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The Philosophy of Service Management
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Figure 2: ITIL Publication Framework



3. Implementing Service Management
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Incident Management
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Change Management
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Figure 1: Change Procedures Part 1 (normal)
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Release Management

BTV PVRTY

'
a o ¥

A g & = Sa X o . ° % Z
Wwalianuinaaaiuninguresnisidaguilasiifazuneaiunieainy 1T wazduladinisineanunldeniiu

azpsauAgNDeiainumaila uazldldvnatia

o = b =
Bluaanasdl Release management

Release management Wi lf&115y

1
o

" mstheuglnenl IT AdATy

" qgan e ume s suan

" nsthinadasuudasinuaunans) seaniu

Release Management 14 lunnsvinanusaniu §ldisnisunesdns vise supplier Gaitiutin anfauns, aevsund, ananshld

M ldunlden

Responsibilities
B IUHULAYATIARIIANNANEA1a9N st NN MiFant sl Aauul asaasaansin Sefaanandasiuiu
g15auSuazandnsAae

" Aq31seanueuiu Change Management iaAnaanAded liliiamaaanisnauaunistinan ey

r ulaledndeignBultaninainnsananu e

a

' v

= danannsGErinn auliunignAtuazgldnu

Key Considerations

Types of Release

' '
a a

Full Release: n131inai1an@snaz3uldany sanfsnisnaaauuazianans
Delta Release: {insiEaldanunnedsarnnisGuldanuludainasafiugo

Package Release: N19994%19 Full uaz Delta Tuu package release

Definitive Software Library (DSL)

DSL luuuuureanispauauns i usansiuafluasdng Tnesantamsdptauasimunmensuas ns
NMUAA1FIN7 (Configuration) 284 DSL tusiflugadld Release Management 1uﬂﬂiﬁﬁuum34ﬁiﬁqq e a4
ﬁﬂdﬁ’]ﬁdﬁxﬁ?ﬁldﬁhdj sig'l1li]

" Media

®  Naming Conventions

®  Environments Supported

®  Security arrangements



®  Scope
®  Retention period

®  Audit Procedures

CMDB avfies update warinnsgnsdefisdoyaain Release Management Processinamaanuazlis

WAL TWFeIHNTS update DSL AauAiulisae

Definitive Hardware Store (DHS)

' '
=KX o ﬂ % =

g A dd o - . ca u o
duFesiineaiunaginanulaeniavesglnsaliivdeys (Storage) Tednflusiasiiginsnlarlngiie

1§dwiumesnisniiinligunandliansnsarineulsd (spare) Tae?l spare tiuazsiaslifunisguadumaniu

gunsnindn uazsiasiiniatiuiindayaes spare 15l CMDB

Build Management

PP

'3 ' e ol v ' A PO 1% v Yo v v
‘ﬁﬂ‘V‘lﬁlLLQ?LL@ﬁﬁ’]?ﬂLL"J?‘V]‘JJizﬂ‘ﬂ‘LI?Qﬂﬂutﬂuizu‘l_mﬂu%@zLi‘Nu’m’]l‘N’]u %mmimumimwmmwgﬂ
A A o ' ¥ ?/ o o 1% My < | = 3 2/
muamwamzuﬂmw @’m’]ﬁ‘ﬂﬂ‘ﬂﬂLL']_I‘]_Iﬂ’]i"E\li"Nﬁ‘z‘LI‘LIu‘LAVLﬂLW‘ﬂﬂ’]i‘u’]N’]@ﬁ"NlﬂNiﬂ mmﬂummmnmmﬂu

PR A o A o A y v A4 A A oA A
nsaniuiunuuda ludsinanazann19manan19a519A e ALLNANALINNA NN TA N A4 TE UL

Testing and Back-out Plans
naEnthlldeuardeslifunimasevetiadunauarlifunissivseuaingldanuiniannanysal
v , a' o a 9 Y o o =R 4, ~ ¥ A ° o
gnAesneunaza L duuunslszniAld uasesinisiuindidauluuilatinadiiaunmeasuainisniunld

nuldnndauvizannedonyingiy

Change, Configuration, and Release Management
miﬁ@uﬁﬂm\iLﬁﬂmurﬁ;mmmﬂaﬂuuﬂm(Change), AN28932UL (Configuration), NMidNInan el
Yoo dy . o e v w A A X
37Ul (Release Management) tuflugendiasnsziin winlidinsaauandinanaudaaviindeyaianainaul
] o 1 a dl dIQ dgl U = [ £% Ql o £ i’/
sruupeannnmng i ldannsnRnmunalasuulasiininiuld  wazinanilinasEutinun ldanussuutih
pouAN T limmmnFog
Iy o v P o Lo a o % a
daunzinAeazfadNssuungasuulas, nsdiuumeAnreszuy, ngENRn dewlugssuy e
= A
STULLALIWINTIU LNe LFA1HNN9D
o o
B SUUNUINLAZUUN
"  CMDB, DSL waz DHS siulfiazagsilanay library NAaslngiAearii
" nasilasunias(Change), ANae9sTLL (Configuration), nng@ENsinunldeulussuy  (Release

Management) HAaudniusuesansiznisldany



Benefit

diudgsanininaesnislivsnisdlunalilszauaaudiianiegsna
duladnanfaunfuazaensfunsildluszuuegiumauaniuzansgninin, nmaasuulasilignsies
, waznsldaansuafiaan i ldiueynin
nsldndnenesine) iullednalidss@nsnimuinau

¢ o oy wmid
n1sdpnsniunisaeuulain ldmaw

VYo o v oa % dd?{
Vl,mumimmmwmmﬂummi%uﬁmmmu IT A1

Possible Problems

wineuldeeaniuisuumigla
a lﬂl [~ £ dll 1
Anguiziailuuuananisldussgauiisasan

. v oA ado R . C Hae
NISULRLMLMUTINAsEUIN9EAN9 U operation iU fauniuliaunsouiueniulddaiau
- . 2 ae . . Y
fnegeunaunisEuldanulussuulianysniifiasanuaiinaginsnilunimeasy
TalgaunsnaFiaszuuausn v leianun

PaANdnlalus T UL SN e



Service Delivery Overview
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Financial Management for IT Services
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Key Considerations
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Capacity Management
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IT Service Continuity Management
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m\nﬁ'an(option) 'a%uw(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.
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Availability Management
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Availability Management Principles
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Effective Availability Management will influen Customer satisfaction and determine the perceived

reliability of the business on market

Key Consideration
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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
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Possible Problems
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