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The Evolution of IT Service Management
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Service management is evolving, and so is ITIL, the most widely adopted guidance on IT service
management (ITSM) in the world.

The Manifesto for Agile Software
Development is published online

The first of the ITIL The ITIL service
books is published lifecycle

D £ 3 £ B D

ITIL 4

The Service
Value System

ITIL service delivery ITIL business
and support alignment
| The term Lean is coined to The DevOps movement emerges to
describe the successful Toyota address a growing 'wall of confusion'
Production System. between Dev and Ops teams.

ITIL is the most popular IT service management (ITSM) body of knowledge in the world.
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Back in the 1980s no one truly understood IT service management (ITSM), although it was clear
that it was a concept that needed to be explored. Hence a UK government initiative was instigated

and ITIL® was born.
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A classification scheme for the complete set of primary and supporting activities that
contribute to the lifecycle of creating net value of a market offering. Originates from
Michael Porter’s book Competitive Advantage. BB FRIiErT A= RN EE B EEA—E
EFEMEEINS R E. REBERREENE (FFHED) .

A value chain is a series of activities that an organization performs in order to deliver

something valuable, such as a product or service iMEHERABLR I T TBINMERSF, W
=k RS T TAY—RFiEEN.

Products pass through activities of a chain in order and, at each activity, the product gains

Michael E.Porter

some value. FEIRINFET — M ERYES], B8—NEIF, FmabkE—LME. (SZEME) 1985

? AR HiEsE”
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The ITIL service value

chain includes six value
chain activities which
lead to the creation of Design
products and services and transition

and, in turn, value. ITIL
HE%“HE"EJE@?E/A\/I\ﬁME o Engage O e
WS, IXLEARA - S e

Plan

Service portfolio

Service status
Requirements

Definition Service
Analysis pipeline
Approved

Chartered

and support Design Customer/support
Development team viewable

section of the

service portfolio

Test Service (the service

Service lifecycle

ARSI, HME
e,

Build

catalogue catalogue, with
Release selected fields

Operational/live viewable)

Improve

TR > Retirin
"ﬁl\ﬁﬁ_ 3 !
,tE o » Retioed Retired services
AN *‘l I1 EEF' B e
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Definition: Value stream

A series of steps an organization undertakes
to create and deliver products and services
to consumers. —MERGROEFRFIR  [wow Ry - o 2
FSHEHERZMEEEEN—RINTER

DESIGF AND
TRANS. 'ON

242 SAFE  SCALED AGILE

A value stream is a long-lived

series of steps used to deliver There are many different value streams, because various types of

value, from concept or customer work follow different routes. FFARZEERITIE, BEEANERIREE.

order to delivery of a tangible

result for the customer{MERE The overall goals and expectations for a product or service should be described from end-to-

TRAGMEN—FRIN<EZ T, WS end, that is, from demand to value, rather than simply describing the use of each teamin a

BEFITREIAZPR(TEREER. disparate or un-coordinated set of activities. anjﬂﬁ%ﬂ’],u\1¢ﬁ$ﬁ$ﬂﬁﬁ W1Z 2w 2w
By (BINERENNME) HITHER, MAEEBEEAT— IR EARREAE

................. B— 4B E RN RIS,

Trlggel 1ﬂ{§;ﬁ r” |_5\\ 2’{#3:'5 ”

? - i A

REPEAT
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Each IT Value Stream is centered on an essential element of the Service Model and the constellation of key data objects (Information
Model) and functional components (Functional Model) that support it. Together, the four value streams play a vital role in helping IT

IT IT hollstlcally manage the full service lifecycle: 8 MERIANMERERER PRSI — M EATRUR SIS ERXBEENR (ERRE) IR
EHTCHRERENNERE . XU MMEREEERS M ERRAEEEEEMNRES LB AAEEEXREZAIFR:

« The Strategy to Portfolio (S2P) Value Stream receives strategic demands for new or improved services from the business or ™
IT itself and develops the Conceptual Service Blueprint to represent the new or enhanced business/IT service that is
requested. The Conceptual Service Blueprint is the bridge between business and IT in that it provides the business context
for the service along with the high-level architectural attributes 2B EE S (S2PYNMERM I B EE B R B IZUT HAIE
FHOIRSIARETER, FIT SRS SR TSR A e B/ B AR, BaRE BE VSIS R R ER

P, EACHIRSIEM TS TR IR SR, | Development of a new
. The Requirement to Deploy (R2D) Value Stream receives the Conceptual Service Blueprint and designs and develops the service

Logical Service Model with more detailed requirements that describe how the newly requested business/IT service and its

components shall be designed. The Logical Service Model can be thought of as what is traditionally expressed in IT terms as AR FERIIEE

the “system design” . The Logical Service Model together with the Service Release make up the Logical Service Blueprint.

The R2D Value Stream builds, tests, and delivers the deployable service (Service Release Blueprint) to the R2F Value Stream.&p

EFRR2DMNMERBRELSIRSIEE, FRITIAREEEFATKAEERSRE, MAEIRIHHNERALSS/(E) ?S'Z*HER&H —

B, BERSEEALSIANZES L RESRARIERIAR ,“%é}Eer" BB S SRR Aot 7 BERS e

R2DMEFHIE. iﬂﬂi:‘ct#l‘tﬂR2F1ﬂ{Eﬁ§EHTﬁI3%E’JHER RS R FniEE )
+ The Request to Fulfill (R2F) Value Stream receives the Logical SerV|ce Blueprint after it has gone through development,

test, and release approval. For repeatedly consumable services, the R2F Value Stream is responsible for the tasks to transition

the service into production and make it consumable by the business including creating the Service Catalog Entry.5EaiE3k

(RRNMERIERTFIR, MRS ERNEIBIERSEE, WFTESERBNES, RFNERAFHBSEETNET, FER . o

THEMEE . SENEREEREE. Restoratlon of a live service
» The Detect to Correct (D2C) Value Stream provides a framework for integrating the monitoring, management, remediation, py-(g =12 | O AN

and other operational aspects associated with realized services and/or those under construction. It also provides a

comprehensive overview of the business of IT operations and the services these teams deliver “TEUEZHIE(D2C)" MMERIEE

GiniE, B, *NNS ELIIRSH/SIEEZIRAIIRSEXINEMZEN IR 7 —MER. eE2mElhid TEERANIZEAN S

RIX LA RASRERIARSS




@ Key message: Opportunity and demand
Key message

trigger activities within the ITIL SVS, and these
6~ onc . "4 AN 77
Opportunity and demand trigger activities within the ITIL SVS, and these activities lead to the creation aCtIVItIeS lead tO the Creatlon Of Value‘ 1: =

value. Opportunity and demand are always entering into the system, but the organization does not *D W —F.FIE'—*” %EE T ITl L SVS EF'E"J;EEB, J‘Z‘Eiﬁﬁ]{ﬂﬁ}z

automatically accept all opportunities or satisfy all demand. Tﬁl\{gﬂgﬁlﬁﬁ

DT ERHY RS
¢ _EE;E E :_FJ.L&% OPPORTUNITY
. _EE;E E a: Eﬁ OR DEMAND

- e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e

:' Opportunity represents options or possibilities to add value for stakeholders or otherwise improve the organization. There !
' may not be demand for these opportunities yet, but they can still trigger work within the system. Jl&FX R AFZEIEFEFIEE
- B AR S TURSGHARRIGEEE AT BEl. XIXENSRIBRA A RS, B MR LA IRRZARIE. !

:' Demand represents the need or desire for products and services from internal and external customers.EE3k{{3E

T XIPERRNSNEBE P Y Al AR SS HUFR e

WMESERS bk A0 BR
ChinaNetwork Corporation l—
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Plan

Design
and transition
Inputs from ;
within and i PRODUCTS §
outside of the AND i Engage Products
value chain |l SERVICES § Obtain/build Deliver and servi

- and support

Improve

Resources and
practices

Service value chain activities represent the steps an organization takes in the creation of value. Each activity
contributes to the value chain by transforming specific inputs into outputs. RS IMEREZANTE T — 1N ERAECIETE
TTEIPREKAIZLTEE, I a5 BT fAFEH RN I 7, 90T EEHA T,

L s What Is the ITIL Service Value Chain?

ITRIER www.ITILmap.com
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Key message

The purpose of the plan value chain activity is to ensure a shared
understanding of the vision, current status, and improvement
direction for all four dimensions and all products and services across the
organization.

“It¥l (Plan) ~ fiMESEEZIHBRORFERNENEBLRIFTEN
NMERFIFFE milRSHIESR. IRAS0HS I‘TEE LEIRVIERAR,

Realizing value for the senice provider
- . . Evaluating value realization and improving customer journey
SYEEWIE 15Ser COommunities Assessing and reporting value realization
Ongoing service interactions Tracking value realization

OPPORTUNITY § PRODUCTS H
OR DEMAND € ; AND i
H SERVICES H

I ERYERE: TN ST
I ERYER . IREHF.,

. Tﬁiﬁ’]%ik BN FmBTR, LEFR,
- TRERIERK, HIANLRAVEIR.

° Qﬁg/ \IEJ)=l E’J%X

- ([ERUSOHAYSE, GIIEBETAL RIS,

EfEitkl, BRI, R e

Offboarding customers and users (@®]71s1e7-]1g¢]
Elevating mutual capabilities

Enabling users for service
Providing user engagement and defivery channels
Relating with users and fostering relationships

Realizing value in different settings

Negotiating and agreeing service
Agr“ Agreeing and planning value co-creation

Planning onboarding Selling and obtaining service offerings
Offer Designing service offerings and user experience
Specifying and managing customer reguirements

If they are not committed to agreed, shared objectives, their actions are likely to L
be fragmented and ineffective, and progress will be sporadic IR IR T o
TERIHEBR, tIA0TEHRIBER BT, HEBETEN. B /’/

Managing demand and opportunities

Engage Managing suppliers and partners
Building service relationship

Understanding service relationship types

Communicating and collaborating
— Nz Products &
@ " Wl etz Duiarz [ i B Explore Targeting markets
T seppart Understanding markets
Understanding service providers and their offers

Understanding service consumers and their needs
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RS waw T ILman.com Input and Output of the Improve Activity

o) NTALAFE
® Key message . SO

The purpose of the improve value chain activity is to ensure continual
OPPORTUNITY improvement of products, services, and practices across all value chain
e ’ ’

OR DEMAND ! aNE

{ services | activities and the four dimensions of service management.

sUMERE SRR B R HHREFE MM EsE SRS S
PNEEXT . RS HSEEIR TR EE0H,

Realizing value for the service provider

. .« . . . Nt wmser commities = E'.'allrat_i'lg value ru_-arli_:atian and im_pm:.-iqg customEr journey
Through the improve activity, the service provider ensures that the lessons learned e e Realize B i
through operating the service value chain are transformed into improvement. &g 4 Fostering 2 senice mindset (SRR Reaiiing value in ifferent settings

Offooarding customers and users
Elevating mutual capabilities

HiEs), RS RHUEILSRETIZEIRSMEMERERIEIN AT LA EH,

Enabling users for senvice Hesmtisting and = .
. . Providing uses o defivary channels egotiating and agreeing service
The purpose of this step is to track, assess, and evaluate whether the value that el with ssrs and oteing relsrchie Agresig and planving value co-creation
the stakeholders expected and planned for is realized throughout all steps of the e Desiingser oo s v experince
journey and to continually identify improvements to the journey and the services. Specifying and mansging customer reguirements

. s . S . S Managing demand and opportunities

IEBRNBNRRER, THMEFIFNREAXE T RN ER SR IENME L
Ny = Ay S T J—

BRSO, FAMTRERIIRIZFIARSS HIBUH, areging gty srmese
Commaricaing md e,
Explnra Targeting markets
Understanding markets
Understanding service providers and their offers
Understanding service consurners and their needs
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Key message ? NPT LFE F8

The purpose of the engage value chain activity is to provide a good
, ; understanding of stakeholder needs, transparency, and continual
OPPORTUNITY 69 i : . . .
ORIDENAND } engagement and good relationships with all stakeholders.

"Bzf] (Engage) ~ fMM{EEEIRIBRIZIL AR 7 /R a8
KAREK. EPRELUNSHEN@ERSINFERENIRET KR,

Realizing value for the service provider
Evaluating value realization and improving customer journey

.o grturin r ] = a - : 22 oo
In most cases, it is not enough for a service to meet a stakeholder’s actual need for outcomes. Ol e o ) g and reparting vale realzaton
The stakeholder also needs to trust that the service provider will continue to provide a certain Fostering & servioe i<t (S Heniziog Ssleis v iemg. ttiog
level of service and improve it over time. The parties must have a shared understanding of ‘ Offboring customers and users
expectations, not only in terms of outcomes but also in experience and preferences. FEAZZH(5 s » o
R, REAEABEAEEAEXI R RSTIRER, FISEXEETERE, RSEMBERE oo brcos b DO
—a \- ~ M) . ~ — s - th us: St 4 ¥
REIA~" 2 I} : 2 > ;ﬁﬂjﬁg%ﬁ%ﬂﬂgﬂﬁ I} Z:{REEE%TD_ E I} Planning onboarding Selling and obtaining service offerings
R FHIRSS, FH BRI MRS 5 0 -’ , |
m B AESFmIF 75 . Offer e iluspcion-dushonsbe ki
Managing demand and opportunities

A good service relationship fosters and reveals an understanding of
each stakeholder’ s expectations of outcomes, experience, and
preferences. Since prejudices and wrong assumptions are primary
threats to the mutual endeavour for success, it is always a good idea
to engage as early as possible in the journey in order to start clarifying |
and communicating mutual assumptions and expectations. RIFAIIRSS
RE(BHFHER TR NFmBAREXAR, GHmIFrERERERE T [ Eiparioncis
IRAAERAVRIRREESNEUSATINEERE, EIIRBEEEE, LA

([EFREE SR RENRIZFOIERE, RE—NFERE.

Outcomes

Engage Manazging suppliers and partners
aging
Building service relationship
Understanding service relationship types
Explore Targe
Understa

Communicating and collaborating
Understanding service provi

Understanding service consumers and their needs

Service
value
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DESIGN AND

PRODUCTS [
OPPORTUNITY [P2EN i
OR DEMAND ANg :
SERVICES ¥

~ s
NLL7
Having obtained a closer service
relationship, the customer and the o
service provider can further shape [
customer demand and service offerings. [’:’m""
This step helps the customer to Initiative
articulate its needs and demands and Lo e
the service provider to design matching  sosolio backioos —

service offerings. TE3KEE SZHIIRS X< L

RfF, BEPTIRSEEETLIE-LSEES oo CT
RS IEM. L REMTEFH L,

HEKER, ARG RAEIRITITE sk

HIBRSSEEIN,

Bug

t--» Task

Input and Output of the Design and Transition Activity

Key message

The purpose of the design and transition value chain activity is to
ensure that products and services continually meet stakeholder
expectations for quality, costs, and time to market.

“IRITANEER . MEREESIRY BRI E AR RAIRS AR R
mIERENRE. RAFTHERERYHAE,

Realizing value for the service provider

2 % . Evaluating value reafization and improving customer joumey
Nurturing user commiunities Assessing and reporting value realization
Ongoing service interactions Tracking value realization
Fostering a service mindset (VBN (-F1 () Realizing value in different settings
Offooarding customers and users (@ @171s]s71¢3]
Elevating mutual capabilities

Enabling users for senice . . .
Negotiating and agreeing service

Providing user engagement and delivery channels Ag % :
Relating with users and fostering relationships £igreeing nd: planning velue co-creaion
Planning onboarding Selling and obtaining service offerings

Designing service offerings and user experience
Specifying and managing customer reguirements
Managing demand and opportunities

Engage Managing suppliers and partners
Building service relationship

Understanding service refationship types

Communicating and collaborating
5 @ = Q Explore Targeting markats
sepport Understanding markets
//.}
‘/’/

Understanding service providers and their offers
Understanding service consumers and their needs
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Key message

el The purpose of the obtain/build value chain activity is to ensure that
service components are available when and where they are

OPPORTUNITY 6 9 7 H AND

OR DEMAND | services needed, and meet agreed specifications.

"SRENEREE - INMENEEEIR B RRFERIRS A EEEAThET
fEst AT A, H TS EERTAE.

All new resources are obtained through obtain/buildFr&#T
MRIREEED Y SKENEI4 (Obtain/Build) ~ 3X18H9
Example inputs

Architectures and policies provided by ‘plan” "i{%I" « Service components for ‘deliver and support’ FBF "3ATFISHEF" AUAR
Contracts and agreements with external and internal suppliers and partners SAG

oTAVIT T N AT T E T TN = B =1 I (G O E T S M 1= S i s ek vi=Ei = SVRE D Sl - Service components for  ‘design and transition’ FIF “igitH0fEHa"
SRY HIBRSSH 1+

(cTeYole Ty [e RETTRVTSER T ToNV Te (1o B AU G EVET G AT T EIRST ST TR LR ETRGEIEE /Sl -« Contract and agreement requirements for ‘engage’ "Bzl (Engage)
SRFNPISRIRIESFN SEIK (R (KA S FNBRSS "HEREFMNER

Requirements and specifications provided by ‘design and transition’ “i&it#1

R RIFRYE RIS

Improvement initiatives and plans provided by ‘improve’ "pi#"{REaIBuHAHE

itk

Change requests provided by ‘deliver and support’ &id "3{FF15Zi5 " {RHAYTEE

5K
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OPPORTUNITY DELIVER H
OR DEMAND . g 4 H AND
SUPPORT b

7
~ 7 ke
Service desk interactions "~ - =y,
AT ik gﬁ
11 ;1 % ; B4
HIRE ¢ ‘

R9iE, § r £ R4S 5‘
i TES] (O
R La a

Service request

{ propuCTS H

AND. M SERVICES H

Key message

The purpose of the deliver and support value chain activity is to ensure
that services are delivered and supported according to agreed

specifications and stakeholders’ expectations.

RATHISFTF IMEIEEEIR B R RIZ R E RIS TIA =

HRXRTTHIHAZE, IR—MEASZIFIRSS.

Customer and user feedback

O ESEFEREARE (—FA)

0% -
o EE ;

& P

—

- FEE i

* i =
o ; I -
= 3 { =
os  wm i | I H = = I -

& @& & & & @ & @ & &

& F £ &£ &£ &£ &£ £ £ &£ &

When things go wrong

KO & i

S04 wWOf

&tk 0%

Ongoing service interactions
Fostering a service mindset (el -} 1-)
oarding customers and users (L1 IVET (]
ing anice
1815
s

Providing user engagement and
Redating with users and fostering

Realizing value for the senica provider

Evaluating value realization and improving customer journey
Reallze Assessing and reporting value realization

Tracking vaiue realization
Realzing value in different settings

Nurturing user communities

Megotiating and agreeing service

Agl'ae Agreeing and planning value co-creation

Selling and obtaining senics offerings
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Definition: Value stream he kev diff b | d
A series of steps an organization undertakes to create and The key difterences between value streams an

deliver products and sérvices to consumers. —A{BRm=aErcs :
%#ﬁﬁé-z%géﬁg%ﬂg_gﬂﬂ%o B Ll | ocesses relate to their focuses and how they are

used MMERFREZBEHXEEINEFSiIE SFIiE
o | AR,

I 1.. ‘o—o B + Many sets of interrelated activities that transform

Deraand Bemd  Engag: S o : .Prodqctsr
‘ Obtan,/buiid Deliver & I serve

support

Step

Pfan Value stream

inputs into outputs could be considered

processes. AJLUE—HBNELN At HEITE B XEXRY

Action M= S —L A SN
. afue chain activity 7%737]$mj9 ﬂ*ﬂnio

* Value streams are focused around the flow of activity

Y Action —

Input Output from demand or opportunity to customer value {{M{ERE
triggers and -——p triggers and

information i, ST INEXRENSEIZPIMERENR.

The overall goals and expectations for a product or service should be described from end-to-
end, that is, from demand to value, rather than simply describing the use of each teamin a
disparate or un-coordinated set of activities. F=FRELIRSSHI SN B iR R N1Z R im 2l i
B (BINEREUME) HTHER, MAEEEFEAT— BRI ERR A NE
N—EiENFPRIGERER.

(BN Action
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IEME www.ITILmap.com

. Development of a new service Organizations often find it
necessary to create, modify, or retire services. This value stream 4t SAFe’ | scaeo acie:

reflects the common patterns of work required to create a new Types of Value Streams:
Operational value streams — The steps used to

. e . L provide goods or services to a customer, be they
across the organization. ‘AZELMEVECE. EXHERRS.  irternal or external.

service and so usually involves significant effort and coordination

N ERRIR T SIS FRIEALFRZ. Blt, XBRESD Development value streams — The steps used to
Z|| & ANE LR R R A A = 8= HFINE develop new products, systems, or services
- ’ capabilities.

. Restoration of a live servicetkE1iEZ=HRYIRSS In modern, complex

IT organizations, failure is to be expected and must be managed

quickly. This value stream is concerned with the typical activities it it LU S [
2 e Used to deliver end
that are expected when detecting and resolving failures and how A‘ammmmmmm$_ .

these activities can be leveraged to improve the service. £ B B B -

=2 N \ . N ”\nﬂ’. . Development Value Streams
EI\J 1 g%——EE{JngﬂgF\ 1 %EHEIEEE*SI'ZFFMEI M?ﬁﬂ@%fio 1§1ﬁ1.§ <o o> e _2 ?:e;’::::l;‘;'[?h;%%gzms ond
s S N N S — \ . S — $““¢ w\)ﬂ oerauonal Value Streams
MR NFOR R PERTFRARRY BN R,  LASAMElFl X L& sk oo oo i

© Scaled Agle, Inc.

BUEARSS .
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The journey from demand to value

==d Engage

2

N

Design

// & transition

O0—0—0M™

Obtain/build Deliver

Improve

suppo

Prod u_ct-s,— X
& servic
rt

. Acknowledge and document service the service

requirements (engage) FHIAFERIRGZHEK (Engage)

. Decide whether to invest in the new service (plan) JR%E

BERAFRS (k)

. Design and architect the new service to meet customer

requirements (design and transition) & HF1ZEHETARSS ,

LIREERPFT K (RITFIER)

. Build, configure, or buy service components

(obtain/build) #932. EEEMWERSEHG GREVEE)

. Deploy service components in preparation for launch

(design and transition) SPEIRSAHLUER &M (1R
HEIR)

. Release new service to customers and users (deliver

and support). AIEFFIARPARFIRS (XfOFH) . X
RNINIRY™ EmSigr=" .
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IRIERE www.ITILmap.com Step 1: Acknowledge and document the service requirements

Any request for a new product or service feature starts by
acknowledging and documenting the demand. Generally,
business case methods are used to collect and assess
requirements. It is important to remember that the objective is to
collect enough information to submit a business case. X— 1 #r
i (BEIFHRRS) siRSIEE (BEUFRESREHINEE) BUET
X ENEANICRE R R, BF, WSRAGERTEE
MTHERREEZRERICE, BirRNERBIERFRZE—1E
NN

Successful completion of this step requires the organization
to engage with the requester and other stakeholders (e.g.
marketing and sample users), using surveys and polls to
complete the business case template with high-level

NI ERER: YRR KIEEERRE, RIEFEXLY information about the requirement, benefits (both

S, B, MR, REIZEREERS =37 891Fg, quantitative and qualitative), costs, and risks. E{INZERIEEEER
B EMStoryl—fgftiidRk. ROBERE: FEHASHERENEMFTEXRE (WHaEHEIFEEARR) B
. D, ERASTRER=RaaBR, Kif (BRI |
. mR RIS RIS R S R BISIR,

o LA

o MR,
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The MoSCoW method is a simple prioritization technique for managing requirements. It allows stakeholders
to explicitly agree on the different priorities. EEiRl G/ AR EE S KAI—FMEERAMLIRTIAN., B1FFHmiBXEH
HREARRLEIN,
The MoSCoW acronym stands for:
Must W% The mandatory requirement covering the most important needs. FEREEEEKAVETIEEK,
Should RIiZ The requirements that should be included if possible. 415 AIgE, MIMNIZEBRIIHEE (FK) .
Could B= (HJgE) The requirements that could be included if they do not affect the ‘should’ or ‘must’
requirements. ANRASIM W FIMIZ BIFER, SEAURELIXLETK,
Won't kRERequirements that will not be included this time but may be included in a future release. Z)XA
BEEAREE ITERKMRATIIFEXK,
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IRIERIE www.ITILmap.com Step 2: Decide whether to invest in the new service

When the request has been refined and documented in the
business case, it might be necessary to clarify the initial cost,
benefit, and risk assessments so that the organization can plan
the work. This would require more detailed discussions with
various internal teams, and possibly ongoing conversations with
customers and other external stakeholders. When completed, the
business case can be considered by the management team, who
will then decide whether to grant approval. 25k ZF=HF
BRISEEMICRA, JeeHE S SImmA,. WarXBETE, LUEH
Rt TIFX B RESARNN &R TEIFMAANITIE, AJ8ek
RESEPMEMINBR @ ERE R TR EE, EEEAR
LIE SIS ZA, AR EERNREEEHUE,

Definition: Business case
A justification for expenditure of organizational resources,

providing information about costs, benefits, options, risks, and
The purpose of a business case is to establish a issues. HAETRHAVEH, RITERMAA. W, I
foundation for informed decision-making, but it IBERAER,

is based on assumptions. TSR © TREE WEEERAR, RENEESSX, NKE2E, RAES)
"R EEFFIEAES B (Engage) ~ KERER, ICIEXPMSERYEITSE, REMAM. KOEER:
e {MMEROutcome;
o XUSRIIER;
o PEA;
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The journey from demand to value

Step 3: Design and architect the new service to meet customer requirements

other products and servicesEftt =R IR
all relevant parties, including customers and supplierspiG+E

XT3, BEEFMEAE
the existing architecturesIIERIRER L

the required technologyRrERIHIA
the service management practicesfRS S8
the necessary measurements and metrics. WERJNIEF0IEIR.

Requirement specification should occur within the band of visibility. Ideally, the
customer should involve the service provider in an open and transparent requirement
specification process. If requirements are sealed too early in the process, the service
provider may be unable to shape the best possible service and meet the service
consumer needs. FXAEMIZHIERT WMESTER., BEBR T, EFMIZILRSE
HESSE—ANRNTERRIRRIGEERED, WRELIRERI R 7R/K, NR
SIRMB TR E R I RERENIRS H RS FERERHRXK,

Customer User

Customers organisation

Service provider organisation

Service provider
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Goa! Story mapping is done differently in diverse environments. A common

l—b Experience
|—b Initiative

way to map the requirements for a product or service is to describe the

L T product or service as an epic, and then break the epic down into
Portfolio backlogs L, eature features and further down into user stories. EABRIAIEF, HEER
> [ — EJ‘,—EZ'HE’Jﬁyaﬁj‘r‘nn‘!zﬂb’z&aﬁ?ﬁﬁ—ﬁ B RS RaRSS
Lo i IAAIEPIC, AIRRGEPICO R NINREFH—E D NRAFE.
o

term
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IRIERIE www.ITILmap.com Step 4: Build, configure, or buy service components

Project management Provides cross-team coordination of
activities, issue and risk tracking, and regular status updates to
the project board. FINEZERFRMISHANEIE. [EIRAFOXEE
BRERLAN EERIAS SR

. the updating and communication of training documents for
customer support agents and provision of simple scripts to
help customersEFF13ZE S VIBRUIEI) IS, Fridfit

ontainbuiid. BSERE B A BB

. the updating and communication of release notes that can be
used to promote the new service EBFFF13C i) B THE #hlRk

SRR IR USER STORIES
TASK
EPIC [ Dfks
THEME e
USER
EPIC STORIES TASK

USER TASK TASK
STORIES

TASK TASK

As a “power user”, I can As a “user”, I can “backup”
“have my reports” on my my “hard drive ”
“dashboard”
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IR www.ITILmap.com Step 5: Deploy service components in preparation for launch

Design
& transition

Service desk Ensures that all customer-facing
support roles are adequately trained in the new
features, known defects, and workarounds. F&{RFfT
AHMAEFRIXRAEBENMIEE. CRIREFIRRS
ZhHhEEEI T 7o,

Plan the release of the service When most of the development
and configuration work is complete, it is possible to finalize the
release plans. Depending on the context and need, it may be
more effective to add another step to the value stream (i.e.
returning to the plan value chain activity), where the outputs are
the release plans. S RZHITAMBECE LIFMAT, MBEAER
ZPERMITIREEREIEX, BMERMIZ— TR (AR
EETEINMENEES) ATReEE, HPmHERmitkl.

. Project management Provides cross-team coordination of
activities, issue and risk tracking, and regular status updates
to the project board. FINBZRARMEBNEENE. (AR
MIXBEERERLAN EHPIA S .

. Release management Provides the skills, tools, and other
resources needed to finalize the release (launch) plan,
working with other groups in the organization (e.g. sales and
marketing departments) to communicate these plans to users
and customers. 2HERHAT (&) TTRIFTERIRGEE. TE
MEMFIR, SHEAPNEMEN (WHENMZEHERR)
&iF, BXEMERSREFPMER,
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IRIERIE www.ITILmap.com Step 6: Release new service to customers and users

Deliver &
support

I EERYERE: IMEEER T, BREFRFER
{REYF=an, (RAMERIREZ NINIFFE.

When the service components have been released, customers
and users can interact with them through the service relationship,

thus generating the required outcomes and co-creating value. =5
RSEHRTRE, ERMNBFETLBEERSXESEN3ZE, MM
FrERTRRERFAEREIENE.

. engaging with the requester to identify any gaps in the new service, or
any outcomes, costs, and risks that were not identified during the
value stream activities. SIEXEGIE, LABEMIRS FRIEAIEE,
BAEMEREIHAERAEAY ISR, RAFIXESE,

. identifying opportunities to improve the service, value stream, and
contributing practices. HESUAIRSS. MERFIREALEIIS.
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Upgrading or restoration of a live service

This value stream is triggered by a user who is
unable to use a live product or service. LM ERE

Toi R E R AR MRS R P REA

. Acknowledge and register the user query (engage)

INFHERAFRNAE (Engage)

Investigate the query, reclassify it as an incident, and

attempt to fix it (deliver and support) @&, KEHEHS
RHIE, AERBEIXHIE (SIHSLF)

Obtain a fix from the specialist team (obtain/build) M

BAFIRRIBIEE

Deploy the fix (design and transition) ZEEE

. Verify that the incident has been resolved (deliver and

support) FRABEEEZIFRER (3IF08F)

Request feedback from the user (engage) &R &%
(Engage)

|dentify opportunities to improve the overall system

(improve). ERFEHUHETS (B0H)
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RITFE www.ITILmap.com Step 1: Acknowledge and register the user query

Practices that commonly contribute to this step include:

. Service catalogue management Provides the information, skills,
tools, and other resources needed to optimize the registration of the
query. IRHEMHEDEIMAFRIEE, #aE, TEMEMZRIR,

. Service desk Provides the skills, tools, and other resources
needed to allow the customer or user to contact service support,
enable customer support agents to empathize and manage
communications with the customer or user, and retrieve and
communicate information about expected resolution time. 12t
HIfEE. TEMEMEIR, URIirERSBRERRERSF, E5F
xR RIBINEIESEFSAFPNEE, FRENZREXM
HAf# I RETEIRYS 2.

et WITMERGERE: ITILAFFRE. BHEATRE, TSRS, LK

KISHESERIEAIER. B2, BHRRELZEREEILFHXE

™ B&” .
i Browse
Social uon munity forum OTW&t
Browse Browse
/ Web acebook ccn*oan"‘
P LEERS o —
XA E— 9&? =
R  pn \
Email 'Transfer
Contact center a 3er[u'1ce t @ to & service *
agen ¥ agent
Naw ate Receive
Mobile an VR via r‘form tion
a smartphone via Sh
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Upgrading or restoration of a live service

Step 2: Investigate the query, reclassify it as an incident, and attempt

When a user-initiated incident is registered, an attempt to quickly
identify its nature and apply a known solution is usually made. Z3FHF

KERNSREE, BRa=nRERBIEERANRAERNARRTE.

. Knowledge management Provides the skills, tools,

| and other resources needed to find technical

D . information and workarounds that can help in the
= investigation, diagnosis, and fixing of the incident. $2{t
BN ERIRBEDERTRAYREE, TEMNEMEFIR,
LIFSEDEE, 2RSS .

. Monitoring and event management Provides access
to monitoring tools and logs to assist in the
investigation and diagnosis of the incident. 2{HXT S

TEMESTRIAEE, LISEEEMZESY.
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TR www.ITILmap.com Step 3: Obtain a fix from the specialist team

In this step, the incident is escalated to, or referred to, a
specialist team because initial attempts to restore the service

were unsuccessful. FEIttZERBH, HFRO=RIRERS LW, Hit
IZEFEEARNAEREBN, SENEERERA.

The support agent raises an incident with a vendor. This

does not pass control of the user’ s incident, but

instead creates a parallel incident ticket managed by the

vendor. 3ZIFRSFE AR SHNERAIEIRE. XASIERARF

PSR HIRUS @R MR, MEEIEBHENEEENHT
(F1T) RISPEERIE,

The support agent escalates the incident to an internal

engineering team. This passes control of the incident to

the engineering team. SZiFF A AGHFE LG NER LAZHIBA.

X REARIEHINE LS TRERRA.

The support agent asks an outsourced engineering

P, %ﬁﬁﬂé’l BFEER team to provide a fix. This may or may not involve

. BiERS RSHE ? passing control of the incident to the engineering team.

IFERERIMIAY TIEFIARIMESIER. IXPIREREKRIRE

AT RAGHIERIEHIN AL TIEHEIRA.
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Step 4: Deploy the fix

When the fix has been obtained, tested, and validated, it can be

deployed to the user or to a production environment. 381§, Mz

MSEIE 72T e, ALUSHERZERIRFEET M,

. delivering a hardware component (e.g. a new hard disk) to a

data centre, where it is subsequently provisioned{&HE{4-4B {4
(BlanFriess) sZfJEEERP O, EEEZFOHITER

. remotely logging on to the user’s PC to install a patch from a

network drive. TEEERAFRIPC, LAMMRIREIEELE=4N T,
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TR www.ITILmap.com Step 5: Verify that the incident has been resolved

When the fix has been deployed, the next step is to verify
that the incident has been resolved. E3EBIESRRFE, T—

L ERINESEREERR.
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PO I B T Step 6: Request feedback from the user

Many organizations ask for feedback from users after
incidents have been resolved in order to identify
opportunities to improve the service, the way they
communicate with the users, the procedures used to fix the
incident, or the key practices. FZHLESIERA S EREF
RBERIR, LISESOHRSAIR. MIISRAFRI@ELIN. BT
(EEHMFRRII IS K L,

Customer and user feedback

O RBSERMBREHEE (—FA)

H Browse
Social Con munity forum O Tweet I I
B B i - - -
rowse rowse & & \v \\?
Web Facebook company & &g
fO um website

A Visit
In person 0 an in-store .
Al saies aget When things go wrong
Contact center E?gr'-!wce @ gahnifuenr”cc 19 & B
agent Y agent

AN AN
. Nawgﬁate Receive ﬂ] 0 | " 0 \
Mobile an IVR v information St 0%
asm mphon via SMS .
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VRIS www.ITILmap.com Step 7: Identify opportunities to improve the overall system

Any improvements identified should be logged in the
service provider’ s continual improvement register, thus
creating value for both the service provider organization
and the provider’ s SVS. When logged in the register,
improvement opportunities can be prioritized against other
work in the SVS. {HIHERISIHE N ICREIRS RIS
HECES, NMARSRARELIRARIISVSEENE. X
ICREGEMERFES, SUATIEAT LML T SVSHRIE Mt TF.

AT LFE [AREE
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The key differences between value streams and processes relate to their focuses and how they are used.
Many sets of interrelated activities that transform inputs into outputs could be considered processes {fi{Eif&
REZEHNXREXNEFSNNESMERLR. JLUSIFSRAECRh LR RXEREEIMRAIEE,
Cascading value streams to lower-level value streams and/or processes allows organizations to: 1&{fi{&
I REREBHR BRI RNETRFN/2XitE, (EHREES:
focus on value for the higher-level value stream, combining value streams and processes of
participating partiesi$HMERIS5HHREESER, XTFFESERBHNMEREINE.
@i MER EERAZBERMEEMERZ(TRR, FHERRFSIUH,
collaborate and promote visibility into how work flows across the organizations and teamstiMEFiz
RIEHEABEIAR, TERENTRE BAEFES: “NMER BT —LEA, 2ERZM 8RR | FHid—
SIREUILEED, (BHiRDIRRSEME, IREEMIRERRIEES;
think and work holistically by understanding how the wider organization or ecosystem works and
benefits from work being done by the participating partiesi@id 758 izBYBRKESEZ AU TIELL
ENESSHRENIERER, mATREDENIE. BNERR: © MER - BEBRXFEHITEEE,
{ERafi 2z ERZ SRR IRElintME ERINMESZT, EEISEHEARERR. LA, (RHZFNEENME,

R I REIEhE (MMERIIEN
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Gulding principle -



For service management to function properly, it needs to work as a system [REEBEIFEIEIT MEEEN

&R,

g

Guiding principles

Governance

Service value chain

Practices

. Continual
improvement

The ITIL SVS describes the inputs to this system (opportunity and demand), the elements of this system
(organizational governance, service management, continual improvement, and the organization’ s
capabilities and resources), and the outputs (achievement of organizational objectives and value for the

organization, its customers, and other stakeholders). ITIL SVSHHAR TXHZRFHHEN HEFIER). ZRFNEE
(BARHE. RESEHE. FEuHARARNEE NIRRT LUK CEIABRRIBERFNME).

[ M Network Intelligence
Chinai

Service value system overview
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The key inputs to the SVS are
opportunity and demand.
Opportunities represent options or
possibilities to add value for
stakeholders or otherwise improve
the organization. Demand is the
need or desire for products and Opportunityy
services among internal and demand
external consumers.

SVS HUXHHaAE" ¥l

=250 S | =5 Uy Sy oy
BX73 _J eHIE (B E ARG
LHOHABLRRNIERE, ~ TK7 2
REBFOINERIBBR B X E nn*ﬂﬂﬁ%
HIEEKELREE.

r’ Network Intelligence

ChinaNetwork Corporation
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: Ghiding- pﬂncipm’"

- Governance

Service value chain

Practices

Service value system overview

The outcome of the SVS is
value, that is, the
perceived benefits,
usefulness, and
importance of something.
The ITIL SVS can enable
the creation of many
different types of value
for a wide group of
stakeholders. SVS B9 B%
R BME BIRRIRYFLE.
BRMISYINEE .

ITIL SVSETLAST 2 AR s
FREABHARIEITZ AR
BIRYHME.




Who is the service consumer?

Focus on value The consumer’ s perspectives of value

Citflef]] g prlnCIple The customer experience

Assess where you are

Start where you are

The role of measurement

Progress iteratively The role of feedback

Key message: A guiding principle with feedback
is a recommendation that guides
an organization in all
circumstances, regardless of
changes in its goals, strategies, Collaborate and
type of work, or management promote visibility
structure. A guiding principle is Increasing urgency through visibility
universal and enduring ?EvJ?LJZE

,Eh\ diiz% I1’E*i‘lzﬂﬁ 1"JEI’J

TianfEl, ESRNESEIRFAR.

Iteration and feedback together

Whom to collaborate with

WL)SAS anjeA 32IAISS || 8yl — t Je1deyn

Communication for improvement

i

Keep it simple and e Judging what to keep

practical e Conflicting objectives
Optimize and e The road to optimization
r Nfetworklntelligence p
IR www.ITILmap.com automate Using automation



@ Key message

All activities conducted by the organization should link back, directly or indirectly, to value for itself, its

customers, and other stakeholders. 4R AR BRI ET AN AHEHEL RIDSR, NET. BPFIEHERIZSHEX
RN,

The focus on value principle encompasses many When focusing on value, the first step is to
perspectives, including the experience of

customers and users. SHMERNIBIKETEIFITFZN know who is being served. TEXEMERT, 5—5
. LA A A AR RRSEE,

e Whois the service consumer?

e The consumer’s perspectives of value

) customer experience (CX) or user experience (UX)
e The customer experience

| o /2 Network Intelligence
tion

bisi The ‘Focus on Value’ Principle

TRES www.ITILmap.com




@ Key message

In the process of eliminating old, unsuccessful methods or services and creating something better, there can be great temptation to
remove what has been done in the past and build something completely new. This is rarely necessary, or a wise decision. This
approach can be extremely wasteful, not only in terms of time, but also in terms of the loss of existing services, processes, people,
and tools that could have significant value in the improvement effort. Do not start over without first considering what is already
available to be leveraged. 7EiBBRIBHY. ARINAYG EEIRSB HENEEHFHIRFARIEES, AJeaBREARNERR, AMfibRE X
FTHAYSETS, E—L2fNERA. XIROZEVER, RO ZEIPERIRE. XM AR ReEIREIREN, XAMXEREGHE
qnt, EBRS. . ARFITERRASHEBEMNM, MXLRS. AR, ARFTIERENSH TEEEEXMNE.

ERAEaEECEAUFIANFANERT, AEEMFR.

Do not start from scratch and build something new without considering what is already available to be leveraged.
There is likely to be a great deal in the current services, processes, programmes, projects, and people that can be
used to create the desired outcome. EAEREEALIFANERARIIER F, AFENEFR, MEFIERA. EEBIRIIRSS.
e, X, MBMARS, RAUEEERSINARATLARKEIETRIBRIAR.

The current state should be investigated and observed directly to make sure it is fully understood. W E#EEZEFIMN
ZEBIAYINR, LISRGRESEFTo IR,
e Assess where you are

e The role of measurement

It is extremely rare for a situation to involve a real beginning, one with nothing
before it. Almost every activity in an organization can, therefore, be seen as an
improvement activity. XF—HiERRKiR, BPOERIERFIR, — P ZEITAERR
AR, B, JIFERPRE—IGEmE LSEFR— IS0,

etk neligene Start where you are

S www.ITILmap.com



Assess where you are

2

Understand the role of measurement and how
the act of measuring can affect results

o ﬁ\ F
o~

‘ When a measure becomes a target, it ceases to be a good measure ,
Goodhart’s Law

Services and methods already in place should be measured and/or
observed directly to properly understand their current state and
what can be re-used from them . fWiZXELEAIARS AT AT il
" M MF" | B EENERXEIRSMGE, LAUER 7 HFENIRIRALAN
A LANENIFERIRE.

Within organizations there is frequently a discrepancy between
reports and reality. This is due to the difficulty of accurately
measuring certain data, or the unintentional bias or distortion of
data that is produced through reports. 7E2BZHARER, RS SIS E)1F
FFEER., XERTHLUERUERLEE & 2ETREEMAVEL
BN RESKEIERRY.

The use of measurement is important to this principle. It
should, however, support but not replace what is
observed, as over-reliance on data analytics and reporting
can unintentionally introduce biases and risks in decision-
making. UERFERAYNIX—RUREER. BF BEMNIZSHFMAE
EVCEIRERRIRNIER, EAEEHRHERSTFRE ISR
BRTHERIRAFNRL,

7 f‘ s NEETHER, TEABE—MFIBGE.
N>

) Network nteligene Assess where you are
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Key message

Resist the temptation to do everything at once. Even huge initiatives must be accomplished iteratively. By organizing work into

smaller, manageable sections that can be executed and completed in a timely manner, the focus on each effort will
be sharper and easier to maintain. #iXHIERMHHTEBRNIEX. BMEREXRRMENBEMRETK. BT LIFARMN
/N AEERYERD, ALARBIHYTANSER, BT FRERSEINEH, &FEkBINE 2.

Each individual iteration should be both manageable and managed, ensuring that tangible results are returned in a timely manner and

built upon to create further improvement. S EIRANE(CEI N IZ 2 EES SR H W EIRERAY, MHRMITIREISCIRAR, FELE
il EBEH—AK0H . =

PROVIDED BY ‘/ j' :/—\
22 SAFe | scalep aciLE B - =
Working in a timeboxed, iterative manner with [} | | S en,
feedback loops embedded into the process allows for: It’s a fixed timebox for building and Plan . Adjust
B ETR R R ISE R AR ST, o . -
tjjf’““&q:m}\&t L validating a full system increment, () e
. ?reater flexibility EARRIR SN A bus . demonstrating value, and getting £ Do " Check £
J aster responses to customer and business needs v E p— E § ART
BRI ST SRR fast feedback WE—MEEMRS ¢ ! § Poca
»  theability to discover and respond to failure 858, BFHEFIIGUE— R : " g
earlierEB B RIIFNRIXIARATAE HRFIE BErME, HE 2 R P R P -
e anoverall improvement in quality. JRERVE{REGH, RILBE, ANGNI=Y IK1F “ K] )] () (] (] B
BRI o b e L
Ao

% Network Intelligence

B Progress iteratively with feedback
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@ Key message

When initiatives involve the right people in the correct roles, efforts benefit from better buy-in, more relevance (because better
information is available for decision-making) and increased likelihood of long-term success. {TEFFEFE M T /BRSNS M 2 IEERIEA
BHTRA, BBANIAEEMNRIGE, IKINEZNER, FTEBg8KEEKX, BEIFARIID.

Working together across boundaries produces results that have greater buy-in, more relevance to objectives, and

increased likelihood of long-term success. FEEIARE{EF=4ERIES %ﬁ%ﬁﬁ’]ﬁ?—h S5BEERRIEXM, FEIN T
PRINRYRTRENE,

Achieving objectives requires information, understanding, and trust. Work and consequences should be made
visible, hidden agendas avoided, and information shared to the greatest degree possible. LM BIFREESE. EiF
MEE. NETFIERENLE, BEREEINE ARXREMSZEER.

¢ Whom to collaborate with
e Communication for improvement

¢ Increasing urgency through visibility

% Network Intelligence

Bl e Collaborate and promote visibility
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Every person in the organization should have a clear understanding of their contribution towards creating
value for the organization, its customers, and other stakeholders. Promoting a focus on value creation is an
effective method of breaking down organizational silos. BRFEIEN AEROZ B2 7RI 1T AEN,. HE
FPRIEMRImRXE SN MERITTIR, (@HXHMEEIERRERITHRERMBERIIIE.

L SAFE | SCALED AGILE Service T
provider

Break down barriers between
departments ¥ THERI ]2 /ERY

pEAS,

Developers Operations

—W EdwardS Deming Suppliers Organization

The ITIL guiding principles : Collaborate and promote visibility

Cooperation and collaboration are better 1. Whom to collaborate with
than isolated work, which is frequently 2. Communication for improvement
referred to as ‘silo activity’ . 3. Increasing urgency through visibility

[ M Network Intelligence
Chin,

Collaborate and promote visibility

TRES www.ITILmap.com




@ Key message

No service, practice, process, department, or supplier stands alone. The outputs that the organization
delivers to itself, its customers, and other stakeholders will suffer unless it works in an integrated way to
handle its activities as a whole, rather than as separate parts. All the organization’ s activities should be
focused on the delivery of value. i BIHuBRSS. Stik. iz, SPIIHERNERIMIZA. FRIFBRUGSESHIVER
A EARIRAYER A EEER), BNAREBCS. FREMF ARSI~ HEZEIRE. NERRE
an SRR E T3 HME.

e Political -~ ... Economic
Organizations Partners and factors 1 2 factors
and people suppliers

Failing to consider costs and risks For example, Organizations g Information
; : . . and people and technology
many organizations build in-house products without Q
considering the cost of maintenance and continual SRR \Q,§f Products
ana services

improvement. The ITIL guiding principles of think and Envifmrimenm fs;ia.
work holistically and collaborate and promote visibility Strategy o o
address this issue. ;R EEERAFAXEE, a0, 1FEZE

RS T B 2 [P AT ESUR RIS, - {@3 Partners Value streams
ITILAYZRAEEM TR, WMFIIRSTREIESFENE G Ly G

‘Legal 3 4 Technt;logical
;E j J\z/l\ rﬂ@ factors factors
° Information and Value streams

technology and processes . _Factors
) . Every dimension is affected
" by multiple factors

Services are delivered to internal and external service
Network Intelligence - G consumers through the coordination and integration of
SR S Think and work h0||St|Ca”y the four dimensions of service management. @i tHEFIEE
BIRSEERNIUNMERE, RINEFIIMERIRSS BB IRARSS.

TRES www.ITILmap.com
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Taking a holistic approach to service management includes establishing an understanding of how all the
parts of an organization work together in an integrated way. It requires end-to-end visibility of how
demand is captured and translated into outcomes. In a complex system, the alteration of one element
can impact others and, where possible, these impacts need to be identified, analysed and planned for. X3
AR EEREEA T AEE T HARNFEHSMALIGE LR LE, BEXIGRIIRAIEIWLE, 7 REREN
iﬁiﬁﬁﬁgﬁ&%ﬂﬁ E—EFNRST, — " EXNERTNEIEMER, EENER T TE2EH. 2
L q L:Egu Ho

Work towards end-to-end visibility of how demand is
captured and translated into outcomes

Establish an understanding of how all parts of an
organization work together in an integrated way

| Networknteligence Think and work holistically
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@ Key message

Organizations must maximize the value of the work carried out by their human and technical resources.
The four dimensions model provides a holistic view of the various constraints, resource types, and other
areas that should be considered when designing, managing, or operating an organization. Technology can
help organizations to scale up and take on frequent and repetitive tasks, allowing human resources to be
used for more complex decision-making. However, technology should not always be relied upon without
the capability of human intervention, as automation for automation’ s sake can increase costs and reduce

organizational robustness and resilience. FHAVNERAIREMAIEE A DT ARR B T/ERMNME. TU4E=
BRME TI%1T. SRR FALRAINEENSZHAR,. RRFEMNEMSENZARE., SBATUAREEAESY KiE
FirIBNEMESEIES, \NMEADZREERTEESFAAERK. 7AM, NRIKBEAATTIREEN, MAMIZE MK
FER, AABCSISINAAE, FBEALSARIREIEF ISR,

Network Intelligence

et Copn Optimize and automate
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The ITIL guiding principles :Focus on Value Who is the service consumer?

When focusing on value, the first step is to

Service relationship know who is being served.

Value can be subjective

Definition: Value )] ml‘ .?h
The perceived benefits, SERVICE PROVIDER SERVICE CONSUMER
usefu'ness and importance RS MHE HE%?%%% CUSTOMER

of something. BAIRVIFLL. BRM (&
EIER) FIEZEM.

( Value ) (Co-creation)

Service
IRS5X &K Service Relationships

IRSS1R Service Offerings Achieving desired outcomes requires resources (and
therefore costs) and is often associated with risks.

Access to Resources Service Actions Services are a means of enabling value co-creation by

facilitating outcomes that customers want to achieve,
=52 Product without the customer having to manage specific
costs and risks. [R5 RiEIT R ZAFELIANR

. SESCHN RS —FER, RPN SRS (50
£/ Resource 58) BORAFORR.

SUT Ry ER Network Intelligence

e e Mind map of key Concepts
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A AEDE, HMER BATS N

An important element of value is the experience that service consumers have

Value can be subjective

B fem VEue when they interact with the service and the service provider. This is frequently

. . called customer experience (CX) or user experience (UX) depending on the
The perceived bgneflts, adopted definitions, and it must be actively managed. —{NEZERNMEE R ZR
usefulness, and importance SERETESRSTRSREETENRG. SEEMRAZFAL (CX) SRR
of something. BAIAYEFLE. BREM (& (UX), EARBURTRBIEN, FEVREHTENEE.

ZRIER) FIEEE.

Value Co-creation

The ITIL guiding principles : Focus on value

When focusing on value, the first step is to know who is being served.

Inherent in this definition is the understanding that value is subject to the
perception of the stakeholders, whether they be the customers or

Definition: Value m\{E 'U‘%D UEI’J-Q;Q‘ ﬁﬁﬁ lﬁﬂ]%g l‘i consumers of a service, or part of the service provider organization(s). I X—

The perceived benefits, usefulness, and importance of something. EXHINES NE, MEBURTRIZEBXAHER], et I—RRSHEFIER

HEE, KERSRRHEERN—ED.

Value can be subjective./M{EEEMHY.

IUTCRUES || Network inteligence
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Outcome, PBA. Functionality, NFRs, Utility., Warranty

Utility Warranty

Definitions

® Utility The functionality offered by a product or service to meet a particular need. Utility can be
summarized as ‘what the service does’ and can be used to determine whether a service is ‘fit for
purpose’. To have utility, a service must either support the performance of the consumer or remove
constraints from the consumer. Many services do both.

Assurance that a product or service
will meet agreed requirements

The functionality offered by a product
or service to meet a particular need

How the service performs

What the service does

Warranty Assurance that a product or service will meet agreed requirements. Warranty can be
summarized as ‘how the service performs’ and can be used to determine whether a service is ‘fit for
use'. Warranty often relates to service levels aligned with the needs of service consumers. This may
be based on a formal agreement, or it may be a marketing message or brand image. Warranty
typically addresses such areas as the availability of the service, its capacity, levels of security and
continuity. A service may be said to provide acceptable assurance, or ‘warranty’, if all defined and
agreed conditions are met.

Can be used to determine whether a
service is fit for use

Can be used to determine whether a
service is fit for purpose

Requires that a service support the

performance of the consumer or Requires that a service has defined

and agreed conditions that are met

remove constraints from the consumer

» FFREIRF RS EEKMEHAINEE. A7 ATLMHER "IRBIER", FUBRTHRERSZES "FaHE
". AEEE WA, REBUIEINERENSENEREFRDAR. FZIRFSERITIXFFRIRSS.

» RUIEFFRERRSHAESEENEXK., REJLEHES "IRBWNEER", FUBRTHRERSZES "FaER". (RIEE
BERERBFERAEESKNIRESRAIEXR. XeJgeETF1EI MY, Ll e R EHER Mg SR, REEED MR
?E?I_’EE{J?%B BE. TEPFIEEMELHE. NRFEMEENIEENSEMY, —IIRS LR ZRE =21

Wk, 8 "(RE",

N A= O | o3l Network Intelligence

e e Utility and warranty




ITILV3: The value of a service is created by combining two primary elements: utility (fithess for purpose) and warranty (fitness for

use). NEFRIAERE, (MERMINEEREREN: A (BRTEN) , RE (BRTER) .

A ABRERAMRES?
e IXMRSEEER T USHE?

Performance supported?

TIF
) , OR
Constraints removed? Fit for
purpose?
AND Value created
Available enough? T/F
Fit for use?
Capacity enough?
] AND
Continuous enough? T/F
T: True
Secure enough? F: False
WARRANTY

MEIfEZARSS AT SE. AIAR?
XM IRSHIRE R BB IER A?

Three Dimensions of Value

Cost - is often measured against how much
the customer is willing to pay. Services need
to be affordable to the customer and

ITIL4: Value is the perceived benefits,usefulness, profitable or within budget for the provider.
and importance of something.

Speed —a growing demand for
increased time to market and time to
value. Quality and cost demands may
be met but this may not be sufficient
if the service takes too long to deliver.

Quality - customer requirements and
the warranty around service delivery.

IUTCRUES || Network inteligence
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Service relationship

Political .. Economic

factors 1 2 factors *
Organizations Information
and people and technology
Products
and services ]
Environmental o — Social
fretor (Ve ] fetors PARTNERS AND | SERVICE PROVIDER SERVICE CONSUMER
aad SUPPLIERS IRSS1RME RS iREE TOMER
Partners Value streams
< and suppliers A and processes
Legal 3 4 Technological
factors . < factors
~.~.__Factors

omg i s e Value Co-creation

The ITIL guiding principles :Collaborate and promote visibility

SPON

When improvement activity occurs in relative silence, or with only a small group
being aware of the details, assumptions and rumours can prevail.

EEitans - RE: EARENSS, RitSS, HE
Mk SH== heB .
® Customer A person who defines the requirements for a service and takes responsibility for the ’)r‘I“E[t ! ’ﬁ’%“gﬁg&bﬂ . o
outcomes of service consumption. 9|‘T:|L|3 . 1#@@59%'—5 I lﬁl-l_E"J%'—ﬁ I} E&BEEI‘J
® User A person who uses services. %fi , |\ET_]EL)ﬁE’\Jj'|—|\:ﬂ‘jk , %giﬂﬁﬁ@ﬂzﬁgﬁﬁ:ﬁ,

® Sponsor A person who authorizes budget for service consumption.

SOTTROES (i Network inteliigence

www.ITILmap.com Value co-creation

Co-created Value

Supplier sphere Customer sphere

Interaction

Value created
'in use*



Products are typically complex and are not fully visible to the consumer.
. The portion of a product that the consumer actually sees does not
Definitions always represent all of the components that comprise the product and
support its delivery.~@BEFRRESR, IBBEH A2 N, HEELREE
A @E D AR D BARE T milsIFERZ IR E A,

® Services A means of enabling value co-creation by facilitating outcomes that customers want to
achieve, without the customer having to manage specific costs and risks.

® Product A configuration of an organization’s resources designed to offer value for a consumer. Plan

Design
and transition

Products [
Obtain/build Deliver and servi

(_Value ) (Co-creation ) and support

Service |
i Improve

Service Relationships

Service Offerings
@ Definition: Service offering

A formal description of one or more services, designed to address the needs of a target consumer group.

Access to Resources Service Actions
A service offering may include goods, access to resources, and service actions.

Product

Resource

o Tl com Products and services
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Definitions

® Services A means of enabling value co-creation by facilitating outcomes that customers want to
achieve, without the customer having to manage specific costs and risks.
® Product A configuration of an organization’s resources designed to offer value for a consumer.

ITIL V3: One of the most common mistakes is to use the application portfolio as the service portfolio. &5

DWREIRZ — 2 ERNBEFESF RS AES.
Although all applications are represented in the service portfolio, they are usually not, in and of
themselves, services. REMMTBNREFEERSEEGTERT BB EBEAERS.

Utility is the functionality offered by a product or service to meet a particular need X{FHEF5REL
IRBIRHAHESESKAIINEE. Utility can be summarized as ‘what the service does’ , and can
be used to determine whether a service is able to meet its required outcomes, or is ‘fit for

purpose’ ZARALIEHEA" IRBHIAT" | FIRETRERS SRR HEEFTFEIINR.

Products are typically complex and are not fully visible to the consumer. The portion of a product that the
consumer actually sees does not always represent all of the components that comprise the product and
support its delivery.mBEREER, BEEBAATEAIN. HEELRERIN RED A SRR mAIs

FHEIZHIRRAEMH-

o S Products and services

ChinaNetwork Corporation
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Applicftion
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System
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EH
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System

Hardware
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Storage

Hardware Hardware

=

Switch

IT Service

SEIRS~ NBERS

MNEELEE, — NARE BIFSSITIRSH
BIZEE, Blan. ~ NABRS BESIECRISRY
MR, TEETERFINEE, XEAFREMRSE
—MNTERSS. MR, BRYEE, #BE— AR
g5 BBEESE— 1 ITIRSS” .«

BR, EREBI TR NEARS” LR
EsE—1U5s. B ARG BRTIET
— M SHRIEER D, BEEEFERIIM TN
ARSI .

One of the most common mistakes is to use the application
portfolio as the service portfolio. &R&E NAEIRZ —2(F AN BERF
HEFARSAES.

Although all applications are represented in the service portfolio,
they are usually not, in and of themselves, services. REFTEMNH

ARG A TRT, BE(IASERFRRS.
TS
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IT Service
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Applic%tion Appljcation
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Operation Operation Operation Operation
System System System System
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w
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E Storage Storage

Network

Hardware Hardware

=

Switch

IT Service

One of the most common mistakes is to use the application
portfolio as the service portfolio. RENAYEIRZ —2EFANF
EFRESIERRSES. Although all applications are
represented in the service portfolio, they are usually not, in
and of themselves, services. RERFEMNFREFEHERSZSHESTE
T BEASEERZRS.

For example, a single service might use several applications (a
company price list draws data from the manufacturing control
application, warehousing and distribution applications and
the shipping application). Alternatively, a service might be
just one of the many outputs of a single application. /&0, &
MRS RERERZ I NARER (286 B RN SIEESIN FERER.
BED RN RRERFIURSE N AR FHEEEE). 5, RS
BERER NN ARFIITESRHZ—.

For example, the payroll application provides several different
services, such as paying employees, tracking benefits,
producing tax statements etc. Each of these is viewed as a
different service by different people or groups in the
organization. flal, TN RERFRM 7 UM ARRIIRSS, 2052S
RT. REREF. £ 990iRES. HPE8—MERARPAER
ARBER AR RIS .

I
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IT Service

%R

IT Service

| TR RITSWER TR, —1 ITHR
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H4 82 ITIRE” : S Service == Application

“IT service: A service provided by an IT service provider. ITIRS: & I ) ‘ ’ I .

ITIRSBIZHEFIRMHIRSS. An IT service is made up of a combination The bsines

of information technology, people and processes. ITIRESHEEFAK. erelcsone) areicsone)

A RHIFAERIZE R

« A customer-facing IT service directly supports the business SO — mosparmane Fmmmmemmd
processes of one or more customers and its service level targets ! ;
should be defined in a service level agreement. ERIZEFAITIRSE 0 77 T
BEIESGF— TSN EFPRSERE, BRSNS B ERRSS KA1
WHEN.

« Other IT services, called supporting services, are not directly - Suporing e

External customer-facing services

Business services and products provided by other business units

used by the business but are required by the service provider to

deliver customer-facing services. I TIRS FRAFFIRS) ~E# Onefoﬁ the mﬁst common rr:cis;cakes is tl_c|> E%Ze th; appl{;}e%ircir;ﬂ -
. . portfolio as the service portfolio. RE NAIEIRZ —2FFRNBER
I SERIIER, mERRSREFEKREEEREFIRS. ~ BEIERRSES.

Although all applications are represented in the service portfolio,
they are usually not, in and of themselves, services. REFTEMNH

EFEMERSASHRT EElFEBEARZRRS.

O  Network Intelligence




BT 234,
® Ouitput A tangible or intangible deliverable of.an activily: Outcome A result for a stakeholder enabled by one or more

® Outcome A result for a stakeholder enabled by one or more outputs. OUtpUtS. EE_/l\EJZg/I\EﬁtHE{J%*UE:F,Z%AﬁE{ﬁ}Eﬁ El'flé%:

‘ . Output A tangible or intangible deliverable of an activity. —IUERIAY
@ Definitions

Affected
outcomes

Costs Supported

Calue)  (Co-creation = | B

Risks
removed

Service i
Service Relationships

Service Offerings Achieving desired outcomes requires resources (and
therefore costs) and is often associated with risks.

Access to Resources Service Actions Services are a means of enabling value co-creation by

facilitating outcomes that customers want to achieve,
Product without the customer having to manage SpeCifiC
costs and risks. [R5 EBHEHEFFELIAIME
Resource ﬁiﬁ%ﬁﬁ%lﬁﬁgiﬁﬁ’ﬂ—ﬂ@&, MEFAVEERE (M
) BIBASFOIXIEG

g M Value and Resource: outcomes, costs, and risks



. Output A tangible or intangible deliverable of an activity. —IUERIAY
g Defiitions BT,
® Output A tangible or intangible deliverable of an activity. OUtcome A reSUH: for d StakehOIder enabled by one or more

® Outcome A result for a stakeholder enabled by one or more outputs. OUtpUtS. EE—/PEE%/Mﬁ]HjEI’\J?'ﬂﬂﬁ_E:F,—%Aﬁﬂﬁ}Eﬁ E’flé%

Affected
outcomes

Costs Supported

(Value) (Co-creation) = =

Risks
removed

Service |
Service Relationships
. . Work towards end-to-end visibility of how demand
Service Offermgs is captured and translated into outcomes

Access to Resources Service Actions
Demand pﬁ ; O »

Product

Establish an understanding of how all parts of an

Resource
organization work together in an integrated way

BUTRIE (e Value and Resource: outcomes, costs, and risks
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@ Key message

The purpose of the service configuration management practice is to ensure that accurate and reliable
information about the configuration of services, and the Cls that support them, is available when and where
it is needed. This includes information on how Cls are configured and the relationships between them.

A5sidig = o EH e
A5 EE M O E

SR LIRSS

RIFBZEE Sy Sy

hIBHA AR hh.  h. BB
RIS EBRG o o o
BRSSERE B E B
RS

0 o
@

R ERLT

N A= 0 [ o 8l Network Intelligence
72@@% ChinaNetwork Corporation

www.ITILmap.com

Configuration management provides information on the Cls that
contribute to each service and their relationships: how they interact,
relate, and depend on each other to create value for customers and
users. This includes information about dependencies between services.
This high-level view is often called a service map or service model, and
forms part of the service architecture. B BIBIRHTHEXENTIRS A
XENER, 815 ellzEnEiza., X, FHEESHEKE, NmAE
FHIAFEIENE, XEEEXITERZ AKX R, XMSRMEBETR
FIBRSSIREIEARSSHREY, HIRARSRRIRIIRI—ERS .

IT service

SaaS component Local application Client app

Cloud

infrastructure Local server Local storage Client device

Supplier Datacentre

The real power of service asset and configuration management's
logical model of the services and infrastructure is that it is the model.




EZNEECREZ AHEZAVEIERTR O £E80R | a0, SNITIRS. NERSR. S, 3. WSHA,
EF'*D%F‘ AR, ARSI SRR Ha TRliE" , fill. TEH, TF
ICR. RSIBERE, MR, HER, FEE,

S EHIERIEFull History, TFull History2PDCASEESOHATER,

Service portfolio Think and work holistically
Service . Retired e
pipeline sefvicecatalogue I Work towards end-to-end visibility of how demand
is captured and translated into outcomes
’ @
Configuration management system @ . |
Establish an understanding of how all parts of an
. organization work together in an integrated way
Customer Application Supplier anq contract Customer Project
portfolio portfolio management information agreement pOthO”O CMDB

system portfolio

SRl J"X.CMDB (Master Data)
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ZIBBEH2AAE?

Definition: Configuration item

Any component that needs to be managed in order to deliver an IT service.

*  Service lifecycle Cls such as the Business Case, Service Management Plans, service lifecycle plans, Service
Design Package, release and change plans, and test plans. They provide a picture of the service provider’s
services, how these services will be delivered, what benefits are expected, at what cost, and when they will be
realized.

* Service Cls such as:

*  Service capability assets: management, organization, processes, knowledge, people

*  Service resource assets: financial capital, systems, applications, information, data, infrastructure and
facilities, financial capital, people

*  Service model
*  Service package _
* Release package 5/57

. . . . f *[
Service acceptance criteria. RQJ:E

*  Organization Cls — Some documentation will define the characteristics of a Cl whereas other documentation will
be a Clin its own right and need to be controlled, e.g. the organization’s business strategy or other policies that
are internal to the organization but independent of the service provider. Regulatory or statutory requirements
also form external products that need to be tracked, as do products shared between more than one group.

* Internal Cls comprising those delivered by individual projects, including tangible (data centre) and intangible
assets such as software that are required to deliver and maintain the service and infrastructure.

* External Cls such as external customer requirements and agreements, releases from suppliers or sub-
contractors and external services.

* Interface Cls that are required to deliver the end-to-end service across a service provider interface (SPI).

IOTTROES | ] Network Inteligence
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Input
- Key message: The purpose of the plan value chain activity is to o
itk ensure a shared understanding of the vision, current status, and |80
Plan improvement direction for all four dimensions and all products ULl e
@l and services across the organization. “it¥ll (Plan) ~ {ME8EEF LA

organization’s

E}JEI‘J E E’\J%ﬁ%ﬁiﬂ%’ﬁéﬂéﬂﬁ’ﬂﬁﬁ ﬁ’ﬁ?ﬁfﬁﬂ]ﬁﬁ ﬁF I%*DHE%E"J Iu‘%\ governing body
BRSO RS ERVIERR.

TR EIRAAIIX
R, BRINLAR

ZR1JESIE Architecture management

The purpose of the architecture management practice is to provide an understanding of all
the different elements that make up an organization and how those elements interrelate,
enabling the organization to effectively achieve its current and future objectives. It provides
the principles, standards, and tools that enable an organization to manage complex change
in a structured and Agile way. "ZBf¥J&TE (Architecture) ” SLERRIBMIE, IEMBHIR— MBS
AEERUSXEZUNAEERER, (EZARRe ARSI SR IARSRAIB R, XAEETT A
R T (AL EMUIIERRYS T, EEERTENEN. wEMNTE.

HEETE Portfolio management

The purpose of the portfolio management practice is to ensure that the organization has the
right mix of programmes, projects, products, and services to execute the organization’ s
strategy within its funding and resource constraints. 1R EASEIRMIEN BN E2MHEABETT S
. IH. FRMRSHIESEINES, EEERESMIFRESEERNHRITABLRRIEEE.
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Input

s Key message: The purpose of the design and
‘Qvl—ﬂ]ﬁgm transition value chain activity is to ensure that A T
Design and products and services continually meet stakeholder e

Output

Knowledge and
information
about new and
changed

8 . ) N requirements
expectations for quality, costs, and time to market. “i& AL

transition  imsme 5 @sL,ﬁu}Ja'Jaaﬁmamﬁmmﬁﬂwmaﬂ ‘engage’
SR ENIER. AAHIS A A

products and
services to all
value chain
activities

OPPORTUNITY
(_ ’
LN
N
~

"B R RAIREER Nt EFAEH B EIORT=R
RS AORIRAEE.
0 1 2 3
. | ¢ e
INE & Project management | Lo i
Key message: The purpose of the project management practice is to v(—»v—f”"';’ndqs;;,zgﬁ;";;;;;;
ensure that all projects in the organization are successfully delivered. g

This is achieved by planning, delegating, monitoring, and maintaining Q" and Shar
control of all aspects of a project, and keeping the motivation of the
people involved. IﬁE%ﬂ;&Eﬂ%E’JEE’stﬁﬁﬁfﬂ,,\ﬂlﬂﬁﬁﬁﬁﬁlﬁEEJZI)Jscﬁ
XEEIIESNOEATTT. #iN, misfidErEsl, DRREFERA
RAYRRTR ISR SEIRT,

AT EIE Release management
Design

Key message: The purpose of the release management practice is to : *1-»\\§ndtransition/ P
make new and changed services and features available for use. &

HSLiEHY B RO REFTRIA IR ERIARS AT RERT (L A
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ChinaNetwork



Input

Output

The purpose of the engage value chain activity is to provide a good Requests and

EE}] understanding of stakeholder needs, transparency, and continual feedback from
customers ‘

Product and
service
requirements

engagement and good relationships with all stakeholders. “Hzf

Engage (engage) ~ MiEstEmBNSI MIRTTHRAGSEESMN [l

Bk, BEPELRSHER BRI RE SHIRITER. periners and S

suppliers

PPORTUNITY 6 9

for ‘design and
transition’

EPREKRFIR IR " "B
DR RO - P
0 1 2 3
&
Ars2 934 Business analysis = -
Key message: The purpose of the business analysis practice is to analyse a business or some _
element of it, define its associated needs, and recommend solutions to address these needs and[ifil.gs?uon//
and/or solve a business problem, which must facilitate value creation for stakeholders. P
Business analysis enables an organization to communicate its needs in a meaningful way, 5% W obtainbuita
express the rationale for change, and design and describe solutions that enable value o

creation in alignment with the organization’ s objectives. W&o HrsLEAIBRIR DT EER
LE R, ENEEXEXK, FHEHBRXLEKRNERG R, SR SRR, X /REHFmEx G 6l
EiMME. WSEHERRESIIERNNAIMERETR, /AT ENIER, FgitflEAsEsRIESR
NEPRCIENERBELE.

Plan

X R ETE Relationship management

Design
Key message: The purpose of the relationship management practice is to establish and I 2 iration

nurture the links between the organization and its stakeholders at strategic and tactical
levels. It includes the identification, analysis, monitoring, and continual improvement of
relationships with and between stakeholders. xR EELHAY B IV EEAEAEAEEEES
APRESER@ERSZEREKRR. S8R, o7, AR E SHmER A RIR R o
BXRISZIARIRE,

Improve
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Key message: The purpose of the obtain or build i

. . components are available when and where they are Requirements
Obtaln/bmld needed, and meet agreed-upon specifications. "3k a"‘:,fgjf,’e"ja;;j’"s
ENaliaE - (N {EsEiEsnnY B RIRIBIRIRS B FEIKE ‘design and
ABEHERTF, AR ERHILE. ransiton

ﬁﬂyﬂ]mg value chain activity is to ensure that service
69 ) @3
LS

FEEH] Change control

Key message: The purpose of the change control practice is to
maximize the number of successful service and product changes by
ensuring that risks have been properly assessed, authorizing changes
to proceed, and managing the change schedule. ZEi=4|SLEAIERIZ
BITHHRXIEEIE TG, A EREHITIIEETEER, ZAR
B INRR ORI SS 1 A B RVELE.

= Standard change A pre-authorized change that is low risk, relatively common and follows
a procedure or work instruction. FRER BN, HXENEEEERSLFESH
HEEZL,

= Emergency change A change that must be implemented as soon as possible, for example
to resolve a major incident or implement a security patch. Z 2 {& 8 SR IRILHERY
B, GIaNfRARERS S SLE L 2 IEHMER.

= Normal change Any service change that is not a standard change or an emergency

change. IER BN EINER B E S E SHHHIIRS B,

Output

Knowledge and
information about
new and changed

service
components to all
value chain
activities

Design
and transition

Obtain/build Deliver
and support

Improve

Major changes that involve
significant cost, risk or organizational
impact will usually be initiated through
the service portfolio management
process. iZREARA. XPEEELRFN
HNEAZHERSBEURSESEERIRE
=8

r-’ Network Intelligence SITRE www.ITILmap.com 0 bta i nlbu i ld

ChinaNetwork Corporation



Input Output
Key message: The purpose of the deliver and support y 9 N
ﬁ{jﬂ]i i# value chain activity is to ensure that services are Knowledge and QO N
. | delivered and supported according to agreed-upon L"ef;”::;";’;, ::;:; — > _ ‘
Dellver and specifications and stakeholders’ expectations. “Z&fJ service e Seg’iiztzf;’:fs’ed
S t FIszH5 MBS R BN EHRIZ R RIS FIF =48 components and L and users
uppor R R AT IRS. s s
‘design an
transition’ and
‘obtain or build’
0 1 2 3
N : N
g3 & Service desk Low High

Key message: The purpose of the service desk practice is to capture

demand for incident resolution and service requests. It should also be

the entry point and single point of contact for the service provider N~

with all of its users. JRSFELEAYBRIEREXNHIERAFIIRS IBXAIEK. oDeer
FeErNZeRGSREE (ERAEN]) REMEAPNE—EKRER.

IRSZSERETE Service request management

The purpose of the service request management practice is to o b
support the agreed quality of a service by handling all pre-defined,
user-initiated service requests in an effective and user-friendly
manner. IR TR EEL R B B LU BRI A R L
ENXH. AP KRERSIER, F>IFMENIRSRE.

id Deliver
and support
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Service Request

Their scale and frequent, low-risk nature means that they are better handled by a
separate process. [RSFIEKRIINREAFBERS, BRXGRIMR, SEREEES— 1 RHENEE
Hi=,

The term 'service request' is used as a generic description for many different types of
demands that are placed upon the IT organization by the users. "jREZ1EXK" —i@B{ERFPXT IT -r
RIS ARERBLRITKAYE AER, '
Many of these are typically requests for small changes that are low risk, frequently performed,
low cost etc. (e.g. a request to change a password, a request to install an additional software
application onto a particular workstation, a request to relocate some items of desktop
equipment) or may be just a request for information. EfiFZiEE EXHMEXEAY/NIEXANEK,
LEHAT, (RRAE (B0, BEREREE., e T E MR AR ARRFRIE K. EEE
L RMIRFANIEK) BRI BERBIEKRER.

Service Request



Incident & Service Request

that there is a significant difference here - an incident is usually an unplanned event, whereas a
service request is usually something that can and should be planned!

XEE—TEENXG: —MHREEEE—TRTHNSES, MkSBERER ST UFEMZEKITLIRY!

Some organizations will be comfortable letting the service requests be

handled through their incident management process (and tools) - with

service requests being handled as a particular type of ‘incident’ =
(using a high-level categorization system to identify those ‘incidents’ -
that are in fact service requests). Note, however, that there is a
significant difference here - an incident is usually an unplanned event,
whereas a service request is usually something that can and should be
planned! —EHANESFIELIIRSZEREEETHHEEMECE (FITE) ik
FIERIFA—TMSTERBENSEMLE (ER—EERNDERGHKIRF AL
S, LR ERERSEK) . BREIR, XBEENEENXH: — N
[EEEE—IRITHES, MRSBEREEZTLIHABMZEITHIRY!

Service Request




Input Output

Key message: The purpose of the deliver and support
value chain activity is to ensure that services are Knowledge and
information about
oOR DEMAND

-

ey
SATHISZF vl .

. delivered and supported according to agreed-upon o, and ek ahpsd erorruniry PN
Deliver and specifications and stakeholders’ expectations. "“3&fst service |
Su ort FISZH5 MBS RN BRIRMRRIRIRE EAUAESFIFIZRIE | components and SN
PP T L AL i .

‘design and
transition' and
‘obtain or build’

Services delivered
to customers
and users

¥MFNESEE Monitoring and event management low  High

Key message: The purpose of the monitoring and event management practice is to
systematically observe services and service components, and record and report selected
changes of state identified as events. This practice identifies and prioritizes infrastructure,
services, business processes, and information security events, and establishes the appropriate d
response to those events, including responding to conditions that could lead to potential Deliver >
faults or incidents. iEMFISESEIRLER BIERAAIMNRSFIRSEM, ICRIREHEIRE] . N SUpport
NESHNSEN., XNEEREX T EIIRE. RS, WSREMERRENESHIE 7 HIN%R, N

FHAE 7 XX LESANEHMAL, BEX AR SH R B ESEERERI SR AL,

HIEEE Incident management low  High

Key message: The purpose of the incident management practice is
to minimize the negative impact of incidents by restoring normal .

==

service operation as quickly as possible. HfEEIELHRABNEEITRIR
REIEERIIRSIET, SARERRDEIETRAIRERN,

Deliver
and support
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Basic Concept: Event\ Incident \ Problem

« Event;

* Incident;

* Know error; Event == Incident == Problem

« Service Request;
- RFC (Request for Change) ;

* Requirement;

Ni Network Intelligence
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The purpose of the improve value chain activity is to ensure

Sl . . . .
Egi continual improvement of products, services, and practices
. across all value chain activities and the four dimensions of service
OR DEMAND

Improve  management Bt ESE N RIRIBRIENT A1 (E15E SIS <
BRIRSS BRI ANEEIRS . PRSI TR,

L

[ARRETE Problem management

Key message: The purpose of the problem management practice is to reduce the likelihood
and impact of incidents by identifying actual and potential causes of incidents, and managing

workarounds and known errors. [AIRRES TESCHAY B Y2181 R B SHAISCRRFDE
FEIRRE, UK EETENECAEIR R OHER T seEfns20m, Deliver

and support

Improve

{5¢EpiE Continual improvement

The purpose of the continual improvement practice is to align the organization’s | fan
practices and services with changing business needs through the ongoing - a.nd[ﬁ::'lgs?ti”on
improvement of products, services, and practices, or any element involved in the 4 e
management of products and services. FEFEEBUFHSCERY B HY 21T 42 8UH /. Engage] omsiain | oaivr
IRSSFISEES, BuSRmAIRS SEMEAESR, ARNSRARS S
RIS HEREFF—EL

Improve
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AEX: XoK/INGRE,
EHEEER, NEX
=TSR,

Bintz
R ENLER, 5

—ihiE, HEER. O X \‘g\,?’

HRMHICR

TIEH: ISHICR,
T EBRERFEH
s @ (O

XA @RS, Bahid 92
o Han=HERE. Every service has errors, flaws, or vulnerabilities that may cause incidents.

. “R[REkExcel NN
%Eﬁzggﬁﬁﬁ Erase A They may include errors in any of the four dimensions of service management.
o O \ 2. % Many errors are identified and resolved before a service goes live. However,
some remain unidentified or unresolved, and may be a risk to live services. In
ITIL, these errors are called problems and they are addressed by the problem
Qo management practice. 8 MRSFEPE FTRESEEIERYEIR. RiEERIE. ©1aEe
N\ O IEIRS BRI MR RO — MEE RIHIR. 1EIRS FE 2B, EIRGIHER
FEiaIR, M, BLRSITARERSHREEMHER, TeFEERIRSHIXE, ZEITIL
&, XLESEIRFRAEE, HEY AR EE LR INLARER,

Problem Problem Error
identification control control

Figure 5.23 The phases of problem management
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Drive IT portfolio to Build what the business Catalog, fulfill, & Anticipate & resolve
business innovation needs, when it needs it manage service usage production issues
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ITIL is not a panacea to all problems. It is, however, a tried and tested approach that has
been proven to work. ITILHARERFIERIMIRAZ. A BER— 1T AZERAIGZE.

» ’ > -

AFITLISE, HARFENE "BRE..  egzmpseaatigit, B4, SiSLAREE. MRSk

i ' Wi ; . S y N o~ — =t S =
MSRRE, BACURREIA . o mmeimmpm o) BB RSO EIRAL, T

Al etor etigence IHEBINT ST KAIER T, SHAIIERRSR.

S www.ITILmap.com




AL T — M ETFE R E B RAGERHER I, www.ITILmap.com

SSUTTIES (i Network inteligence ITIL V3 SRR
Network Intelligence




4 Network Intelligence ®©
M China Network Corporation



