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§  Service	
  Management	
  is	
  a	
  set	
  of	
  specialized	
  organizaFonal	
  capabiliFes	
  for	
  providing	
  value	
  to	
  
customers	
  in	
  form	
  of	
  services.	
  The	
  capabiliFes	
  take	
  the	
  form	
  of	
  funcFons	
  and	
  processes	
  for	
  
managing	
  services	
  over	
  a	
  whole	
  lifecycle.	
  

§  Service	
  Management	
  is	
  also	
  a	
  professional	
  pracFce	
  supported	
  by	
  an	
  extensive	
  body	
  of	
  knowledge,	
  
experience	
  and	
  skills.	
  A	
  global	
  community	
  of	
  individuals	
  and	
  organizaFons	
  in	
  the	
  public	
  and	
  private	
  
sectors	
  fosters	
  its	
  growth	
  and	
  maturity.	
  

What	
  is	
  Service	
  Management?	
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What	
  is	
  Service	
  Management?	
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What	
  is	
  Service	
  Management?	
  

CERN	
  Management	
  

HR	
  

Projects	
  &	
  Experiments	
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§  Service:	
  

§  the	
  supplying	
  or	
  supplier	
  of	
  uFliFes	
  or	
  commodiFes,	
  required	
  or	
  demanded	
  by	
  the	
  public	
  (DicFonary).	
  

§  A	
  means	
  of	
  delivering	
  value	
  to	
  Customers	
  by	
  facilitaFng	
  Outcomes	
  Customers	
  want	
  to	
  achieve	
  without	
  the	
  
ownership	
  of	
  specific	
  Costs	
  and	
  Risks	
  (ITIL	
  Glossary).	
  

What	
  is	
  a	
  Service?	
  

AND

AND

OR
Performance supported?

Constraints removed?

Available enough?

Capacity enough?

Continuous enough?

Secure enough?

Value-created
T/F

T/F

T/F
T: TRUE
F: FALSE

UTILITY

WARRANTY

Fit for 
purpose?

Fit for use?
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§  Service	
  DescripFon:	
  

§  Name	
  
§  General	
  DescripFon	
  
§  Service	
  Offers	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
§  LimitaFons	
  	
  	
  	
  	
  	
  	
  	
  
§  AddiFonal	
  InformaFon	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
§  Related	
  InformaFon	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
§  Customer	
  	
  	
  	
  
§  Primary	
  User	
  Group	
  	
  	
  	
  
§  Secondary	
  User	
  Group	
  	
  

What	
  is	
  a	
  Service?	
  

§  Contact	
  InformaFon	
  	
  
§  OperaFon	
  Time	
  /	
  Opening	
  Hours	
  	
  	
  	
  
§  Support	
  Time	
  	
  	
  	
  	
  
§  Service	
  Time	
  	
  	
  	
  	
  	
  
§  CapaciFes	
  
§  Availability	
  	
  	
  	
  	
  	
  
§  Performance	
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§  Customer	
  
§  Defines	
  requirements	
  
§  Defines	
  funcFonality	
  &	
  quality	
  
§  Budget	
  responsibility	
  
§  Decides	
  about	
  cost-­‐benefit-­‐raFo	
  
	
  	
  

§  Primary	
  User	
  
§  Part	
  of	
  the	
  customer	
  organizaFon	
  
§  Uses	
  Service	
  to	
  provide	
  his	
  own	
  poraolio	
  

§  Secondary	
  User	
  
§  consumes	
  

What	
  is	
  a	
  User	
  &	
  a	
  Customer?	
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§  FuncFons	
  are	
  units	
  of	
  organizaFons	
  specialized	
  to	
  perform	
  certain	
  types	
  of	
  work	
  and	
  responsible	
  
for	
  specific	
  outcomes.	
  

§  FuncFons	
  are	
  elements	
  of	
  hierarchical	
  line	
  organizaFons	
  with	
  their	
  own	
  resources	
  and	
  capabiliFes	
  
(methods,	
  skills	
  etc.).	
  

§  Within	
  funcFons	
  roles	
  are	
  defined	
  to	
  take	
  over	
  certain	
  acFviFes,	
  through	
  which	
  funcFons	
  are	
  
embedded	
  in	
  overall	
  processes.	
  

What	
  is	
  a	
  funcHon?	
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§  A	
  temporal	
  and	
  logical	
  linking	
  of	
  individual	
  acFviFes	
  which	
  connects	
  and	
  uses	
  resources	
  and	
  
capabiliFes	
  to	
  –	
  directly	
  or	
  indirectly	
  –	
  generate	
  a	
  value	
  for	
  the	
  customer.	
  

§  Processes	
  have	
  the	
  following	
  characterisFcs:	
  

§  Measurable	
  
§  Specific	
  result	
  (defined	
  output)	
  
§  Specific	
  buyer/customer	
  
§  Specific	
  trigger	
  (defined	
  input)	
  

What	
  is	
  a	
  process?	
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§  The	
  Service	
  Owner	
  is	
  accountable	
  for	
  one	
  or	
  more	
  services	
  within	
  the	
  GS	
  or	
  IT	
  organizaFon	
  
regardless	
  of	
  where	
  the	
  underpinning	
  technology	
  components	
  or	
  professional	
  capabiliFes	
  reside.	
  

§  As	
  a	
  single	
  point	
  of	
  accountability	
  the	
  Service	
  Owner	
  represents	
  their	
  service(s)	
  towards	
  service	
  
customers.	
  The	
  Service	
  Owner’s	
  main	
  responsibility	
  is	
  to	
  define	
  the	
  service(s)	
  in	
  terms	
  of	
  
funcFonality,	
  scope,	
  capacity,	
  quality	
  and	
  costs	
  in	
  agreement	
  with	
  customer	
  requirements.	
  

§  ResponsibiliFes	
  also	
  include	
  managing	
  service	
  performance	
  to	
  ensure	
  that	
  all	
  funcFons,	
  funcFonal	
  
units	
  and	
  processes	
  contribuFng	
  to	
  service	
  provision	
  are	
  adequately	
  involved	
  as	
  well	
  as	
  conFnual	
  
improvement	
  acFviFes	
  and	
  management	
  of	
  all	
  changes	
  affecFng	
  the	
  services	
  under	
  their	
  care.	
  

What	
  is	
  a	
  Service	
  Owner?	
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§  The	
  term	
  “Service	
  Manager”	
  refers	
  to	
  a	
  team	
  of	
  members	
  from	
  GS/SMS	
  and	
  IT/DI-­‐SM.	
  

§  	
  This	
  team	
  is	
  responsible	
  for	
  the	
  overall	
  definiFon,	
  coordinaFon,	
  monitoring	
  and	
  conFnuous	
  
improvement	
  of	
  all	
  acFviFes	
  and	
  efforts	
  related	
  to	
  Service	
  Management	
  as	
  a	
  whole.	
  	
  

§  To	
  that	
  respect	
  the	
  Service	
  Manager	
  team	
  has	
  no	
  operaFonal	
  responsibility	
  for	
  any	
  business	
  
services	
  nor	
  for	
  any	
  internal	
  (support)	
  services.	
  

§  	
  The	
  Service	
  Manager	
  team	
  does,	
  however,	
  have	
  responsibility	
  for	
  overall	
  service	
  quality,	
  i.e.	
  is	
  
responsible	
  for	
  monitoring	
  service	
  delivery	
  and	
  idenFfying,	
  iniFaFng	
  and	
  coordinaFng	
  efforts	
  to	
  
restore	
  services	
  to	
  agreed	
  levels	
  in	
  case	
  of	
  any	
  Incidents.	
  

§  The	
  Service	
  Manager	
  team	
  is	
  the	
  owner	
  of	
  all	
  Service	
  Management	
  processes.	
  

What	
  is	
  a	
  Service	
  Manager?	
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Benefits	
  of	
  IT	
  Service	
  Management	
  

§  Support	
  for	
  corporate	
  business	
  processes	
  

§  IT	
  organizaFon	
  acts	
  as	
  a	
  service	
  provider	
  

§  Uniform,	
  defined	
  and	
  agreed	
  IT	
  Services	
  

§  Methodical	
  design	
  of	
  IT	
  processes	
  

§  Business	
  relaFonship	
  between	
  IT	
  organizaFon	
  and	
  customers	
  

§  Improved	
  communicaFon	
  between	
  IT	
  customers,	
  IT	
  users	
  and	
  IT	
  organizaFon	
  

§  Measurable	
  contribuFon	
  to	
  the	
  value	
  added	
  chain	
  by	
  effecFve	
  and	
  efficient	
  IT	
  processes	
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What	
  is	
  ITIL?	
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The	
  ITIL	
  v3	
  Framework	
   Service Transition

Service Design Service Operation

Continual Service Improvement

Service Strategy

Service Strategy

Service Level 
Management

Capacity Management

Availability Management

IT Service Continuity 
Management

Supplier Management Service Catalogue 
Management

Incident Management

Problem Management

Event Management

Request Fulfilment

Change Management

Service Asset & 
Configuration 
Management

Release & Deployment 
Management

Access Management

Service Validation & 
Testing

Evaluation

Knowledge Management

Transition Planning & 
Support

Information Security 
Management

7 Step Improvement 
Process

Service Reporting

Service Measurement

Return on Investment for 
CSI

The Business Question 
for CSI
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Service	
  Catalogue	
  Management	
  –	
  Goals	
  

	
  

§  The	
  goal	
  of	
  Service	
  Catalogue	
  Management	
  is	
  to	
  provide	
  a	
  single	
  source	
  of	
  consistent	
  informaFon	
  

on	
  all	
  agreed	
  services,	
  and	
  ensure	
  that	
  it	
  is	
  widely	
  available	
  to	
  those	
  who	
  are	
  approved	
  to	
  access	
  it	
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Service	
  Catalogue	
  Management	
  –	
  AcHviHes	
  

	
  

§  Agreeing	
  and	
  documenFng	
  a	
  service	
  definiFon	
  with	
  all	
  relevant	
  parFes	
  

§  Alignment	
  with	
  Service	
  Poraolio	
  

§  Producing	
  and	
  maintaining	
  the	
  Service	
  Catalogue	
  

§  Alignment	
  with	
  IT	
  Service	
  ConFnuity	
  Management	
  

§  Alignment	
  with	
  support	
  teams,	
  suppliers	
  as	
  well	
  as	
  with	
  ConfiguraFon	
  Management	
  

§  Alignment	
  with	
  Business	
  RelaFonship	
  Management	
  and	
  Service	
  Level	
  Management	
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Service	
  Catalogue	
  Management	
  –	
  Aspects	
  

	
  

§  Overview	
  of	
  all	
  operaFonal	
  services	
  with	
  characterisFcs	
  and	
  informaFon	
  about	
  service	
  providers	
  

and	
  users	
  

§  Capture	
  services	
  as	
  CIs	
  (Interface	
  to	
  Service	
  Asset	
  &	
  ConfiguraFon	
  as	
  well	
  as	
  Change	
  Management)	
  

§  Planning	
  tool	
  for	
  IT	
  Service	
  ConFnuity	
  (Business	
  Impact	
  Analysis)	
  as	
  well	
  as	
  Capacity	
  Management	
  

§  Business	
  Service	
  Catalogue	
  

§  Technical	
  Service	
  Catalogue	
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§  FuncFonal	
  Services	
  	
  

	
  &	
  FuncFonal	
  Service	
  Elements	
  

§  The	
  „Status	
  Quo“	
  
§  Lists	
  all	
  technical	
  services,	
  acFviFes	
  &	
  

funcFons	
  
§  E.g.	
  „Mailing	
  Infrastructure“,	
  „Technical	
  

Network“	
  or	
  „Service	
  Desk	
  1st	
  Line“	
  
§  Group	
  and	
  SecFon	
  leaders	
  in	
  charge	
  of	
  all	
  

quality	
  and	
  resource	
  related	
  topics	
  
§  Related	
  to	
  „workgroups“	
  –	
  groups	
  of	
  experts	
  

Service	
  Catalogue	
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§  Customer	
  Services	
  &	
  Service	
  Elements	
  

§  From	
  the	
  user‘s	
  point	
  of	
  view	
  
§  Different	
  for	
  different	
  types	
  of	
  users	
  
§  CombinaFon	
  of	
  funcFonal	
  elements	
  to	
  provide	
  a	
  complete	
  funcFonality	
  for	
  users	
  
§  New	
  „Service	
  Owner“	
  Roles	
  represenFng	
  Services	
  	
  
§  Related	
  to	
  users	
  

Service	
  Catalogue	
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§  FuncFonal	
  &	
  Customer	
  	
  

	
  Service	
  Element	
  RelaFons	
  

§  ConnecFng	
  both	
  sides	
  of	
  the	
  catalogue	
  
§  Contains	
  classificaFon	
  to	
  shows	
  level	
  of	
  

importance	
  	
  
§  Supports	
  automaFon	
  &	
  selected	
  views	
  
§  Related	
  to	
  priority	
  matrix	
  for	
  Incident	
  

Management	
  

Service	
  Catalogue	
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Service	
  Level	
  Management	
  –	
  Goals	
  

	
  

§  The	
  goal	
  of	
  Service	
  Level	
  Management	
  is	
  to	
  ensure	
  that	
  an	
  agreed	
  level	
  of	
  IT	
  service	
  is	
  provided	
  for	
  

all	
  current	
  IT	
  services,	
  and	
  that	
  future	
  services	
  are	
  delivered	
  to	
  agreed	
  achievable	
  targets.	
  ProacFve	
  

measures	
  are	
  also	
  taken	
  to	
  seek	
  and	
  implement	
  improvements	
  to	
  the	
  level	
  of	
  service	
  delivered	
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Service	
  Level	
  Management	
  –	
  AcHviHes	
  

	
  

§  Determine,	
  negoFate,	
  document	
  and	
  agree	
  requirements	
  for	
  new	
  or	
  changed	
  services	
  in	
  SLRs;	
  

translate	
  requirements	
  into	
  SLAs	
  between	
  service	
  provider	
  and	
  customer	
  

§  Translate	
  SLAs	
  into	
  OLAs	
  and	
  UCs	
  

§  Monitor	
  and	
  measure	
  service	
  performance	
  achievements	
  of	
  all	
  operaFonal	
  services	
  against	
  targets	
  

within	
  SLAs	
  

§  Collate,	
  measure	
  and	
  improve	
  customer	
  saFsfacFon	
  

§  Produce	
  service	
  reports	
  

§  Conduct	
  service	
  review	
  and	
  insFgate	
  improvements	
  within	
  an	
  overall	
  Service	
  Improvement	
  Plan	
  

(SIP)	
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Incident	
  Management	
   Request	
  Fulfillment	
  

§  RestoraHon	
  of	
  Services	
  as	
  fast	
  as	
  possible	
  	
  

§  MinimizaHon	
  of	
  the	
  negaHv	
  impact	
  on	
  Users	
  

§  CollecHon	
  of	
  experiences	
  &	
  knowledge	
  

§  Knowledge	
  transfer	
  from	
  the	
  3rd	
  to	
  the	
  1st	
  line	
  

§  OpHmized	
  collaboraHon	
  of	
  IT	
  groups	
  

§  PrioriHes	
  

§  Best	
  possible	
  fulfillment	
  of	
  every	
  type	
  of	
  request	
  

§  ClassificaHon	
  of	
  requests	
  including	
  workflow	
  

§  CollecHon	
  of	
  experiences	
  &	
  knowledge	
  

§  Usage	
  of	
  exisHng	
  standard	
  request	
  procedures	
  

§  DefiniHon	
  of	
  addiHonal	
  standard	
  requests	
  

§  Timelines	
  

Every	
  possible	
  decision	
  is	
  made	
  in	
  advance:	
  
	
  

Service-­‐oriented	
  control	
  
Service-­‐oriented	
  measurement	
  
Service-­‐oriented	
  reporHng	
  

Processes	
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§  DetecFon	
  and	
  recording	
  

§  ClassificaFon	
  &	
  iniFal	
  support	
  

§  InvesFgaFon	
  &	
  diagnosis	
  

§  ResoluFon	
  &	
  recovery	
  

§  Closure	
  

§  Tracking	
  

§  Process	
  quality	
  improvement	
  

Incident	
  Management	
  



11.01.2011	
   Page	
  25	
  

Service	
  Management	
  for	
  CERN	
  

Incident	
  Management	
  –	
  Basic	
  concepts	
  	
  

	
  

§  Timescales	
  

§  Timescales	
  must	
  be	
  agreed	
  for	
  all	
  Incident-­‐handling	
  stages	
  (according	
  to	
  the	
  priority	
  level	
  of	
  the	
  Incident)	
  –	
  

based	
  upon	
  the	
  overall	
  Incident	
  response	
  and	
  resoluFon	
  targets	
  within	
  SLAs.	
  	
  

§  Incident	
  Models	
  

§  An	
  Incident	
  Model	
  is	
  a	
  way	
  of	
  pre-­‐defining	
  the	
  steps	
  that	
  should	
  be	
  taken	
  to	
  handle	
  a	
  specific	
  type	
  of	
  

Incident.	
  

§  Major	
  Incidents	
  

§  Separate	
  procedure	
  with	
  shorter	
  resoluFon	
  Fmes	
  and	
  greater	
  urgency	
  to	
  solve	
  Incidents	
  with	
  severe	
  

impact.	
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Incident	
  Management	
  –	
  PrioriHzing	
  

	
  
§  Impact	
  

§  Impairment	
  of	
  business	
  processes	
  
§  Threat	
  to	
  Service	
  Levels	
  

§  Urgency	
  
§  Temporal	
  impact	
  on	
  business	
  processes	
  

§  PrioriFzaFon	
  of	
  Resources	
  
§  Employees	
  
§  Time	
  
§  Money	
  

Impact + Urgency = Priority 
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Incident	
  Management	
  –	
  EscalaHon	
  

	
  

Hierarchic 
Escalation 

Functional 
Escalation 

Competence 
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ity

 



11.01.2011	
   Page	
  28	
  

Service	
  Management	
  for	
  CERN	
  

Incident	
  Management	
  –	
  Roles	
  

	
  

§  First	
  Line	
  	
  
§  Service	
  Desk	
  

§  Second	
  Line	
  
§  Support	
  Groups	
  or	
  secFons	
  

§  Third	
  Line	
  
§  SecFons	
  or	
  third	
  party	
  support	
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Service	
  Management	
  for	
  CERN	
  

§  Menu	
  selecFon	
  and	
  recording	
  

§  ClassificaFon	
  

§  Fulfillment	
  of	
  request	
  for	
  projects	
  

§  Financial	
  approval	
  

§  Fulfillment	
  

Request	
  Fulfillment	
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Request	
  Fulfilment	
  –	
  Goals	
  

	
  

§  The	
  goal	
  of	
  Request	
  Fulfilment	
  is	
  to	
  provide	
  quick	
  and	
  effecFve	
  access	
  to	
  standard	
  services	
  which	
  
business	
  staff	
  can	
  use	
  to	
  improve	
  their	
  producFvity	
  or	
  the	
  quality	
  of	
  business	
  services	
  and	
  products	
  
through	
  a	
  standardized	
  and	
  formalized	
  process	
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Request	
  Fulfilment	
  –	
  DefiniHon	
  

	
  

§  Service	
  Request	
  
§  The	
  enFre	
  scope	
  of	
  all	
  possible	
  requests	
  and	
  demands	
  submi9ed	
  by	
  users	
  

§  Request	
  Model	
  
§  Standardized	
  handling	
  of	
  Service	
  Requests	
  by	
  using	
  predefined	
  Request	
  Models	
  (which	
  typically	
  include	
  

some	
  form	
  of	
  pre-­‐approval	
  by	
  Change	
  Management)	
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Event	
  Management	
  –	
  Goals	
  

	
  

§  The	
  goal	
  of	
  Event	
  Management	
  is	
  to	
  control	
  all	
  events	
  which	
  occur	
  within	
  the	
  IT	
  infrastructure	
  in	
  
order	
  to	
  ensure	
  normal	
  operaFon	
  and	
  idenFfy	
  all	
  deviaFons	
  from	
  normal	
  operaFon.	
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Problem	
  Management	
  –	
  Goals	
  

	
  

§  The	
  goal	
  of	
  Problem	
  Management	
  is	
  to	
  prevent	
  problems	
  and	
  resulFng	
  incidents	
  from	
  happening,	
  
to	
  eliminate	
  recurring	
  incidents	
  and	
  to	
  minimize	
  the	
  impact	
  of	
  incidents	
  that	
  cannot	
  be	
  prevented.	
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Change	
  Management	
  –	
  Goals	
  

§  The	
  goal	
  of	
  Change	
  Management	
  is	
  to	
  respond	
  to	
  the	
  customer's	
  changing	
  business	
  requirements	
  
while	
  maximizing	
  value	
  and	
  reducing	
  incidents,	
  disrupFon	
  and	
  re-­‐work.	
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Service	
  Desk	
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Service	
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Service	
  Desk	
  

	
  

§  The	
  Service	
  Desk	
  provides	
  the	
  interface	
  between	
  the	
  IT	
  organizaFon	
  and	
  its	
  users.	
  

§  Single	
  Point	
  of	
  Contact	
  (SPoC)	
  

§  The	
  Service	
  Desk	
  is	
  the	
  contact	
  point	
  for	
  IT	
  users,	
  recording	
  and	
  handling	
  failures	
  of	
  IT	
  Services	
  and	
  

Service	
  Requests	
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Service	
  Desk	
  

3rd Line Support

2nd Line Support
Application 

Support

Recording 
& Administration

1st Line Support

Service Desk

Desktop 
Support

Network 
Support

Systems & 
Operations 

Support

3rd Party Support

Service 
Requests

Security 
Incidents

Software 
Incidents

Network 
Incidents

Hardware 
Incidents
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§  Offers	
  Support	
  for	
  every	
  User	
  

§  New	
  	
  Contract	
  with	
  SD	
  provider	
  
§  Measured	
  Quality	
  Control	
  
§  SoluFon,	
  Answer	
  or	
  Dispatching	
  
§  IntegraFon	
  in	
  new	
  Processes	
  
§  Supported	
  by	
  selected	
  and	
  new	
  configured	
  

tool	
  

Service	
  Desk	
  

Service	
  Desk	
  

Users	
  

UDS	
  DI	
  

OIS	
  ES	
  

GT	
  PES	
  

DB	
  DSS	
  

CF	
   CS	
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Users	
  in	
  Projects	
  and	
  
Experiments	
   AdministraHve	
  Users	
  

GS	
  &	
  IT	
  

Service	
  Management	
  for	
  CERN	
  

Steps	
  for	
  Improvement	
  

Expert	
  Users	
  

Network	
  	
  
Specialists	
  

Fire	
  
Fighters	
  

Storage	
  
Experts	
  

GRID	
  
Support	
  
Staff	
  

Nurses	
  
Archivists	
  

Purchaser	
  

Engineers	
  

Architects	
  

Adminis-­‐
trators	
  

Developers	
  

§  Current	
  SituaFon:	
  

§  High	
  level	
  experts	
  in	
  all	
  areas	
  
§  Building	
  a	
  set	
  of	
  funcFonal	
  

elements	
  sca9ered	
  around	
  	
  
§  Different	
  types	
  of	
  users	
  with	
  

different	
  interests	
  
§  No	
  communicaFonal	
  structure	
  
§  No	
  structured	
  service	
  offer	
  
§  No	
  central	
  contact	
  point	
  

Driver	
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   AdministraHve	
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CERN	
  Service	
  Catalogue	
  

Service	
  Management	
  for	
  CERN	
  

Steps	
  for	
  Improvement	
  

Expert	
  Users	
  

GS	
  &	
  IT	
  

Network	
  	
  
Specialists	
  

Fire	
  
Fighters	
  

Storage	
  
Experts	
  

GRID	
  
Support	
  
Staff	
  

Nurses	
  
Archivists	
  

Purchaser	
  

Engineers	
  

Architects	
  

Adminis-­‐
trators	
  

Developers	
  

Driver	
  

§  IntroducFon	
  of	
  a	
  catalogue	
  
with	
  all	
  provided	
  Services	
  
from	
  a	
  user’s	
  point	
  of	
  view!	
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  of	
  a	
  catalogue	
  
with	
  all	
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  Services	
  
from	
  a	
  user’s	
  point	
  of	
  view!	
  

§  IntroducFon	
  of	
  central	
  
processes	
  for	
  all	
  groups	
  and	
  
secFons.	
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§  IntroducFon	
  of	
  a	
  catalogue	
  
with	
  all	
  provided	
  Services	
  
from	
  a	
  user’s	
  point	
  of	
  view!	
  

§  IntroducFon	
  of	
  central	
  
processes	
  for	
  all	
  groups	
  and	
  
secFons.	
  

§  IntroducFon	
  of	
  a	
  tool	
  to	
  
automate	
  processes	
  and	
  to	
  
organize	
  knowledge.	
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processes	
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  tool	
  to	
  
automate	
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  and	
  to	
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  knowledge.	
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  all	
  
Services	
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Service	
  Management	
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  the	
  complete	
  IT	
  Poraolio	
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  ways	
  to	
  enter	
  IT	
  

§  By	
  Service	
  	
  
§  By	
  FuncFon	
  
§  By	
  AcFon	
  
§  By	
  Search	
  funcFonality	
  

Web	
  Portal	
  

FuncHonal	
  
Services	
  

RelaHon	
  

Customer	
  Services	
  

Incidents	
  

Requests	
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CommunicaHon	
  

FuncHonal	
  
Services	
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eGroups	
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  Owners	
  

Dedicated	
  entry	
  
points	
  

Service	
  Desk	
  

IT	
  Service	
  
Web	
  Page	
  

Roles	
  &	
  
eGroups	
  

IM	
  &	
  RF	
  
Processes	
  

RelaHon	
  

Dedicated	
  
Workgroups	
  for	
  1st,	
  

2nd	
  &	
  3rd	
  Line	
  

Users	
  

Customer	
  Services	
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  Management	
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  Related	
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Related	
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