUQDO
6HUYLFHV

'HOLYHUHGEHWZHHQ
GHSDUWPHQWVRUEXVLQHVVXQLWV
LQWKHVDPHRUJDQL]DWLRQ

([WHUQDO
6HUYLFHV

'HOLYHUHGWRH[WHUQDO
FXVWRPHUV

6HUYLFHV

Services should be differentiated as internal and external to help organizations differentiate between
Services that support an internal activity and those that essentially help realize business outcomes.

Internal and External Services
([WHUQDO
FXVWRPHU

([WHUQDO
FXVWRPHU

([WHUQDO
FXVWRPHU

([WHUQDO
FXVWRPHU

([WHUQDO
FXVWRPHU

([WHUQDO
FXVWRPHU

7KHEXVLQHVV
%XVLQHVVXQLW
LQWHUQDOFXVWRPHU

%XVLQHVVXQLW
LQWHUQDOFXVWRPHU

,7
,7GHSDUWPHQW

,7GHSDUWPHQW

,7GHSDUWPHQW

([WHUQDOFXVWRPHUIDFLQJVHUYLFHV
,76HUYLFHV

,QWHUQDOFXVWRPHUIDFLQJVHUYLFHV
6XSSRUWLQJVHUYLFHV LQWHUQDO
%XVLQHVVVHUYLFHVDQGSURGXFWVSURYLGHGE\RWKHUEXVLQHVVXQLWV

Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

12 │

Copyright © 2016

Sample material – Not for Resale

Module 2 | Service Management as a Practice

The figure shows the difference between internal and external services for an IT Service Provider.
Services can be classified as core, enabling or enhancing and are further explained in the subsequent
topics.

IT Services
From the perspective of an IT Service Provider, an IT service is of three types.

&XVWRPHU

&RUH
6HUYLFHV

(QDEOLQJ
6HUYLFHV

(QKDQFLQJ
6HUYLFHV
RSWLRQ

(QDEOLQJ
6HUYLFHV

IT Services: Is made up of information technology, people, and processes. An IT Service Provider
provides this service to one or more customers to support its business processes.
It can be further classified into:
●

Core Services: Represent the value that the customers need and for which they are willing
to pay. They deliver the basic outcomes that are needed by one or more customers. Core
Services represent the value proposition for the customer and provide the base for their
continued utilization and satisfaction.

●

Enabling Services: These services are required to deliver a core service. They are the “basic
factors” that allow the customers to receive the “real” service. As a result, customers may not
consider these services as services in their own right because the services may or may not
be visible to them.

●

Enhancing Services: These services are added to a core service to attract customers to buy
service. They are not crucial to the delivery of a core service because they are only added as
“excitement” factors.
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Examples of IT Services
Table 3.5 Example of core, enabling and enhancing services
&RUHVHUYLFH

(QDEOLQJVHUYLFH

(QKDQFLQJVHUYLFH

,7VHUYLFHV
RIILFHDXWRPDWLRQ

:RUGSURFHVVLQJ

'RZQORDGDQGLQVWDOODWLRQ
RIXSGDWHV

'RFXPHQWSXEOLFDWLRQWR
SURIHVVLRQDOSULQWHUIRU
KLJKTXDOLW\EURFKXUH

,7VHUYLFHV
EHQHILWVWUDFNLQJ

(PSOR\HHVRIDFRPSDQ\
FDQPRQLWRUWKHVWDWXVRI
WKHLUEHQHILWV VXFKDV
KHDOWKLQVXUDQFHDQG
UHWLUHPHQWDFFRXQWV 

$SRUWDOWKDWSURYLGHVD
XVHUIULHQGO\IURQWHQG
DFFHVVWRWKHEHQHILWV
WUDFNLQJVHUYLFH

&XVWRPHUVFDQFUHDWH
DQGPDQDJHDILWQHVVRU
ZHLJKWORVVSURJUDPPH
&XVWRPHUVZKRVKRZ
SURJUHVVLQWKHLU
SURJUDPPH DUHDZDUGHG
DGLVFRXQWRQWKHLU
SUHPLXPV

Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

Additional Info
The table shows the three types of IT Services.

“Type of service

Definition

Description

Supporting service,
sometimes called
an infrastructure
service, although
they are often
broader than just
infrastructure

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.

Supporting services are defined to allow
IT teams to identify the interdependencies
between IT components. They will also show
how these components are used to deliver
internal and external customer-facing services.
Supporting services enable IT processes and
services, but are not directly visible to the
customer.
Some IT teams view recipients of supporting
services as ‘customers’. Although this promotes
good service quality, it is also misleading.
Supporting services only exist to be combined
with other supporting services to produce
customer-facing services. If they cannot, they
are of no value and their existence should be
questioned.
There can be no service level agreements for
supporting services as they are all internal to
the same department. Instead, the performance
of supporting services should be managed
using operational level agreements.

14 │

Copyright © 2016

Sample material – Not for Resale

Module 2 | Service Management as a Practice

“Type of service

Definition

Description
It should be noted that the figure Internal
and External Services (given on slide 8)
only refers to services originating inside the
organization. In some cases supporting services
are sourced from outside the organization. In
these cases they are managed in the same
way as other supporting services, but using
underpinning contracts rather than operational
level agreements.

Internal customerfacing service

External customerfacing service

An IT service that
directly supports
a business
process managed
by another
business unit – for
example, sales
reporting service,
enterprise resource
management.

An internal customer-facing service is identified
and defined by the business. If it cannot be
perceived by the business as a service, then it
is probably a supporting service.

An IT service that
is directly provided
by IT to an external
customer – for
example, internet
access at an airport.

An external customer-facing service is available
to external customers and is offered to meet
business objectives defined in the organization’s
strategy.

Internal customer-facing services rely on an
integrated set of supporting services, although
these are often not seen or understood by the
customer or user.
Internal customer-facing services are managed
according to service level agreements.

An external customer-facing IT service is also a
business service in its own right, since it is used
to conduct the business of the organization with
external customers.
Depending on the strategy of the organization,
the service is either provided free of charge
(many government agencies provide services
to the public for no fee), or it is billed directly to
the person or organization using the service. In
other cases, the service may be provided free to
the customer, but paid for by a third party, such
as an advertiser or sponsor. These services are
managed using a contract – even a simple online
agreement constitutes a contract of sale and
purchase with terms and conditions.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.
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Types of Customers

,QWHUQDO
&XVWRPHUV

3HRSOHRUGHSDUWPHQWV
ZRUNLQJLQWKHVDPH
RUJDQL]DWLRQ

([WHUQDO
&XVWRPHUV

3HRSOHQRWHPSOR\HGE\
WKHRUJDQL]DWLRQRU
VHSDUDWHOHJDOHQWLWLHV

&XVWRPHU

Types of Customers
Customers can be both internal and external. Both internal and external customers must be given an
agreed level of service along with the same customer service levels. Given below is an example of
both types of customers.
Internal
“…..the marketing department is an internal customer of the IT organization because it uses IT
services. The head of marketing and the CIO both report to the chief executive officer (CEO). If IT
charges for its services, the money paid is an internal transaction in the organization’s accounting
system – i.e. not real revenue.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

External
“…an airline might obtain consulting services from a large consulting firm. Two-thirds of the contract
value is paid in cash, and one-third is paid in air tickets at an equivalent value.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

CONCEPT OF SERVICE MANAGEMENT
Definitions
“Service Management: A set of specialized organizational capabilities for providing value to customers
in the form of services.”
Service Management:
●

Is a professional practice that is globally supported by qualification schemes and standards.

●

Must transform capabilities and resources into valuable services.

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.
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An organization without appropriate Service Management in place will not have the required capabilities
that can transform resources that by themselves have low intrinsic value for customers. On the other
hand, if a Service Provider’s capabilities are mature, the quality of service that the customer wants will
be produced in a timely and cost-effective manner.
Capabilities:
●

Take the form of functions and processes for managing services over a lifecycle.

●

Represent an organization’s capacity, competency, and confidence for action.

Challenges of Service Management
Some challenges of Service Management capabilities are:
●

They are intangible in nature. Capabilities are difficult to measure, control, and validate.

●

The demand for capability is tightly linked to the assets of the customer. Customers and
customer assets, such as processes, applications, documents, and transactions, arrive with
demand and enhance the production of services.

●

They have a high level of contact for service producers and consumers. The absence of buffer
between the creations of the Service Provider’s service and the customer’s consumption of
that service makes Service Management capabilities difficult to achieve.

●

The service output and service capacity are perishable. Service Providers need to ensure
that they provide a steady supply of demand from customers and assure the customers of a
consistent and quality service.

Good to Know
Service Management had its origins in the airlines, banking, hotel, and phone businesses. It is now
adopted by IT as a service-oriented approach to manage applications, infrastructure, and processes.

Concept of IT Service Management
“IT Service Management (ITSM): The implementation and management of quality IT Services that
meet the needs of the business. IT service management is performed by IT Service Providers through
an appropriate mix of people, process and information technology.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

ITSM
The meaning of IT keeps changing depending on the various perspectives of the business and people.
As a result, these perspectives need to be recognized and balanced to communicate the value of
ITSM and know the context of how the business looks at the IT organization.
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IT Service Management

$FDWHJRU\RI
VHUYLFHVXWLOL]HGE\
EXVLQHVVDQGWUHDWHG
DVDQH[SHQVH

$FROOHFWLRQRI
V\VWHPVDSSOLFDWLRQV
DQGLQIUDVWUXFWXUHV

,76HUYLFH
0DQDJHPHQW
$FDWHJRU\RI
EXVLQHVVDVVHWVDQG
LVWUHDWHGDVDQ
LQYHVWPHQW

$QRUJDQL]DWLRQ
ZLWKLWVRZQVHWRI
FDSDELOLWLHVDQG
UHVRXUFHV

Some meanings of ITSM are:
●

“IT is a collection of systems, applications and infrastructures which are components or subassemblies of a larger product. They enable or are embedded in processes and Services.

●

IT is an organization with its own set of capabilities and resources. IT organizations can be
of various types such as business functions, shared Services units and enterprise-level core
units.

●

IT is a category of services utilized by business. The Services are typically IT applications and
infrastructure that are packaged and offered by internal IT organizations or external Service
Providers. IT costs are treated as business expenses.

●

IT is a category of business assets that provide a stream of benefits for their owners, including,
but not limited to, revenue, income and profit. IT costs are treated as investments.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Using the principles of Service Management, all IT organizations must act as Service Providers to
make sure that organizations deliver the needs of the customers. To carry out ITSM effectively and
efficiently, IT Services should be managed from the business perspective.
The IT Service Provider must communicate to the customer if the required services cannot be
delivered according to the agreed level of performance or cost. To know that a good relationship
exists between an IT Service Provider and its customers, the IT Service Provider needs to maintain a
balance between the three aspects listed below. The aspects are:
●

The customer receives an IT Service that meets its needs.

●

The IT Service is at an acceptable performance level.

●

The cost of the IT Service is affordable.
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Good to Know
ITIL defines an IT Service Provider as someone who “provides IT services to internal or external
customers.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

A Service Level Agreement (SLA) is used to document agreements between an IT Service Provider and
a customer. It lists the IT Services, defines the service level targets, and identifies the responsibilities
of the IT Service Provider and the customer. A single SLA can cover multiple IT Services or customers.

Concept of Stakeholders in Service Management

,QWHUQDO6WDNHKROGHUV
)XQFWLRQVJURXSVDQGWHDPV GHOLYHUWKH
VHUYLFHVZLWKLQWKHRUJDQL]DWLRQ

7HDPV
)XQFWLRQV
*URXSV

&XVWRPHUV

([WHUQDO6WDNHKROGHUV
&XVWRPHUV EX\JRRGVDQGVHUYLFHV

8VHUV

6XSSOLHUV

8VHUV XVH,7VHUYLFHVGLUHFWO\DQGRQDGD\
WRGD\EDVLV
6XSSOLHUV DUHWKLUGSDUWLHVWKDWVXSSO\JRRGV
DQGVHUYLFHV

Stakeholders in Service Management
Stakeholders are important to an organization, project, or service. They are interested in the activities,
targets, resources, or deliverables from Service Management. Some examples of stakeholders are
organizations, Service Providers, customers, consumers, users, partners, employees, shareholders,
owners, and suppliers.
Internal stakeholders are functions, groups, and teams that deliver services.
External stakeholders are:
Customers
●

Who buy goods or services.

●

Define and agree to the service level targets.
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Users
●

Are people who use the service every day.

●

Use IT Services directly.

●

Are sometimes customers who use these services.

Suppliers
●

Are third parties who are responsible for supplying the goods or services needed for delivering
IT Services.

●

Examples are commodity hardware and software vendors, network and telecom providers,
and organizations that outsource services.

PROCESSES AND FUNCTIONS
Definition of 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.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Processes are measurable and performance driven. They help managers measure cost, quality, and
other variables and help practitioner’s measure duration and productivity. Processes must also meet
the expectations of all internal or external customers. A process exists to deliver a specific, identifiable,
and countable result.

Process Characteristics
The characteristics of processes are:
●

They are measurable: A process is driven by performance because managers measure cost,
quality, and other variables while practitioners are concerned with duration and productivity.

●

They give specific results: A process exists to deliver a specific result that is individually
identifiable and countable. However, it is not possible to count the number of completed
Service Desks as compared to the number of changes.

●

They are customer-oriented: The result of each process is delivered to a customer or
stakeholder, who may be internal or external to the organization. The process must meet the
expectations of the customer or stakeholder.

●

They respond to specific events: A process, whether ongoing or iterative should be traceable
to a specific trigger.
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Process Model
3URFHVVFRQWURO
7ULJJHUV

3URFHVVRZQHU

3URFHVVSROLF\

3URFHVV
GRFXPHQWDWLRQ

3URFHVVREMHFWLYHV
3URFHVVIHHGEDFN

3URFHVV

3URFHVVDFWLYLWLHV

3URFHVVLQSXWV

3URFHVVPHWULFV

3URFHVVSURFHGXUHV

3URFHVVUROHV
3URFHVVLPSURYHPHQWV
3URFHVVRXWSXWV

3URFHVVZRUNLQVWUXFWLRQV
,QFOXGLQJSURFHVV
5HSRUWVDQGUHYLHZV

3URFHVVHQDEOHUV
3URFHVV
FDSDELOLWLHV

3URFHVVUHVRXUFHV

3URFHVV0RGHO
Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

In the diagram, a process is shown as a set of structured activities designed to accomplish a specific
objective. There are clearly defined inputs, activities, and results, along with documented process
roles and a continual improvement loop.
A trigger, which may be an input or an event, initiates a process or an activity within a process. For
example, service failure may trigger the Event Management and Incident Management processes.
To deliver outputs that are reliable, a process can consist of roles, responsibilities, tools, and
management controls. Organizations should document and control the processes once you define
them. A process that is in control can be repeated and managed. Consequently, you should build
measurements and metrics into the process to control and improve it. Organizations should ensure
that they incorporate process analysis, results, and metrics regularly in the management reports and
process improvements.
In other words, processes are measurable and performance-driven. They help managers measure
cost, quality, and other variables and help practitioners measure duration and productivity. Processes
must also meet the expectations of all internal or external customers. A process exists to deliver a
specific, identifiable, and countable result.

Function
“Function: A function is a team or group of people and the tools they use to perform one or more
processes or activities.”
●

Provide structure and stability to organizations.

●

Are self-contained units of organizations, with their own capabilities and resources.
Copyright © 2016
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●

Rely on processes for cross-functional coordination and control.

●

Have their own knowledge base, built from experience.

●

Can result in functional silos if there is a lack of coordination or an inward focus.

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

According to ITIL, a function is a team or group of people and the tools it uses to perform one or more
processes or activities. A function also has the specialized resources needed to generate the desired
outcomes. In large organizations, functions may be divided and performed by several departments
and teams, and groups or functions can also be embedded within a single organizational unit, such
as the Service Desk. On the other hand, in small organizations, an individual or a group can perform
multiple functions, for example, a technical management department performing the functions of a
Service Desk.

Different Functions
*URXS
3HRSOHSHUIRUPLQJVLPLODU
DFWLYLWLHVRQGLIIHUHQW
WHFKQRORJLHVLQWRGLIIHUHQW
RUJDQL]DWLRQDOVWUXFWXUHVRU
GLIIHUHQWFRPSDQLHV
'HSDUWPHQW

7HDP

%DVHGRQKLHUDUFKLFDO
UHSRUWLQJVWUXFWXUHZKHUH
PDQDJHUVDUHUHVSRQVLEOH
IRUWKHH[HFXWLRQRIWKH
DFWLYLWLHV

7HDPPHPEHUVFDQZRUN
YLUWXDOO\RULQPXOWLSOH
ORFDWLRQVWRZDUGVDPXWXDO
REMHFWLYHEXWQRWLQWKH
VDPHRUJDQL]DWLRQVWUXFWXUH

)XQFWLRQV

'LYLVLRQ
&RPSULVHVRIDQXPEHURI
GHSDUWPHQWVEHLQJJURXSHG
WRJHWKHUJHRJUDSKLFDOO\RU
SURGXFWZLVH
For a successful Service Lifecycle, you should clearly define the roles and responsibilities that are
needed to perform the processes and activities in each stage of the lifecycle. You should establish,
manage, and assign roles to individuals and to suitable structures of the organization, such as teams,
groups, or functions. The groups, teams, departments, and divisions can be defined as:
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Group
●

Are a number of people who have similarities with one another.

●

Are people who perform similar activities although they may work on different technologies or
report into different organizational structures or even different companies.

●

Are not formal organizational structures but define common processes across organization.

Team
●

Are formally organized and recognized groups.

●

Are people working together but not in the same organization structure to achieve a common
objective.

●

Can be co-located or work in multiple locations and operate virtually.

●

Are useful for collaboration, for dealing with a temporary or transitional situation.

Department
●

Are formal organizational structures that perform a specific set of defined activities on a
continued basis.

●

Have a hierarchical reporting structure with managers being responsible for the execution of
activities and the daily management of departmental staff.

Division
●

Refers to a grouped number of departments such as geographical or product line groupings.

●

Is self-contained generally.

Processes and Functions

,70DQDJHPHQW

6RIWZDUH
'HYHORSPHQW

2SHUDWLRQV

6HUYLFH'HVN

'HVNWRS6XSSRUW

,QFLGHQW0DQDJHPHQW
3UREOHP0DQDJHPHQW

&KDQJH0DQDJHPHQW
&KDQJH0DQDJHU5ROH

25*$1,=$7,21$/0$75,;
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Only the size, structure, and culture of an organization can actually determine if it is a function, role,
activity, or set of processes.
ITIL describes four functions — Service Desk, Technical Management, IT Operations Management,
and Application Management — in detail.
The Service Desk acts as the Single Point of Contact (SPoC) for customers when there is a disruption
in services, for Service Requests or for Requests for Change (RFCs).
Technical Management provides the detailed technical skills and resources required to support
continuing IT Services operation and IT infrastructure management.
IT Operations Management executes the day-to-day live activities that are required to manage IT
Services and supporting IT infrastructure. IT Operations Management also conducts IT operations
control and facilities management.
Application Management manages applications throughout their Service Lifecycle. It supports
and maintains live applications and plays a crucial role in the design, testing, and improvement of
applications that are part of IT Services.

THE RACI MODEL
RACI
RACI is an example of an authority matrix, which can be used within organizations to indicate roles
and responsibilities in relation to processes and activities.

5
$
&
,

&XVWRPHU
5HFRUG
WKH5)&

5

5HYLHZ
WKH5)&
$VVHVV
DQG(YDOXDWH
&KDQJH
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The RACI Model
Organizations must clearly define all roles when designing a Service or a process. The RACI Model
offers a close, succinct, and easy way of tracking who does what in each process and allows speedy
and confident decision making.
RACI is an acronym for what the four main roles should be:
●

Responsible: The person or people responsible for accurate execution of getting the job
done.

●

Accountable: The person who has ownership of service quality and the result. Only one
person is accountable for one task.

●

Consulted: The people who are consulted and whose opinions are sought. Their involvement
is through input of knowledge and information.

●

Informed: The people who are kept updated on the progress of a service. They receive
information about process execution and quality.

Good to Know
Some organizations use the RACI definitions but shift the order to Accountable, Responsible,
Consulted, and Informed (or ARCI). However, the meanings and usage of RACI continue to be
unchanged.

ROLES AND RESPONSIBILITIES
Role
A role is the set of responsibilities, activities, and authorities defined in a process and assigned to a
person or team.

&KDQJH,QLWLDWRU5ROH

3UREOHP$QDO\VW5ROH

6HFRQGOLQH$QDO\VW5ROH

)LUVWOLQH$QDO\VW5ROH

A role is the set of responsibilities, activities, and authorities defined in a process and assigned to a
person or team. One person or team may have multiple roles, for example, the roles of Configuration
Manager and Change Manager may be performed by a single person or team, who should carefully
assess this requirement and workload.
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Generic Roles

6HUYLFH2ZQHU5ROH

3URFHVV2ZQHU5ROH

There are two generic roles in Service Management, Service Owner and Process Owner. These
owner roles are not necessarily dedicated resources.
A Service Owner:
●

Is accountable for the delivery of a specific Service, regardless of where the underpinning
technology components, processes, or professional capabilities reside.

●

Is responsible to the customer for the initiation, transition, and ongoing maintenance, support,
and improvement of a particular Service.

Interacts with the Process Owner throughout the Service Management Lifecycle.
A Process Owner:
●

Is accountable for the overall quality of the process and oversees the management of
and compliance with the processes, procedures, data models, policies, and technologies
associated with the IT business process.

●

Is responsible for ensuring that a process is fit for purpose and that all activities within the
process are performed.

●

Is also responsible for the sponsorship, design, and Change Management of the process and
its metrics.

●

Role is often assigned to the same person who performs the Process Manager role, but the
two roles may be separate in larger organizations.

Generic Process Role
Other generic process roles are the Process Manager and Process Practitioner.

3URFHVV0DQDJHU5ROH

3URFHVV3UDFWLWLRQHU5ROH

A Process Manager:
●

Is responsible for the operational management of a process.

●

Is responsible for planning and coordinating all the activities required to perform, monitor, and
report on the process.

●

Role is performed, in some organizations, by several Process Managers, for example, regional
or departmental Change Managers or ITSCM Managers for each data center.
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A Process Practitioner:
●

Is accountable for carrying out one or more activities of a process.

●

Is joined with the Process Manager role in some organizations and for some processes. In
other organizations, huge numbers of practitioners carry out different parts of the process.

Exercise — The Lost Laundry
Duration: 30 Minutes
Introduction
After a series of complaints about lost laundry, James has asked Dimitri to review the entire laundry
process. As a first step, Dimitri organizes a meeting with Isabel O’Hara, who is the head of the front
office; Mary, who is the head of housekeeping; Reginald Jones, who is the account manager for the
laundry company; and your team of Service Management experts.
Dimitri has asked you to attend this meeting to kick-off the discussion.
Learning Focus
This exercise is to demonstrate the students’ understanding of the definition of a service, the roles
within Service Management, and the use of RACI diagrams.
●

Appoint an individual to write down and present the team’s answers.

●

You have 20 minutes to discuss and prepare your answers.

MODULE SUMMARY
In this module, we covered the following concepts:
●

Characteristics that make ITIL a global success

●

The types of Services are divided into:

●

○

Internal Services

○

External Services

Processes and Functions

General Concepts
●

Some characteristics that make ITIL a global success are:
○

It is vendor-neutral

○

It is non-prescriptive

○

It is best practice

Best practices are proven activities or processes that have been successfully used by multiple
organizations.
●

The ITIL core set consists of Service Strategy, Service Design, Service Transition, Service
Operation, and Continual Service Improvement.

●

Services are a means of delivering value to customers by facilitating the outcomes that
customers want to achieve without the ownership of specific costs and risks.
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All Services have a service cost when they become operational, which is reflected as ROI and Total
Cost of Ownership (TCO), and this cost must be managed. To avoid taking ROI and TCO Risks, the
customers look to Service Providers to satisfy their need for those Services.
●

●

The types of Services are divided into:
○

Internal Services are delivered between departments or business units in the same
organization

○

External Services are delivered to external customers

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

Processes and Functions
●

A process is a structured set of activities designed to accomplish a specific objective.

●

Process characteristics are Measureable, Specific results, deliver to Customers, and
Respond to a specific event.

●

A Process model facilitates understanding and helps articulate the distinctive features of a
process.

●

Functions are teams or groups of people and the tools they use to perform one or more
processes or activities.

Test Question for Service Management as a Practice
Q1. What is the RACI model used for?
a) Documenting the roles and responsibilities of stakeholders in a process or activity
b) Defining requirements for a new service or process
c) Analyzing the business Impact of an Incident
d) Creating a balanced scorecard showing the overall status of Service Management
Note: The students can find the answers in Appendix C.
Copyright © AXELOS Limited 2012. All rights reserved.
Copyright © AXELOS Limited 2012. All rights reserved. No part of this publication may be reproduced in any form or by any
means without permission in writing from AXELOS Limited. This information is part of the official ITIL sample examination
paper.
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Module 3
Service Lifecycle
MODULE LEARNING OBJECTIVES
At the end of this module, you will be able to:
●

Explain the different stages of the Service Lifecycle.

●

Identify the purpose, objectives, scope, and business value of:
○

Service Strategy (SS)

○

Service Design (SD)

○

Service Transition (ST)

○

Service Operation (SO)

○

Continual Service Improvement (CSI)

TOPICS COVERED IN THIS MODULE
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THE SERVICE LIFECYCLE
Service Lifecycle
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The ITIL Service Management volume:
●

Provides guidance to Service Providers on the delivery of quality IT Services, on the processes,
functions and other necessary support.

●

Imparts the information to create value for the Service Provider and its customers.

●

Includes basic principles, essential processes and activities, organization and roles; technology,
challenges, critical success elements and risks.

Based on AXELOS ITIL® Service Lifecycle Suite 2nd Edition, 2011 material. Reproduced under licence from AXELOS
Limited. All rights reserved.

The architecture of the ITIL core is based on the Service Lifecycle. Each volume of ITIL; that is, Service
Strategy, Service Design, Service Transition, Service Operation, and Continual Service Improvement,
is represented in the Service Lifecycle.
The Service Lifecycle is an approach to ITSM that emphasizes the importance of coordination and
control across the various functions, processes, and systems necessary to manage the full Lifecycle
of IT Services. Each stage of the Lifecycle addresses capabilities that directly have an effect on
the performance of Service Providers. These stages proved structure, stability, and strength to the
capabilities of Service Management.
Let us now move on to discuss each of these stages in detail.
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BASIC CONCEPTS OF SERVICE STRATEGY
Overview
Service Strategy provides guidance on how to design, develop and implement Service Management as:
●

An organizational capability

●

A strategic asset

The Service Strategy processes:
●

Strategy Management for IT Services (not covered in this course)

●

Demand Management (not covered in this course)

●

Service Portfolio Management

●

Financial Management for IT Services

●

Business Relationship Management

Service Strategy helps form the core of the Service Lifecycle. Value creation starts at this stage with the
setting of objectives of the organization and requirements of the customers. This stage helps ensure
that organizations are prepared to handle the costs and risks associated with the Service Portfolio.
The stage also ensures, that the organization operate effectively, and have more unique performance
than competitors. It helps organizations in seeing Service Management as an organizational capability
as well as a strategic asset. The principles that are involved in the practice of Service Management
are described in this stage. These Service Management practices are essential for the development
of Service Management policies, guidelines, and processes across the Service Lifecycle.
People, processes, and products are organizational assets that should support the strategy.
Organizations that are already practicing ITIL can use Service Strategy to help them review their ITILbased Service Management capabilities and to align these capabilities with their business strategies.

Purpose
The purpose of Service Strategy is to design and execute an approach to meet the business
requirements of an organization. This can be achieved by executing the 4 Ps of Service Strategy —
Perspective, Position, Plans, and Patterns. We will discuss the 4Ps later in the course.

Objectives
“The objectives of service strategy include 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

●

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

●

A clear service provision model, that articulates how services will be delivered and funded, and
to whom they will be delivered and for what purpose

●

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

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.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Scope
●

Define a strategy to allow a Service Provider to deliver Services that meets the customer’s
business demands.

●

Define a strategy for managing the Services of the Service Provider.

●

Aim for use by both internal and external service providers.

●

Guide the organizations that intend for a profitable business, as well as at no profit.

The aspects that are included in the scope of Service Strategy are listed above.
Other aspects that are included in Service Strategy are:
●

Define and discuss the generic Service Management principles and processes.

●

Apply the generic principles to ITSM regularly.

●

Allow internal and external Service Providers to use strategy for providing services.

●

Provide guidance to organizations wanting to offer IT Services for profitable as well as not-forprofit business.

Value to the Business
Some of the benefits organizations can achieve through Service Strategy include:
●

Supporting the Service Provider to add value to the organization.

●

Enabling the Service Provider to understand the types and levels of service that is provided.

●

Facilitating smooth communication and providing the means to organize services of the
Service Provider.

Organizations should select and adopt best practices as defined by Service Strategy to help them
deliver value to the business. Some of the benefits organizations can achieve through the adoption
of Service Strategy include:
●

Link the performance of organizational activities to their outcomes. This will contribute to
organizational value because the outcomes are crucial to the internal or external customers.

●

Know the service types and levels that will make the organizations’ customers succeed, and
organize its Service Assets to deliver and support those services. To achieve its goals and
objectives, define the processes of the strategies and services that ensure a reliable and
repeatable approach to define value building and delivery.

●

Respond quickly and effectively to changes in the organization and ensure improved
competitive advantage in the long run.
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●

Create and maintain calculated Service Portfolios that will help the business achieve a high
ROI in services.

●

Communicate to the customer and Service Provider in a functional and transparent manner,
what is required from each of them, and how they should deliver those requirements.

●

Provide the means for the Service Provider to organize itself so that services are provided
efficiently and effectively.

BASIC CONCEPTS OF SERVICE DESIGN
Overview
Service Design provides guidance for the design and development of services and Service
Management processes.
In this course, Service Design includes the processes of:
●

Design Coordination

●

Service Level Management (SLM)

●

Service Catalogue Management (SCM)

●

Availability Management

●

Information Security Management (ISM)

●

Supplier Management

●

Capacity Management

●

IT Services Continuity Management (ITSCM)

Service Design is important for the organization as a whole because the entire organization delivers
and supports the Services. In this stage, Service Strategy is converted into a plan for delivering the
objectives of the business. Service Providers should design services keeping in mind the objectives
of business to ensure that the services provide true business value.
Service Providers can understand how to design and develop services and Service Management
practices in this stage of the lifecycle. This stage will also help the Service Providers understand
the principles and methods on how to convert the strategic objectives into Service Portfolios and
Service Assets. Service Providers can also identify the changes and improvements that are required
to improve or maintain value to customers over the Service Lifecycle, service continuity, service level
achievements, and conformance with standards and regulations in this stage. Service Design helps
organizations develop design capabilities for Service Management.

Purpose
The purpose of Service Design is to design IT Services and the governing IT practices, processes,
and policies, to realize the strategy of the Service Provider and to help introduce the Services into the
live environments without compromising on the quality of Service Delivery, customer satisfaction, and
profitable Service provision.
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Objectives
“The objective of service design is to design IT services so effectively that minimal improvement during
their lifecycle will be required. However, continual improvement should be embedded in all service
design activities to ensure that the solutions and designs become even more effective over time, and
to identify changing trends in the business that may offer improvement opportunities. Service design
activities can be periodic or exception-based when they may be triggered by a specific business need
or event.”
Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Good to Know
A particular business requirement or an event triggers periodic or exception-based Service Design
activities.

Scope
The scope of Service Design includes:
●

Providing guidance on the design of suitable and innovative IT Services to meet present and
future agreed requirements of the business.

●

Describing Service Design principles.

●

Identifying, defining, and aligning the IT solution with the business need.

●

Introducing the concept of Service Design package and selecting the suitable Service Design
model.

●

Describing the methods, practices, and tools of Service Design.

●

Discussing the basic concepts of the Service Design processes and the five aspects of Service
Design.

Value to the Business
With good Service Design, it is possible to deliver quality, cost-effective services to ensure that
business requirements are met. The resulting benefits are:
●

Reduced TCO

●

Improved service quality

●

Improved service consistency

●

Easier implementation of new or changed service(s)

●

Improved alignment of service

●

Improved performance of service

In addition to the points mentioned above, some more benefits of Service Design are:
●

Improved IT governance

●

More effective Service Management and IT processes

●

Improved information and decision making

●

Improved alignment with the values and strategies of customer
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BASIC CONCEPTS OF SERVICE TRANSITION
Overview
Service Transition provides guidance on the development and improvement of capabilities for
transitioning new and changed services into operations.
In this course, Service Transition includes the processes of:
●

Change Management

●

Service Asset and Configuration Management (SACM)

●

Knowledge Management

●

Release and Deployment Management (RDM)

●

Transition Planning and Support

In the core book, Service Transition also includes these processes:
●

Service Validation and Testing

●

Change Evaluation

These three processes
support and influence
all stages of the Service
Lifecycle.

These processes are
strongly focused within
Service Transition.

This translates into how the requirements of Service Strategy, designed by Service Design, are moved
into production while controlling the risk of failure and disruption.
This includes the management and coordination of the processes, systems, and functions to package,
build, test; and deploy a release into production.

Purpose
The purpose of Service Transition is to make sure that new, modified, or retired services meet business
expectations, as defined in the Service Strategy and Service Design stages of the lifecycle.

Objectives
“The objectives of service transition are to:
●

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.

In order to achieve these objectives, there are many things that need to happen during the service
transition lifecycle stage. These include:
●

Planning and managing the capacity and resources required to manage service transitions

●

Implementing a rigorous framework for evaluating service capabilities and risk profiles before
new or changed services are deployed

●

Establishing and maintaining the integrity of service assets
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●

Providing efficient repeatable mechanisms for building, testing and deploying services and
releases

●

Ensuring that services can be managed, operated and supported in accordance with constraints
specified during the service design stage of the service lifecycle.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Scope
●

Introducing new services and managing changes in services and Service Management
processes.

●

Allowing the scope of innovation while taking care of the unintended changes.

●

Termination of services or applications.

●

Transfer of services to and from other Service Providers.

The scope of Service Transition includes:
●

Offering assistance for developing and improving the capabilities of transitioning new and
changed services into the live environment, including release planning, building, testing,
evaluation, and deployment.

●

Providing help on how to retire services and transfer services between Service Providers.

●

Making sure that the requirements set in the Service Strategy stage and developed in the
Service Design stage are effectively attained in the Service Operation stage, keeping failure
risks and the ensuing service disruption under control.

●

Transitioning changes in the Service Management capabilities of the Service Provider that
will have an effect on the working, of organization, people, projects, and third parties who are
involved in Service Management.

Value to the Business
Service Transition provides the best practice guidance to organizations in delivering substantial
benefits. You can use Service Transition to help set up Service Transition and the processes that
support it and make use of the processes effectively to assist in the transitioning of new, changed, or
retired services effectively.
Some benefits of Service Transition are:
●

Allow the projects to assess the cost, timing, resources needed, and risks associated with the
Service Transition stage correctly.

●

Give increased volumes of changes that are successful.

●

Make the adoption and implementation of Service Transition easier.

●

Make sure that the assets of Service Transition are shared and reused across projects and
services.

●

Decrease delays from unexpected clashes and dependencies.

●

Minimize the effort spent on managing the Service Transition test and pilot environments.

●

Increase the setting of expectations for all stakeholders that are involved in Service Transition,
including customers, users, suppliers, partners, and projects.
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●

Improve confidence in the delivery of new or changed services to specifications without
affecting other services or stakeholders unexpectedly.

●

Make sure that new or changed services are maintained and profitable.

●

Improve Service Assets and configurations control.

BASIC CONCEPTS OF SERVICE OPERATION
Overview
Service Operation provides best-practice guidance on how to manage services in the live environment.
In this course, Service Operation includes:
Processes:
●

Incident Management

●

Problem Management

●

Event Management

●

Request Fulfilment

●

Access Management

Functions:
●

Service Desk

●

Technical Management

●

IT Operations Management

●

Application Management

Service Operation provides best-practice guidance on how to manage services in the live environment.
It allows changes in design, scale, scope, and service levels and helps achieve efficiency and
effectiveness in service delivery and support, so that value is provided to the customer, users, and
Service Provider. This stage of the lifecycle is of critical capability because Service Operations helps
in the realization of strategic objectives. The knowledge gained in this stage will help organizations
in understanding and using the processes, methods, and tools for the reactive and proactive control
perspectives.

Purpose
The purpose of Service Operation includes:
●

Coordination and execution of activities and processes required to deliver and manage
services.

●

Management of the technology.

●

Organization and management of services for the better implementation of processes.

●

Observation of performance, assessment of metrics, and collection of operational data.
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The purpose of Service Operation is listed above. This stage is a crucial stage of the Service
Lifecycle because if the daily operations of the processes are not conducted, controlled, or managed
appropriately, the well-planned and well-implemented processes will become useless.
Organizations should ensure that the staff involved in Service Operation have processes and support
tools in place so that they have an overall view of Service Operation and delivery. These processes
and tools should be able to identify any threats to or failures in the quality of the service.
The partner or supplier organizations usually provide services as a whole or in part. Because of
this, organizations should extend the end-to-end view of Service Operation and include the external
aspects of service provision. If required, organizations should deploy shared or interfacing processes
and tools to manage cross-organizational workflows.

Objectives
“The objectives of service operation are to:
●

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.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Scope
The scope of Service Operation includes:
●

The services that are offered and delivered by the Service Provider, external suppliers, users
and customers of that service.

●

The Service Management processes that are performed in Service Operation.

●

The technology that is used to deliver services.

●

The people who are involved in the demand and supply of services.

Value to the Business
Service Operation provides best-practice guidance that helps deliver value to the business. The
benefits of Service Operations are:
●

“Reduce unplanned labour and costs for both the business and IT through optimized handling
of Service outages and identification of their root causes.

●

Reduce the duration and frequency of Service outages which will allow the business to take
full advantage of the value created by the Services they are receiving.

●

Provide operational results and data that can be used by other ITIL processes to improve
Services continually and provide justification for investing in on-going Service improvement
activities and supporting technologies.

●

Meet the goals and objectives of the organization’s security policy by ensuring that IT Services
will be accessed only by those authorized to use them.
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●

Provide quick and effective access to standard Services which business staff can use to
improve their productivity or the quality of business Services and products.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

BASIC CONCEPTS OF CONTINUAL SERVICE IMPROVEMENT
Overview
“You cannot manage what you cannot control.
You cannot control what you cannot measure.
You cannot measure what you cannot define.”
In this course, the CSI volume includes:
●

The 7-Step Improvement process

In the core book, CSI also includes these methods and techniques:
●

Return on Investment

●

Assessments

●

Benchmarking

●

Service Measurement

●

Metrics

●

Service Reporting

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

To identify improvement opportunities, it is essential that you understand what to measure, why it
is being measured, and what the successful result should be. The business will suffer if services
and processes are not implemented, managed, and supported according to clearly defined goals,
objectives, and appropriate measurements that lead to actionable improvements.
CSI provides instrumental guidance on creation and maintenance of value for customers through
better strategy, design, transition, and operation of services. It combines the Quality Management,
Change Management, and capability improvement principles, practices, and methods to ensure that
the Service Portfolio is continually aligned with the requirements of the business. It establishes a
closed-loop feedback system, based on the Plan-Do-Check-Act (PDCA) cycle, so that feedback from
any stage of the Service Lifecycle is used to identify improvement opportunities for any other stage of
lifecycle. CSI is not a stage in lifecycle because it has a role throughout the lifecycle.

Purpose
The primary purpose of CSI is to continually align and realign IT Services with the changing
requirements of the business by identifying and implementing improvements to the IT Services that
support the business needs.
The purpose of CSI is described above. The improvement activities of CSI support the lifecycle
approach through Service Strategy, Service Design, Service Transition, and Service Operation.
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Objectives
“The objectives of CSI are to:
●

Review, analyse, prioritize and make recommendations on improvement opportunities in each
lifecycle stage: service strategy, service design, service transition, service operation and CSI itself

●

Review and analyse service level achievement

●

Identify and implement specific activities to improve IT service quality and improve the
efficiency and effectiveness of the enabling processes

●

Improve cost effectiveness of delivering IT services without sacrificing customer satisfaction

●

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.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Scope
The scope of CSI is to provide guidance on four main areas:
●

“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.”

Quoted text Source is ITIL® Service Lifecycle Suite 2nd Edition, 2011. Copyright © AXELOS Limited 2011. Material is
reproduced under licence from AXELOS Limited. All rights reserved.

Value to the Business
The value of CSI could be described as:
●

Increased organizational competency

●

Integration between people and processes

●

Reduction of redundancy, resulting in increased business output

●

Minimal lost opportunities

●

Assured regulatory compliance that will minimize costs and reduce risks

●

The ability to react to change rapidly

Organizations should implement CSI in their day-to-day process operations and to do this, it is
essential that organizations know and adopt the recommended best practices. Some of the benefits
of implementing and adopting CSI standards are listed above.
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EXERCISE — THE NEW SWIMMING POOL
Duration: 30 Minutes
Objective: A new swimming pool has to be built in a hotel. Although the hotel is doing pretty well, the
budget for the pool was not included in the annual review.
The Need: The need for the new pool has arisen because of the small size of the existing pool, an
increase in the number of customers, the availability of new pool technology, and negative feedback
from the customers on existing pool facilities.
The Risk: The old pool will have to take the load of existing customers until the new one is ready.
Some of the maintenance staff will also be deployed at the new pool, affecting the operations of the
old pool.

Introduction:
The Royal Chao Phraya hotel has a medium-size swimming pool that serves its current, low-season
customers well. But when peak season arrives, there are problems in providing world-class service.
The use of the pool increases and, consequently, it requires frequent cleaning. This leads to longer
off-hours and customer dissatisfaction. Many customers have been irritated because of this and have
escalated this issue to the management. New pool construction technology, such as infinity-edge
pools, has also raised the bar in customer expectations of experience.
This challenge with the pool has created a declining image for the property and has increased
problems for Nee, who is facing issues when attempting to increase sales, especially in attracting
large conferences.
When a regular customer, Mr. Jack Sparrow — CEO of a leading manufacturing company and a key
client known for his yearly sponsorship of a conference with over 500 attendees — approached James
to let him know that this was his last visit to the property, James had to call a management meeting.
The management looked at various options for improving the existing pool but was not satisfied with
the suggestions because they involved shutting down the existing pool for a considerable period.
Finally, it was decided that a new, larger pool should be constructed to take advantage of the new
technology, increase load effectiveness during peak seasons, and improve the ability to handle the
projected increase in customer numbers over the next 5 years.
James organizes the management team and assigns the following responsibilities:
Dmitri: Discuss the strategy for the new pool service by identifying the customer types, their
requirements, and any new opportunities for services.
Pap: List the items to include in the design for the new pool service, taking into account the People
required, Process to be followed, Product design, and Partners aspects of design.
Dan: List the items required for smooth transition to the new pool service. These could include a
training needs analysis, staff requirements, and essential and nonessential roles.
Suvarna: Identify what will be needed to achieve operational effectiveness while running both pools.
This could include customer feedback, operation timings, and maintaining pool hygiene.
James: Recommend steps that can be used by the other teams to ensure continual improvement of
the pool service at the Royal.
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Role Play:
Assign the lead roles within your teams. Write your results on the Notes page. You have 20 minutes
for your team discussions and preparation. The lead role will present the team results to the class as
part of the review session.
Write your answer in the space provided below.
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MODULE SUMMARY
In this module, we covered the following concepts:
●

●

Stages in the Service Lifecycle:
○

Service Strategy

○

Service Design

○

Service Transition

○

Service Operation

○

CSI

Goals and objectives of each stage

The stages in the Service Lifecycle and their associated processes and functions:
●

Service Strategy – Strategy Management, Demand Management, Service Portfolio
Management, and Financial Management for IT Services, and Business Relationship
Management.

●

Service Design – Design Coordination, SLM, SCM, Availability Management, ISM, Supplier
Management, Capacity Management, and ITSCM.

●

Service Transition – Change Management, SACM, Knowledge Management, RDM,
Transition Planning and Support, Service Validation and Testing, and Change Evaluation.

●

Service Operation

●

○

Processes – Incident Management, Problem Management, Event Management, Request
Fulfilment, and Access Management.

○

Functions – Service Desk, Technical Management, IT Operations Management, and
Application Management.

CSI – The 7-Step Improvement process.

The goals and objectives of each stage of the Service Lifecycle:
●

Service Strategy: Provides guidance on designing, developing, and implementing Service
Management not only as an organizational capability, but also as a strategic asset.

●

Service Design: Provides guidance on designing and developing services and Service
Management processes.

●

Service Transition: Provides guidance on developing and improving capabilities for
transitioning new and changed services into operations.

●

Service Operation: Provides guidance on achieving efficiency and effectiveness in the
delivery and support of services, to ensure value for the customer and the Service Provider.

●

CSI: Is instrumental guidance on creating and maintaining value.
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