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The Philosophy of Service Management 
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2. IT Service Management Best Practice 
Best Practice �� IT Service Management ."�>%��C-���+�� Publication /�
 IT Infrastructure Library (ITIL) <"- CCTA (UK 
GovernmentYs Central Computer and Telecommunication) ����������U� OGC (Office of Government Commerce) 
Best Practice ��������������"��-���	
�	� Integrated �	� OGC ��� BSI (British Standards Institution) <"-#*�	-����*-"
/�
� +�� Process �� DISC-PD005 code of Practice ������� required practices �� BSI5000 Standard ."�����#/�	
�+	
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ITIL Service Management 
Service Management Process ������"��-!+������P 2 !+����� 

Service Support Service Delivery 
Service Desk*  
Incident Management Service Level Management 
Problem Management Financial Management for IT Services 
Configuration Management Capacity Management 
Change Management IT Service Continuity Management 
Release Management Availability Management 

* Note: Service Desk ��U�t�
�W,�� .#+�,+ �������	� (Process) 
Service Support #�+
����"5�*� Operation ��� +���� ��� �	�!���!����	��������	�	
"�	� IT ��/'�*� Service Delivery ��
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Figure 2: ITIL Publication Framework 
 

Key Definition
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�����*��,��� IT 
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3. Implementing Service Management 
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Figure 3: Process Improvement Model 
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�	� Implement Service Management Process !	#	�>N	��U�!+��P ����N	����#P ����5."� <"-� +�� Process ��>%���+
�����U�
!+��P /�
 Activity =̂�
�	�N	 Process Improvement �@
�#"��������"��- Stage  +	
P "�
�*@ 
�Process Improvement Definition (�N	��"�	��������
�������	�)

� Review where we are now (����+	��	�-%+*� �
.��)
� Define mission statement (�N	��" mission statement) 
� Set goals & objectives ( �@
��O	�#	-����� >����!
�W)
� Define role & responsibility (������	������	*�)

� Communication (�	� �" +�!���!	�)
� Raise awareness (���
����	�)
� Publish and circulate info. (����	w����C-���+/��#%�)
� !�##�	, brief ��� workshop 

� Planning (�	��	
�C�)
� Produce statement of requirement (��"N	 requirement) 
� Design process improvement (�������	��������
�������	�)
� Produce plan (��"N	�C�"N	����
	�)



� Identify resource & training (���� resource ��� �	����#)
� Cost /Benefit analysis (�����	��W�+	�,��+	-����N	.�)
� Management commitment (!+
#�����	
ST	-����	����	�'	)

�Implementation (�	��N	.��,�
	�)
� Develop and improve processes (��Q�	����������
�������	�)
� Implement plan ("N	����
	� 	#�C�
	�)
� Develop & customize tools (��Q�	��� customize ������
#��)
� Training IT staff, customer & users (Sz����#����
	� IT, �%���	)
� Document, procedure& deliverables (���!	�, �������	� ��� !��
*� ��
!+
#��)
� Testing ("!��)
� Measurement & reporting metric (��"����	-
	�C�)

� Review and Audit (�	������� ���!��)
� Review goals & objectives (�����O	�#	-����� >����!
�W)
� Post implementation project review (������
�	�"N	����
	�<��
�	�)
� Identify and publicizing benefits  (�������<-,�W*�."����)
� Reviewing (�����������!�$�(	�������!�$�C�)
� Auditing for compliance  ( ���!��)
� Monitoring, reviewing and developing future improvements ( �" 	# ��������Q�	�	��������
����	� )

4. Service Support Overview 
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Figure 4: Service Support Processes 



Incident Management 
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• ��� '%���"��� ������.	����(�����	������
/(.�0��)�!���� '������!�*!���"
• ��1��%�
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���	��� incident 
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� Hardware ��.��)������ �(!�.
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� Service Requests �������-������%�
����.��(����' �.�� service extension 
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��� 6.1  The incident Life Cycle 
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�����������������%�	�67�� incident 
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��� 6.2  Logical Flow Error to Resolution 
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� �����%�	$- incident $�	������������	��&���
����'*!���"
� �����������20$�	���)��	�-')���%�	$-34 )��#������� ��!2����� ����
/(.�0 
� ��� �/'�����)*!���"/�(�!�)��	��� -	'����� ��� (�-	')��� Service Level Agreement(SLA) 
� ������ ���
���*����-')��������������(���� SLAs 
� �������.	��
/(.�0����)����	��(� )-4+����$����)������)���� ����
���*����(� )-4+�
� ���-"�� incident %�
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� -�������	����� �����������"����� incident(Lack of management commitment) 
� -��������)-')�
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� -��������	%�
%���)-	'��������%�	$- incident 
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Problem Management 
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$�	6%�,1���C*
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f����& 2�����&C$ 4�1���C*
$��!�$�g���%! ��C h(8�*�6$��,De��&��7���1�,���,

D%�*�"�!����C

 ��C$�	6% i%��"����$��,D%�$8�����/�$�g�j��%!j  h(8���C7���1�,���, 

���G��2��36HI��I6J�KL�� 
1. $�	6%58������k��� h(8�2,�%!�����,$�g� ��C�� �C��*f�#�� 
2. $�	6%58����5&���*�"�!����C

������5�������2D h(8�5�*��j7�����%����D%��C

f����& 
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4. $�	6% �"
 ��� �C��*f�#��5����*-����D%� Support Staff 
5. $�	6%&",����"
�����$*�*�6����"
 h(8�2,� 
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Responsibility 
1. ���7�
7�� h(8� (Problem Control) 

• ���
"�*e���C�C
� h(8� (Problem identification and recording) 
• ����!��!C 8�	%&",8��,8�'�D%� h(8� (Problem classification) 
• ����-���&��C��$7��C8� h(8� (Problem investigation and diagnosis) 

2. ���7�
7��7���1�,���, (Error Control) 
• ���
"�*e���C�C
�7���1�,���, (Error identification and recording) 
• ��� �C$���7���1�,���, (Error Assessment) 
• &",$�g
���*�����2D7���1�,���, (Error Resolution) 
• ����-�&",7���1�,���, (Error Closure) 
• ������&�%
7�������8���D%����*�����2D7���1�,���, (Monitoring resolution progress) 

3. ��*�6 �e�p��-�8�"
������2D h(8�$q��C$8�����/� 
4. ��7�����C�	%�	%���5����*�6&C i%��"� h(8�2��58�$��,De�� 

• �����$7��C8����3���D%� h(8� 
• �������$ i�8��!*�6�����k���2D h(8��"��j2,� 
• &",8������$*�*�6&-�$ 4��-�8�"
%�7��� 

5. �-������$*�*�62,�&�����$�g
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*�� h(8�8�"�j*�6$��,De��#�!5�%�7���%!'�$��% 
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���7�
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7��7���

1�,���,&C���� �C$,g�2 *�6������2D7���1�,���,*�6$��2,��'������"��3,!5)� Change Management Process 
 
Key Considerations 

• ���0�HO5�H3�II��O6R��SH���� 
7���1�,���,5��"�m%r*�����3,!*"6�j2 7��&C����"�%!'�5��' �
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$��,De��2���-�8�"
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• I��36HI�����M�I������������KL��I6J���QI���4����T����I�H����
��C
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f����&%��7�"�� 3,!1'�5)�
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• ��5�M5�I�����M0� (Timing and Planning) 
- ���&",��� h(8�*�6,�&CDe��%!'��"
��C
�����&",����"
$8�����/�����j*�6$��,De��2,�%!�����

 �C��*f�#�� ,"��"��&e���%� t�
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D����"�2 8�	%��C*-�3,!*"�*�8�"�&��*�6&",����"

$8�����/�*�6$��,De��

- k��8��D�,�7��*�"�!���*�65)�5������� h(8���C7�
7��7���1�,���, 58�&",���2 ��%�3,!*���
7���7�,5����&",����"
 h(8�*�6��
'�/��

2��D���8�"� &���"��&e�7�%!���&�%
��C��
���
D�%�'�$�	6% �"
 ���5�7�"����%2  

- ���� �C$,g�2 !"�������2D h(8�*�6&C*-�58���C*
��C$*	%��"
�C
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�����,��� IT 2,� 
• �,$8���8�� h&&"!*�6%�&&C��%58�$��,7���$��!8�!De��2,� 
• $ 4����*��������2D*�6)",$&� �����%� 
•  �"
 ���%�7���58�$��,���$��!��'�
•  �"
 ���
�����58�$ 4��

 first-time fix rate 



�KL�������33��I�H���� 
• 8���C
�����D%����7�
7��$8�����/�����j*�6%�&&C$��,De��2���
 
• D�,�����,��%�	6%���*�6,� 
• �,
*
�*D%� Service Desk 
• *�"�!�����C$�����&-��", 2�������k�����8�	%
-�����"�p�n��7����'�2,� 
• 2�������k���&�%
7���k'���%�D%�1���C*
*�6$��,&��$8�����/�����j8�	% h(8� 58��"
�C

f����&2,� 



Configuration Management 

��F����� 
$�	6%&",8� Logical model D%� *�"�!����C

�����$*�3,!��� �C
� 7�
7�� 
-�����"�p� ��C���&�%
 version D%�

*�� Configuration Item *�6��%!'� 

���G�3���2��W 2 Configuration Management 
• $�	6%��
���*�"�!���������$*�*�6��%!'�*"��8�, 
• $�	6%58�$��,7���k'���%�D%������$*�*�6&C�-�2 5)��"
*��j��C
�����&",����"

���������j 
• $�	6%��
���$8�����/�  h(8� ���$ ��6!�� �� ��C��f����&",��� 
• $�	6%���&�%
��C&",$�g
�����$*�*�61�,�v8��!��C$�	6%*-�58�$��,���!%��"
*�6k'���%� 

Responsibilities 
��6��-�7"( 5  �C���*�6&C��%� t�
"��5����*-� Configuration Management ��,"����
1. Planning 

�������1�5����*-� Configuration Management �"�� &C��%�����1����C!C 3-6 $,	%� 5��������!�C$%�!, 
��C��,���1�%�� 12 $,	%�%!���7����j me6�&C)��!5������&��/�2,�%!�����%!�%� w ��C&C���2 ke���6�����j
$8������,��!7	% 

- ��!�*f� �3!
�! D%
$D� �"�k� �C��7� 
*
�* ��C8���*�67����"
1�,)%
 
- ��C
����� ��&���� ��C�C$
�!
��� t�
"��D%� Configuration Management 
- 7����"��"�f�D%� CMDB �"
��C
�����%	6�j ��C third parties 
- *�"�!�����C$7�	6%��	%����j*�6��%���� 

2. Identification 
5����$�	%� �C
� ��C����!�"�p/�%"�p�D%�*��j Configuration Items(CIs) �"�� &C���2 ke����$�g
�����$*�
$��6!��"
 CIs �"��j,��! ���2 ke� ����C
�$&�C&� 1'�&",*-� 7����"��"�f� ��C$�%��)"6�D%� CIs ,��! ��C CIs 7�&C
&",$�g
*�6�C,"
7����e��%5&���7�����%����D%�f����& �-�8�"
�"�%!���D%��C,"
 (Level) 7	% Independent 
Change 

3. Control 
����"
�%�$q��C authorized ��C identifiable &Ck'�&",$�g
��C!%��"
&��5
�"
��C��C&�!%%�2  ��C��%��"6�
���2���� CIs 5,*�6k'�$��6� $ ��6!�� �� &",$�g
m�-� 8�	%k'��
%%�&���C

$%���� �"�%!���$)�� ��� approved RFC 
8�	% updated specification me6� CIs *"��8�,&C%!'�#�!5�����7�
7��D%� Change Management 

4. Status Accounting 
��!���D%�*��j$%����&C$��6!�D�%��"
����C CI 3,!1��� life-cycle me6�&C*-�58������k$ ��6!�� �� CIs ��C
��,���2,�5�����C�k��C�"��j $)�� ����"6�m	�% 5
$��g&�"
$��� ��6�*�6%!'��C8����������&�%
 m�%��m� ���k%� 8�	%
�-�8�"
����"6�&��! $ 4���� 



5. Verification and Audit 
�' �

D%������&��/���C���&�%
*�6&C verify CIs *�6��%!'����� ��C���&�%
������&",$8g
k'���%�8�	%2��5� 
CMDB &C���2 ke���C
�����D%���� verifying Release ��C Configuration documentation ��%����$ ��6!�
��C*-�58�$ 4� live environment 
 

��H6J���I���JQ� (Level of Control)   
• �C
�ke�
�����*�6$D��D"�����y�� ��C���� �C�%
*�6%�&$��,7���1�,���,2,����!�-�8�"
 Configuration Management 
• ������5��C,"
�6-�jD%���!�C$%�!,&C��%����
������D%�37������� ���
��*�%�&&C2��&-�$ 4��g2,� 
• ��&��/��C,"
D%�D�%�'���C Configuration (CMDB) clean-up exercises can help 
• $ i�8��!%!'�*�6���7�
7��2,����,��! record *�6��%! 

Key Considerations 
1. Configuration Management Database 

*��j��!�C$%�!,��C7����"��"�f�D%������$*�$��6!��"
 CIs &C��%�%!'�5�*�6$,�!��"� 7	% Configuration Management 
Database (CMDB) �����$*�*�6&",$�g
%!'�5�*�6$,�!��"���� &C�����k$D��ke�2,�1������
�����*�6$��!���� Service 
Management ��C�"�8�"�5����D"
$7�	6%�D%�7���m�-�m�%��"��C8������C
����� 

2. Relationships to other Processes 
Configuration Management &C5���$7�!��"
#��3,!���D%� Service Support ��C Service Delivery processes 
��� support *"���%� �C������De��%!'��"
5�����C��C
����� k��2�����%�*�6&C��%!'�5�����C��C
����� �g7��*�6&Ck'�
����1�2����� Configuration Management 

3. Configuration Baseline 
Baseline 7	% Configuration D%�1���#"/z� 8�	%�C

*�6k'�$&�C&�2��D/C�"�� ��C&"
*"���%���!�C$%�!,��C37������� 
me6������k�����2,�,"����

• ��
���8�"�$�/z�D"�����5����*-����5�%��7� 
• &",$�g
1���C*
*�6$��,De���"
 CIs ��C��6�*�6k'�$ ��6!�� ��3,! RFC 
• &�,*�6*-�58�$��,D�%1�,���, 8�	%��6�*�6*-�58�$��,D�%1�,���,$)�� $��,De��$�	6%28�� %!���2� 

4. Definitive Software Library (DSL) 
Definitive Software Library 7	%��6�*�6&C authorized versions D%�*��j CIs Software *�6k'� store ��C protect 2�� me6�
 �C�%
,��! single logical ���%�&&C$ 4� Physically multiple �g2,� filestore �-�8�"
�"+��m%r*����� ��C7���
 �%,#"!D%� physical store *�6%!'�5�m%r*������"��,��! 

5. Relationship to Asset Management 
Configuration Management 2��5)�7-�*�6��7���8��!$8�	%��"��"
 Asset Management �����
-�����"�p���!�C$%�!,
D%����*�"�!� 3,! ���&C$ 4������D%� value ��C�����,'�� Configuration Management *�62��5)�$q��C����D%�
�����$*�*�6��%!'����&C���ke������$*�*�6��7����"��"�f��C8�������*�"�!��"��j,��! 



Setting up Configuration Management 
��C
�����5��������1��-�8�"
��������rh���)"6�*�6$8��C��&C��%�5)�$���ke� 6 $,	%�&�����$��6����D%��C!C���5�

��� implement ��C��� implement &���j�"��5)�$���7�%�D������ ��� �C3!)��*�6&C2,�&�� Configuration Management &C��
��-�8�"�5�$�	6%�D%������*��

Benefits 
• Providers &C��7�������!-�5�$�	6%�D%������$*�
� CIs �"��j ��CD�%�'��"�������k��"
����*��j��C
�����D%� IT 

Service Management 
• $��,7����C,��5����D%��v8��! ��C���$mg����"((� 
• )��!5��������1�D%�l{�!���$���1��� clear identification D%�*��j���*�"�!� ��C�����k$)	6%�$D��8��"�2,� 
• �����m%r*�����*�6$ ��6!�� ��%!���)",$&� ��C �"
 ��� Release Management 2,����! 
•  �"
 ����C

7��� �%,#"!3,!���7�
7��$�%��)"6�D%� CIs *�65)�%!'�5�%�7��� $�	6%�,���5)�m%r*�����1�,�v8��! 
• �����k��$7��C8�1���C*
��C���3���D%����$ ��6!�� ����C h(8�2,� 

�KL�������33��I�H���� 
• CIs %�&&Ck'��-�8�,58�%!'�5��C,"
*�6�'���C�6-��g2,� 
• ��C
�����D%���� implement *�62���������$7��C8���C%%��

*�6$8��C��D%� n��D�%�'���C �C$
�!
��� t�
"�� 

8�	%2�����������1�5����*-�3 �$&7*�6$8��C�� 
• ��������,-�$������8�	%7���7�,8�"�%�&&C���$���2  
• D�,�����,��% �C������*�6,� 
• D�,�7��$7�	6%��	%*�6$8��C�� 
• ��C
�����*�6&-��", 7���7�,*�63���$%�!� 8�	%�-�$%�!� 8�	%���$�	%�#�!5�%�7��� 
• ��� implement  �

$,�6!�j *�62��58�7����-�7"(�"
��C
����� Change ��C Release 
• D%
$D�%�&&C�����8�	%�7
2  
• 2�������$)	6%���%�"��C8���� application 8�	% project life cycle  

 



Change Management 
 
��F����� 

$�	6%58��"6�5&�����C
�������C����n������j k'��-���5)�&",������$ ��6!�� ��*�6$��,De��%!����� �C��*f�#�� 
$�	6%*�6&C�,1�$��!5,j *�6&C$��,De��

���G�3���2���� Change management 
 ���$ ��6!�� ��*�6$��,De���"
 IT infrastructure %�&*-�58�$��, h(8������ me6����5)� Change Management &C
�����k)��!58� 

� �"6�5&�������n�� ��C
���������j &C$��,�"
���$ ��6!�� ��*"��8�, 
� 58�$��,7���7��%��7�����C&",������$ ��6!�� ��*�6$��,De���C*"�8"�
� �"�p���,��D%�7�����%����*�6&C$ ��6!�� ���"
7���$��!8�!*�6$��,De��&�����$ ��6!�� �� 

Responsibilities 
 Change Management &C)��!58����7�
7�����$ ��6!�� ��*�6$��,De��5��#��C��,��%�*�6�-��"�,-�$���%!'� Change 
Management &C��%� �C�%
,��! 

� �����
"�*e����$ ��6!�� �� 
�  �C$���1���C*
 ���*�� �-�2� ��C7���$��6!�*�6$��,&�����$ ��6!�� �� 
� $ ��6!�� ��&��7���&-�$ 4���C1������%���"�� 
� 7�
7����C �C�����������C*-����$ ��6!�� �� 
� ���&�%
��C��!���1����$ ��6!�� �� 
� ��� ��C������,���$ ��6!�� �� 

Key Consideration 
 Change Advisory Board 

���)��D%� Change Advisory Board $ 4�1'��e�p�ke�1���C*
*�6&C$��,De��D%��C

 3,!*�6&C��%���7����'�
��C$D��5&*"������%�*��f����&��C,���$*7��7 me6�%�&&C �C�%
2 ,��! 

� Change Manager 
� ��"����*��,��� IT 
� 1'�58�
�����,�������j $)�� ���,'���C

 ����"+���C

 
� �'�7��8�	%1'�5)�����C

 
� ��"����*�62��$��6!�D�%��"
 IT 
� 1'�$)�6!�)�( 1'�58�7-� �e�p� 
��� �C)���

$1)�(8���%�&&C2��2,�$��,De��*��7�"�� $��%�&5)���� �C)��5��"�p/CD%���� �C)��

%�$�g�*�%����� ���%!���2��g������ �C)��������C ���%!�����%! w�C�%�7�"��&C)��!58��"�p��k��#��7����"��"�f�
�C8�������)��2,� 



8��$��, h(8�$���,��� ��� �C)��D%� Change Advisory Board %!���$�g��' �

�"��%�&2���C,��8�	%
7��%��7��� &-�$ 4���%���7/C�������q��$q��*�6�����k�",���5&�"
������2D*�6$���,��� me6�%�&7",$�	%���&��
1'�$)�6!�)�($q��C h(8�����C%!��� 

Change Procedures 
Flowchart ��%2 �����,����$ ��6!�� ��*�6$��,De���

 ��� ��C*�6$��,De��%!���$���,��� me6�&C�%��"
��C
����� 

}Fast Tracking~ me6���1���%���%���"�� *,�%
 ��C���*-�$%���� flowchart D%����$ ��6!�� ��%!���$���,����"��,'
$8�	%�&C)��!58���� implement �"��*-�2,���,$�g����De�� ����g7����C8�"�ke�7���$��6!�*�6��������� ���,��! �"�5)�5�
��/�$���,���$*���"��

Figure 1: Change Procedures Part 1 (normal) 
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Figure 2: Change Procedure Part 2 (normal) 
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Figure 3: Change Procedures Part 3 (urgent) 
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Standard Changes 
Standard Change $ 4����*�����2D*�62,��"
���!%��"
$�	6%8�7�����%�����	��n��*�65)�5������� h(8� $)�� 

���������' �

����"
��"����58��D%�
��p"* 

Change Models 
$7�	6%��	%58��j 5� h&&�
"��"��5)� model �-�8�"
���$ ��6!�� ��%!���m"
m�%� me6������k�"
 �C�"�2,������� 

implement �"��$ 4�2 ���*�67��&C$ 4� $)�� ��� upgrade m%r�������-�8�"
$7�	6%� desktop 
 
Benefits 

� )��!58����
�����*��,��� IT $ 4�2 ���7�����%����*��f����&
� $��6����"!*"�����C�����,��%�	6%���D%����$ ��6!�� �����
�7����,���f����&��C IT 
� �,1�$��!*�6$��,De����C$��,��� �C$���7���$��6!� 
� ����� �C$������*��D%����$ ��6!�� ����%�*�6&C$��,7���$��!8�! 
� ���2D h(8�  �"
 ���7��������k5����
��8�� 
� $��6�1�1���D%�1'�5)�����C

 
� $��6�1�1���D%�
�7����,��� IT $�	6%�&��$��,7���1�,���,�,�� 
� 
��$*�&-�������$ ��6!�� ��*�6&C$��,���De�� 

Possible Problems 
� $��,������D%
$D�2��k'���%� *-�58�
��7�"��2�������k�-�8�,��6�*�6$��6!�D�%��"
���$ ��6!�� ��2,�*"��8�, 
� D�,7����'�5�����e�p�1���C*
*�6&C$��,De��&�����$ ��6!�� �� 
� $��,���5)�%-���&5�*����)%
 
� D�,���7�
7���-�8�"
���$ ��6!�� ��$���,���*�6,� 



Release Management 
 
��F����� 

$�	6%58������k�%�$8g�#�����D%����$ ��6!�� ��*�6$��,De��$��6!��"
*��,��� IT ��C�"6�5&�������-�%%���5)�����"��
&C7�%
7���ke�*"��,���$*7��7 ��C2��5)�$*7��7

���G�3���2���� Release management 
 Release management �"��5)��-�8�"


� ����-����%� ��/� IT *�6�-�7"(j 
� ���$��6�5)����m%r������8�"�
� ����-����$ ��6!�� ��&-�������j ������"� 

Release Management 5)�5����*-���������"
 1'�5)�
��������%�7��� 8�	% supplier me6�$����-� ����,����, m%r������, $%����*�65)�
*"6�2 ��5)���� 

Responsibilities 
� ����1���C���&���7����-�$�g&D%�����-���5)�8�	%���$ ��6!�� ��D%�m%r������me6���%�$��6!�D�%��"
�"


����,������C$%����,��! 
� ��� �C�������"
 Change Management $�	6%7����%,7��%�5�$�	�%8�D%��������1�����-���5)���� 
� �"6�5&2,������6�*�6k'�$��6�5)�����"�������k��,���2,� 
� &",������$��6��-���5)����58�����'�7����C1'�5)���� 

Key Considerations 
 Types of Release 
 Full Release: ����-������*����6�*�6&C$��6�5)���� ���ke����*,�%
��C�&�&��! 

Delta Release: �����$��6�5)����
����6�&�����$��6�5)����58��&��7���*�6����
Package Release: ������*"�� Full ��C Delta �"��$ 4� package release 

 
Definitive Software Library (DSL) 

DSL $ 4�����

D%����7�
7�����5)����m%r������5�%�7��� 3,!���ke����&",m	�%��C�"+��m%r������ ���
�-�8�,7������j (Configuration) D%� DSL �"��&-�$ 4���%�5)� Release Management 5�����-�8�,��6�����j ��%� me6�
��%�7-��e�ke���6�����j ��%2 ���

� Media 
� Naming Conventions 
� Environments Supported 
� Security arrangements 



� Scope 
� Retention period 
� Audit Procedures 
 
CMDB &C��%� update ��C�����%���%��ke�D�%�'�&�� Release Management Process3,!��%,��C5�

D/C$,�!��"���%������ update DSL 7�
7'��"�2 ,��! 

Definitive Hardware Store (DHS) 
$ 4�$�	6%�*�6$��6!��"
���$����7��� �%,#"!D%�%� ��/�$�g
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Testing and Back-out Plans 
 ���$��6��-�2 5)����&C��%�2,��"
���*,�%
%!���$D����,��C2,��"
���$8g�)%
&��1'�5)���������7�����
'�/�
k'���%���%�*�6&C,-�$����1���� �C���5)� ��C��%������
"�*e��������28�*�65,
���*�61������*,�%
�����k�-���5)�
���2,�*������8�	%
������$*���"��

Change, Configuration, and Release Management 
 ������'�!�����$�	6%7�
7�����$ ��6!�� ��(Change), 7��D%��C

 (Configuration), ���$��6��-���5)����5�
�C

 (Release Management) �"��$ 4���6�*�6��%���C*-� 8��2�������7�
7��,"����������&C$��,D�%�'�1�,���,De��5�
�C

%!��������! *-�58�2�������k��,������$ ��6!�� ��*�6$��,De��2,� ��C��1�*-�58����$��6��-���5)�����C

�"��
7�
7��2��2,������,��! 

D�%��C�-�7	%&C��%����C

���$ ��6!�� ��, ��� �"
����7��D%��C

, ���$��6��-���5)����5��C

 $��!�
�C

$,�!�$*���"�� $�	6%58������k 

� ���
*
�*��C8���*�6
� CMDB, DSL ��C DHS �"��5)�$7�	6%��	%��C library *�6��7���5���$7�!��"� 
� ���$ ��6!�� ��(Change), 7��D%��C

 (Configuration), ���$��6��-���5)����5��C

 (Release 

Management) ��7����"��"�f�D%��"�p/C���5)���� 



Benefit 
�  �"
 ���7�/#��D%����58�
�����$ 4�1�58� �C�
7����-�$�g&*��f����&
� �"6�5&�������,������Cm%r������*�65)�5��C

%!'��"��*��
�k��CD%�7�/#��, ���$ ��6!�� ��*�62��k'���%�

, ��C���5)�m%r������3,!*�62��2,��"
%��(�� 
� ���5)�*�"�!�������j $ 4�2 %!����� �C��*f�#�����De�� 
� ���&",����"
���$ ��6!�� ��*-�2,�,�De��
� 2,��"
���7�,8�"�D%����58�
�����&C
�7����,��� IT ,�De��

Possible Problems 
� ��"����2��!%��"
��f����*��58��j 
� $��,%�
�!$�	6%$ 4����*�����5)�
�������*�6$���,��� 
� ����
��
*
�*8���*�6�C8����1'�*�6*-���� operation �"
 1'��"+���"��2�������k�
���!��"�2,�)",$&� 
� �����*,�%
��%����$��6�5)����5��C

2����
'�/�$�	6%�&��
��7�"��D�,%� ��/�5����*,�%
 
� 2�������k������C

De����58��2,�*"��8�, 
� D�,7���$D��5&5��C

*"��8�, 



Service Delivery Overview 
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Service Level Management 
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Operation Level Agreement (OLAs) 
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Financial Management for IT Services 
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Cost-plus:  price = cost ± X% 
Going rate: ��7�*�6$ ��!
$*�!
�"
7��5)�&��!D%�8���!���%	6�j#�!5�%�7��� 8�	%%�7���%	6�*�6���"�p/C

7���!7�e��"� 
Market rate: ��7�*�6&"
7'��"
7��*�6k'�$��!�$�g
3,! supplier $&��%	6�j 
Fixed price: �����D%���7�*�6k'��"��2��5�����C)���$����"
����n��D%��'�7��*�62,������7�,���/����5)�

2������8���

2. Cost Elements 
)��,D%�7��5)�&��!D%�%�7���&C��%�$��!2 %�&�
��2,�$ 4�

Hardware  $)�� Mainframes, �1�� disk, network, PCs 8�	% %� ��/�*�65)�5����
����� 
Software  $)�� �C

 t�
"�����, 3 �����5)����, n��D�%�'�, ������&�%
��C&",��� 

$7�	6%��	% 
People   $)�� $���$,	%�, 1��-�2�, re-location costs, 7��5)�&��!5�$�	6%�D%�7���$��!8�!,

���5)�&��!*�65����&���*�6 �e�p� 
Accommodation $)�� 8�%�*-����, �k��*�6&",$�g
, secure area 8�	%��6�%-���!7����C,������j 
External Service $)�� 7��� �%,#"!5����
�����, ����%
�'����y����/��C8�������58�
�����,

���&��� Outsource 



Transfer  $)�� ���$�g
7��5)�&��!&��8���!���%	6�j#�!5�%�7���$,�!��"� 

7��5)�&��!����C �C$#*�����k&",�����2,�$�	6%5)�5����
"()� 3,!�!����7����������2,�,"����
Either Or 
$���*��
$ �,$1!D�%�'����m	�%D�!*�"�!����%!���)",$&� $)�� ���m	�%
server 58�� 

D"�� t�
"����� 
7��5)�&��!�

�"���%�"�D%����58�
����� $)�� ��"���� 7��2r 
7��
-�����"�p� 7��%� 3#7 
��3#7 $ 4���� 

Direct 
7��5)�&��!*�6�����k$�g
2,�3,!���&���'�7��7�$,�!� 8�	%�����
D%��'�7��

Indirect 
7��5)�&��!*�6k'��
��&��*��j���� 8�	% a number of Customer 
groups 

Fixed 
7��5)�&��!*�6k'��-�8�,2������5�����C)���$��� $)�� $���$,	%� 7��
$�	6%� 7��
����� ��� 

Variable 
7��5)�&��!*�61"�� ����$��� 8�	%���5)���� $)�� 7��2r 

3. Cost Model 
$ 4���%
���*-����5��' �

D%����7-���/#�����D%�7���&-�$ 4�D%�7��5)�&��!5����
�����*��,���2%

*�*�6�����k&",$�g
��C�C
�ke��"��'�7��2,� me6� Cost Model *"��8�,&CDe��%!'��"
���7-���/7��5)�&��!D%��'�7������C7� ��� model 
%	6�j&C�����k�"+����C��,�7��5)�&��!D%�����C
�����8�	%7��5)�&��!D%�����C�	��*�6
�����2,� 

Benefits 
� �,7��5)�&��!�C!C!�� 
� $��6�7����"6�5&5�����"����C&",����
 �C��/ 
� D�%�'�7��5)�&��!*�6k'���%�&C��"
���������*��,��� IT 
� �� �C��*f�#�����&�����5)� IT 5�f����& 
� $��6�����"
�'���C7���$)�6!�)�(,��� IT 
� ��7����"6�5&*�6f����&�����k&",8��
 �C��/2,�$��!��%*�6&C5)�5�,��� IT ���*�6��%���� 
� f����&&-�������*-�����",���5&
��	��n��,��� IT 
� 2,�7��5)�&��!,��� IT *�6k'���%�$8��C���"
���5)���� 
� ��%�*f�����%�'�7����C�y������D%�1'�5)� 
� !%�58������$ ��!
$*�!
�"
1'�58�
�����%	6�

Possible Problem 
� �
 �C��/, 
"()� ��C 7��5)�&��! $ 4���6�*�6�-�7"(5�,��� IT ��C�g$ 4�D�%&-��", 
� D�,D�%�'�*�6$ 4� �C3!)����%�������1�*"��#�!5���C#�!�%� IT �����k$ 4���$8��D%� h(8���C*-�58�

���)��2,� 
� $&��8���*�6 IT *�6��*"�pC,���
"(�8�!�� ,"��"����&����8�"�%�&De��%!'��"
*�"�!���#�!�%� 



� !�*f��f�,��� IS D%�
��p"*��C�"�k� �C��7�&C2��k'��"+����C7�,7C$�2������!-�
� IT %���3� ��C1'�&",���f����&%�&2���%5&7��3�8��!1'�,'��D
�����,������$��� 
� IT 2�������k�%
��%���%���$ ��6!�� ��7�����%����D%��'�7�� 7��5)�&��!$ 4�%�*f���%!���8�e6�
� D
�����,������$���$ 4���6�m"
m�%� *�6me6�7��5)�&��!D%��C

$��6�7�/7��D%�D�%�'� 
� $7�	6%��	%�����,���D�%�'����&",$���!����5)�*�"�!���2������!-� 2��$��6!�D�%��"
7��5)�&��!*�6�'�De�� 
� k��7��5)�&��!�'��'�7��%�&8"�2 5)�
�����,��� IT &��*�6%	6�



Capacity Management 
 
��F����� 

$�	6%58�$D��5&7�����%����D%�f����&*�6&C$��,De��5�%��7� ��C$�	6%58����5&���2,�&",$���!����5)�&��!*�6�� �C��*f�#�� 
$8��C���"
7��������k5� h&&�
"�%��7���C*��*��7�����%����*��f����& 

���G��2��36HI��������i�j�O 
$�	6%58����5&���D
�����*��,��� IT ��C7��������k5����&",$�g
D�%�'�$���!����2,��"��"�f��"
7�����%����D%�

f����&$��6!��"
���5)�&��!*�6�� �C��*f�#����C$8��C�"
$��� 

�J��I��I��36HI��������i�j�O ��H6���� :
- ��,��� �C��*f�#����C1��"�f�D%����58�
����� IT ��C������"
����*��,��� IT 
-  �"
$ ��6!���&�������5)�*�"�!���58��� �C��*f�#�� 
- $D��5&7�����%����,��� IT 5� h&&�
"� ��C7�����%����*�6&C$��,5�%��7� 
- %�*f���7�����%����*�"�!���, ����"
D
��������&",���
�����%	6�j 
- ����� �C��*f�#��5��������1�7�����%����,��� IT $�	6%58����
�����2,��"
���!%��"


I��36HI��������i�j�O�������J��������k3���K336�H6���� 
- ���7�,7C$�*��f����&*�6����!-�
- ���$D��5&$*73�3�!�*�6��%!'���C$*73�3�!�5�%��7� 
- 7��������k5����5)�&��!%!����� �C��*f�#�� 
- ���5)�D
��������&",������
�����*�6�� �C��*f�#�� 2,�1� 
- 7��������k5��������1� ��C��������7��������k*�� IT *�6$8��C����%7�����%����*��f����& 

��������2��I����� 

Business Capacity Management (BCM) 
 #��C8���*�6*�6*-�58����5&ke�7�����%����D%�f����&5�%��7� �-�8�"
���
�����,��� IT k'���&��/� ����1� ��C
$���!���� 7�����%����$8��������&���������1����58�
�����58��, �"+�����58�
�����*�6��%!'�,  �"
$ ��6!��1� ���*�6&C58�
$��,��6�$8��������%���7����'�,"���%2 ���

- �C,"
D%����58�
�����5� h&&�
"���C SLAs 
- �C,"
D%����58�
�����5�%��7���C SLRs 
- �1�*��f����&��C�1� �C��*f�#�� 
- �' �

$*7��7
- ��f����*�� Application 



Service Capacity Management (SCM) 
 7	% D%
D��!D%����&",��� �C��*f�#��D%����58�
�����,��� IT *�6$���!��-�8�"
�'�7�� ��C�"
1�,)%
�����,�����C
�"��",���
����� ��%���7����'�,"����

- �C,"

�������C SLAs 
- �C

����j , $7�	%D��! ��C 1��"�f���C �C��*f�#��D%����
����� 
- ��,��� ���&�", ��$7��C8�  �"
$ ��6!� ��C ���&",����"
7�����%���� 

Resource Capacity Management (BCM) 
 ��5&5����&",������� �C�%
,���37��������	��n�� IT ��C7������5&5�D%
$D�D%�*�"�!���#�!5�37�������
�	��n�� IT k'���,�����C���&�", ��C��
���D�%�'� ��$7��C8� ��C��!��� ��6�$8��������%���7����'�,"����

- $*73�3�!�5� h&&�
"���C �C3!)��D%��"� 
- 7���!	,8!���D%��C

��C���
����� 

�������6L����2��O�3���� 

Overlapping Activities 
 ���&",��� ����/*�"�!�����C���58�
���������&����!�%!*�67���!j �"� %!���2��g,� !"���7����������5�����*�6��5& 
�������7	%���
�����*�6��"
����f����& ����*�6�%�7	%$*73�3�!�*�6me6��%��"
���$���!����
����� 

Performance and Capacity Issues 
 ���&",���7��������k$ 4�&�,�	��n���-�8�"
 �C��*f�#��D%� IT ��C7��������k ���&",���$�g�$����7%�&k	%$ 4�
�����-�7"( *�6�"��"�f��"
���*-����5�����C�"� ���#��C8���*�6*"��8�,7��58���D
�����&",���7��������k*�6$ 4��������� 

Iterative Activities 
 ��&�������&",���,���7��������k8�"�j D%������,���, �����$7��C8�, ��� �"
$ ��6!� ��C��� implementation 
*-�m�-�58�$ 4����"!

	���2��15I��36HI����������N 
n��D�%�'����&",���7��������k (CDB) k'�5)�$ 4��	��n���-�8�"
���1�����!������&",���7��������k*�6��%!'���C

7��������k5�%��7� �"�2��2,�$ 4�,����$
�$,�6!�j ���&C �C�%
2 ,��!D�%�'�&��8��!j *�6 ��C&C
��&�D�%�'�*�6��������"�
&-������� me6�2,����D�%�'�,"���%2 ���

- D�%�'�f����& 
- D�%�'�
����� 
- D�%�'�$*7��7
- D�%�'����$��� 
- D�%�'����5)� �C3!)�� 



I��36HI����������NM5�iQ�I�3 
���&",���7��������k&C��%�$D��5&37��������	��n��*��$*7��7��C7��������kD%��"� ��C1���C*
5����5)�

$7�	6%��	%��C$*73�3�!�58��j 
%!���2��g,� �-�7"(!�6�2 �����"���g7	% �"�&C7�%�D���5���)�,�"
f����& �"���%������k7�,7C$�f����&��C��� �C$��� 

workload #�!5�7�����%����7��������k, 5�����D%� ����/ ��C�-�8�,2,����$�	6%2�7���&C�� 

I��36HI������2��I�� 
$ 4������-�7"(D%������,��%�C8����f����&��C7������&",���7��������k ��C���"�k� �C��7�D%�%�*f���D%�7���

��%������C!�6�2 �����"��7	%���5)�*�"�!��� �"���%���7���$D��5&7�����%����*��f����& 7�����%����*��,��� IT ��C 
*�"�!���,��� IT ��� �"�$ 4���6�*�6�C$%�!,%�%���C2��2,�$ 4�$8��*�6*-�58�$��,7���$��!8�!��%f����& �'�7�� 1'�5)���� 8�	% )	6%$��!�
,��� IT 
 
I��I�����MJJ��HQ5�4 
�������1� �C��*f�#��$ 4������C*-�*�6��,��!� *�6�-�7"(%!���8�e6� ��6�*�6��%�*-�58���,��!��
��$ 4� 2 %!��� 7	% 

- 7��5)�&��!*�6���*���"
7��������k 
- ���&",8�*�6���*���"
7�����%���� 

05���S� �4 
- $������������ �C8!",7��5)�&��!��C �C��*f�#��5����&",���*��,������$���5����$���!����*��,��� IT 
-  �C���$���5����5)�&��! 
- &-��",���5)�&��!*�62��&-�$ 4���C5)� �C3!)��&��$7�	6%�2��$7�	6%��	%*�6��%!'�58�7���7��*�6��,
- D&",���m	�%D%�*�6���$���2  
- �,7���$��6!�D%� h(8�8�	%����'($��!5���� t�
"�� 
- $��,7���$)	6%�"6���C�"+��������7�,7C$� 
- �"+������"
�'�7���*��,���7��������k*�6$��,De��#�!5��"t&"������"+�� Application  
- ,'��*�"�!���*��,��� IT *�6��%!'�2,�,�!�6�De�� 
- �����7����"��"�f�*�6,��"
�'�7�� 1'�5)���� ,��!���$D��5&�C,"
D%����58�
�������C SLAs 
- ������"+�����58�
�������%,&����7�
7��*�6,����� 
- �,�����%���������"
����*�62��$��, �C3!)�� 

�KL�������33��I�H���� 
- 7���D�,8�"�D%��'�7�������$���7��������k*��$*7��7*�6$����%!'� 
- ���7�,���&C2,��-�2����j 
- 2��2,��"
���!%��"
*��,��� �C��*f#�� &��&-����$7�	6%�2��$7�	6%��	%*�6����C1���
- D�,D�%�'�*��f����&*�6&-�$ 4� *�6$8��C������7��8�	%���*-�58�$��,7��� �%,#"!



- D�%�'���C���7�,7C$�*��f����&2���C$%�!,��C2�������k$)	6%k	%2,� 
- D�%�'�2����
'�/� 8�	%2���C$%�!, 3,!$q��CD�%�'��C

����j, $7�	%D��!, 7%����$�%�� *�6��C&",��C&�! 
- �� ����/D�%�'����$���2  
- D�,$��� ��C $*7��7 ��%,&�*"�pC 



IT Service Continuity Management 
 

��F�����(goal) 
$�	6%��"
����D
�����&",���*��,���f����&*"��8�,%!�����%$�	6%� 3,!$)	6%�"6����7�����%����$*7��7*��,���2%*���C

���58�
�����*�6�C,��)��!�'�7	����*�6��%������C5�)���$���*�6f����&!%��"


���G�N������I��36HI����������f������I��W�2J��I��G���(Why IT Service Continuity Management?) 
���&",���7�����%$�	6%�D%����58�
�����2%*�(IT Service Continuity Management)$��6!�D�%��"
7��������kD%�

&",���%�7���58���%$�	6%�$�	6%58���%�����",���5&��C!%��"
�C,"
���58�
�����2%*�$�	6%��"
����7�����%����D"���	��*��,���
f����& ,"����

7����"6�5&5����%!'��%,D%�f����&3,!����,1���C*
D%�#"!��
"��8�	%7������$8�� 
�,7���2���"6�7���C$��6!���%f����&3,!�����$7��C8�7���$��6!���C���&",���7���$��6!� 
 i%��"�7���$��!8�!D%��'�7����C7���$)	6%�"6�D%�1'�5)� 
*-��������1�����'�7	�D%�2%*� (IT recovery plans) 

 
j�����2���� (Responsibilities) 

 *��$�	%�D%����58�
�����2%*�(IT Service Continuity) ��%�k'�$D��5&��Ck'�$�	%�*��%%�58�,�*�6��,5������"
����
7�����%����*��,���f����&


*
�*��C7����"
1�,)%
&-�$ 4���%�k'��C
���C$8g�,��!&���C,"
senior$�	6%58��"6�5&ke�7���$%�5&5����C�"((�
�-�8�"
D
����� 

�1�����'�7	�D%�2%*�(IT recovery)��C�1���%$�	6%�*��f����&7��&C �"
58�$ 4����$,�!��"�(aligned)��C���&*��
��� ��� ���2D �"
 ���58����C*,�%
 

J�J��W�I���n�J6��I��W��j����I�� 
(Roles in Normal Operation) 

J�J��W��N��I���4��Ip� 
(Roles in Crisis Situation) 

Board Level 
$��6����D%�7�����%$�	6%�D%����58�
�����2%*�(IT 
Service Continuity) 
�-�8�,�3!
�!(policy) &",���(allocate)7���
�"
1�,)%
 �"6������C�%
%-���&(authorize) 

&",������y����/� �",���5&�����"� $�	6%�#�!�%�
(external affairs) 

Senior Management 
&",���7�����%$�	6%�D%����58�
�����2%*�(IT Service 
Continuity) 
!%��"
����%
8��! �	6%�����C7%!,'�� 
 �C������D���%�7���(across organization) 

 �C������ �"6������C�",���5&(arbitration)  
�8���*�6��D%����58�%-���&(resource authorization)



Junior Management 
,-�$������(undertake)��$7��C8�7�����%$�	6%�D%�
���58�
�����2%*�(IT Service Continuity) 
�-�8�,7��������k5����D����(deliveables)  *-�
�"((�(contract)�-�8�"
���
����� &",���*,�%

��C�"
 �C�"� 

*-����D%��%�����%�(invocation) 1'��-�*�� &",���5�
�	��*�6(site management) ��,��% �C��������C
��!��� 

Supervisor and Staff  
�"+�����D����(deliveables) &",��� 58�
����� *-����*,�%
D
�������CD"���%� 
 t�
"�����%!���8�"� ����)��D%�*�� ��,��% �C������(liaison) 

�6�W3���I��O�3����(Key Considerations) 
• ����'��"�D%�2%*���C����	6%���*��f����&(IT amd Business Continuity Awareness) 

 8�*��*�6,�*�6��,*�6$��6�����'��"�7	%$���(highlight)7���$��6!�*�6$ 4�2 2,���C1�*��f����&*�6%�7�����%�$1)�( �'�ke�7���
&-�$ 4��-�8�"
���&",�������	6%������58�
�����2%*�&C��&�� 

)���D%�%�7���*�6$1)�(7���$��6!���C���3&���(vulnerability)  
 The potential business impacts that could result should any of the risks aterialize 
 7���$ 4�2 2,�(the likelihood)D%�����C7���$ 4�2 2,�D%�7���$��6!� 

7����"
1�,)%
D%�
�77���C#��C8���*�6(liabilities) $)�� D%�����"6����(of director) 
 7����,,"�#�!�%� $)�� &��1'�7�
7��(regulators)8�	%1'�k	%8���(shareholders) 

• *��$�	%�5�����'�7	�(Recovery Options) 
*��$�	%�&-�$ 4���%�k'���&��/��-�8�"


�77���C ��� �"
�"�(accommodation) 
Itsystem, network ��CD
�����(process) 
Critical service $)�� �-��"�(power) ��-� , postal service $ 4���� 
Critical assets  $)�� ���
"�*e���C,�p(paper records) �"�k�,�
%���%��(reference material) 

����5f�I(option) �i�J��(description) 
2��*-� (Do nothing) �*
&C2��5)�$�	6%�&�� D
�����*��f����&�%����

%!���(few)�����k*-�8���*�6%!����� �C��*f�#��3,!
 ���&��2%*� 

Manual back up �����k�",)���$���*�62,�1�&���C*"6�5)� IT service 
%��7�"��?? 
Can be an effective interim measure until the IT 
service is resumed 
 



����5f�I(option) �i�J��(description) 
Reciprocal arrangement Organizations agree to back each other up in an 

emergency,rarely used now except for off site 
storage because of practical difficulties e.g. 
limited excess IT capacity 

Gradual recovery Usually consists of an empty computer 
environment in which an organization can install 
its own equipment. May be used where a 
business can function for a period of 72 hours or 
more without IT services. Can be internal or 
external, fixed or portable, possibly with 
guaranteed equipment delivery 

Intermediate recovery Typically involves the re establishment of critical 
systems and services within a 24 72  hour 
period. Can be internal or external. Fixed or 
portable, and consists of a computer 
environment containing recovery IT equipment 
that can be configured to support the business. 

Immediate recovery Would involve the use of an alternative site with 
continuous mirroring of live equipment and data. 
Can be internal or external and is the most 
expensive option. Would only be used for critical 
business services where loss of service would 
cause an immediate business impact. 

Rish Analysis 
8��!��f���� �C$��/7���$��6!���C�����$7��C8�!"�7���%!'� $)�� CCTA Risk   Analysis and Management Method(CRAMM) 
me6�$��6!�D�%��"
����C
�7���$��6!� ���7��7��� k'�3&�����C��1��"
���*-�58��-�$�g&��%2 D%�����",���7-�������*��



Risks
7���$��6!� 

Couter measures
�"��",���7-���/ 

ANALYSIS

MANAGEMENT

���S� �4 
• &",���7���$��6!���C ����,��D%�1�*�6�����(consequent reduction) me6�$ 4�1�D%�������$8�� 
• �"
 �C�"�7���$ 4�2 2,�D"���6-�
• 7-��"6�
����1���C7�
7��7�����%����(Fulfilment of mandatory or regulatory requirements) 
•  �"
 ���7����"��"�f��C8����f����&�"
2%*� 
• �,�������!�5��C8����*�6$��, ,��!��������k58�
������'�7	�%!����� �C��*f�#��5��-�,"
7����-�7"(D%�f����& 
• $��6�7����"6�5&D%��'�7��  �C3!)������D��D"�7���$ 4�2 2,���C $��6�7���$)	6%k	%D%�%�7��� 

�KL���������G�GH2(Possible Problems) 
• ����"
7-��"6��"((����&",�����C*�"�!��� 
• m	�%1� �C3!)����C)��!$8�	%&��f����& 
• D
�������C���*��D%����*,�%
��C����-���me6��������1��-�8�"
 live services 
• 5)� �C3!)��D%����� �C�%
 *�"�!�����CD�%�'�$�	6%*,�%
����'�7	�D%�IT ��C�������1�7�����%$�	6%�*��f����&
• �%�D������� �C�%
*�6%"����! 3 ����� ��C 1���C*
D%�f����&*�6� �7���8��!1�,
• 2��k'���%�D%�1���C*
*��f����&��C�������$���*��f����& 
• ���1��1����"
f����&��CD
�����&",������58�
�����*�62��,��% 

*�"�!����
assets

Threats
���7��7��

Vulnerabilities
���3&���



Availability Management 
 

��F�����(goal) 
 $�	6%�� �C��*f�#���'���,D%�37��������	��n��*��IT(IT infrastructure)��C��"
����%�7���$�	6%�-���� �C��*f�#��D%�
���*����C�C,"
�����"
����D%����2,���me6�7��������k*-�58�f����&�%5&�"
�"�k� �C��7� 

Why Availability Management? 
 Availability Management ensures services 7	% ���8���2,�$�	6%�'�7����7���&-�$ 4� ��%�*f�����&�� 

7�����%����*��,���f����&
7�����%�������*��(to meet it) 

 ��� configuration ��C ���m"
m�%�D%�37��������	��n��*��,���2%*� ���ke��C,"
*�6�����$���2  ���$)	6%k	%37�������
��C���� �C�%
 ��C�C,"
D%����,'��37��������	��n�� 

��C
�������CD"���%�5)�3,! IT services 
  h&&"!*��,���7���C$8�����#�!�%� 
Responsibilities 
 Obtimize availability 3,!��,���(monitoring)��C��!������� �C�%
8�"�*"��8�,D%����8���2,�(availability) 
 �-�8�,7�����%����*�68�2,�5����CD%�f����&(business terms) 
 �!���/���C%%��

�-�8�"
�C,"
7���7�,8�"�D%��C,"
D%����5)� �C3!)��(abailability)��C7��� �%,#"!

1����1����5)� �C3!)��(Availability Plan) 
 ��
��� ��$7��C8� ,'��D�%�'�*�68�2,���C��!���D�%�'��"��

�"6�5&�C,"
���58�
�����(Ensuring service levels)k'��
3,!�����,��� service availability levels   ��%���� SLAs  
��C��,���OLA targets ��C external supplier serviceability achievements 
 ���&*��%!�����%$�	6%���C�"+�����5)� �C3!)��(availability) 
 
Availability Management Principles 
 Availability $ 4�8"�5&8�"�D%�7���&-�$ 4�*��f����&��C7����%5&D%�1'�5)� 

��C8�"�(Recognizing) ��� ��6�*�6,-�$������1�, !"�7������k2,��"
7����e��%5&D%�1'�5)� 
�"+�� availability �����k$��6�$�	6%$D��5&���1���,��!$*73�3�!�%!���2���C��"
����f����& 

Useful Definitions 
High Availability �"�p/CD%����58�
�����2%*�(IT service) �"����%!*�6��,8�	% � i%�1���C*
D%����

1�,���,D%����� �C�%
2%*�58����1'�5)� 
Continuous Operation �"�p/CD%����58�
�����2%*�(IT service) �"����%!*�6��,8�	% � i%�1���C*
D%� 

Continuous Availiability  



Benefit 
� Address 7�����%�����	��n��*��f����&D%�Availability 5��C,"
�'�
� 58�
�����(Service)7	%%%��

��C&",������*��%!����� �C��*f�#���"
7�����%����,���f����&*�6

$q��C$&�C&� 
� Availability level 8��!ke�����",ke������"
�������&",����C,"
���58�
�����%!���$�g�*�6
� Shortfalls in service level 8��!ke�����C
���C���2Dactions taken 
� 7���k�6��C7�����%$�	6%�D%�������$8��*��,���2%*�(IT failures)*�6k'��,�� 
� Change IT mindset from a reactive to a proactive attitude 
� IT support $��6��'�7��(add value)58��"
f����&

Possible Problems 
� �����k�",2,� 
� 2�������k�",&�,���
����� 
� !��5����7���
��"����*�6��*"�pC��C �C�
���/� 
� ��$8��1�*�6&C&",���58��"��"�f��"
7��5)�&��! 
� D�,����%
8��!���&",��� 
� De��%!'��"
1'�&",8�*�6&C58�
�����D�%�'� $)�� reliabiltity and maintainability 
� !��5�����-�8�,f����&��C���8�7�����%����D%��'�7�� 
� D�,D�%�'�$��6!��"
37������� IT, k��2�������n��D�%�'����&",���%�7� �C�%
 

Business Value 
 Effective Availability Management will influen Customer satisfaction and determine the perceived  
reliability of the business on market 
 

Key Consideration 
 

�  h&&"!D%����&",���*�6$ 4� �C3!)�� 
� $ %��$m���D%�)"6�3�����58�
������-�8�"
���� �C�%
8�	%
�����*�6��7�� 
�  i%��"�7���1�,���,��C�����k�"�p����58�
�������C��� t�
"�����!�%!j 
� 7��������k58�
�����$�g
�"�p�8�	%���� �C�%
*�6�����k�"((�$�	6%58��"
37��������	��n��2%*�����C���� 
� Security : the implementation of justifiable  controls to ensure continued IT service within secure 

parameters. Viz : Confidentiality . Integrity and Availability. 
 



Availability Metrics 
 The IT Availability Metrics Model(ITAMM) assists in assessing the range of metrics and perpectives the 
should be considered when establishing availability  measurement and reporting. The model can be use to establish 
what need to be measured in order to give a comprehensive view of the availability of IT services 
 
Availability Management Principles 
 

� 7������%�$ 4���6��-�7"(�-�8�"
7�����%����*��,���f����&��C7����%5&D%�1'�5)� 
� 8��$��,7���1�,���, 1'�5)�!"�7��e��%5& 
� ����"+��7������%�5����58�
����������k$��6�$�	6%$D��5&$*73�3�!�*�6��"
����*��,���f����& 

Benefits 
� )��ke�7�����%����D"���	��n���-�8�"
7������%�5��C,"
*�6�'�
� %%��

��C&",������58�
�����*��2%*�$�	6%&C5)�7��5)�&��!%!���7���7����C������7�����%���� 

*��,���f����&
� �
���C,"
$�	6%58��%,7��%��"
���58�
����� 
� �����
��)��D�%1�,���,D%����58�
�������C*-�������2D 
� �C!C$���D%����1�,���,2,��,�� 
� $ ��6!�7���7�,D%���"����2%*�58���*"��7��$ 4��

 proactive 

 
Possible Problems 

� ����",���58�
���������j%�&���$���7���&-�$ 4�&��7�����%����*��,���f����& 
� ����",���58�
�����%�&2������"
��6�*�67��&C$ 4�
� ���8�
�7����$8��C��*-�2,�!�� 
� D�,m%r*�����*�6$8��C�� 
� ���
�����De��%!'��"
 supplier $)��7������$)	6%k	%��C���,'���C

 
� D�,�7��D�%�'�*�6$��6!�D�%��"
37��������	��n��*��,���2%*� 



�2����� 

http://www.itilcommunity.com/
http://www.itil.info
http://www.icansp.com/


