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Patterns of Business Activity 
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Service DesignSERVICE PACKAGE
Service Level Package (SLP)

Core Services & Supporting Services

Demand Management

Financial Management for IT 
Services

SERVICE DESIGN PACKAGE (SDP)
Requirements
Service design

Organisational readiness assessment
Service Lifecycle plans

Service Acceptance Criteria (SAC)

Service Catalogue Management

Service Level Management

Capacity Management

IT Service Continuity 
Management

Availability Management

Information Security 
Management

Supplier Management

Service Transition

Change Management

Service Asset & Configuration 
Management

Knowledge Management

Transition Planning & Support

Release & Deployment 
Management

Service Validation & Testing

Change Evaluation

Service Operation

Event Management

Incident Management

Problem Management

Access Management

Request Fulfilment

Service Desk

IT Operations Management

Technical Management

Application Management

Continual Service 
Improvement
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IT Systems 

Operational Level Agreements 
Reliability & Maintainability (MTBF & MTRS) 
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The Seven Step Improvement 
Process

What is the 
vision?

Where are we 
now?

Where do we 
want to be?

How do we 
get there?

Did we get 
there?

How do we 
keep the 

momentum 
going?

1. Identify:
Vision
Business need
Strategy
Tactical goals
Operational goals

2. Define what you will 
measure

3. Gather the data. 
Who? How? When? 
Criteria to evaluate
Integrity of data
Operational goals
Service measurement4. Process the data. 

Frequency? Format? 
Tools and systems? 
Accuracy?

5. Analyse the 
information and data. 
Trends? Targets?
 Improvements 
required?

6. Present and use the 
infomformation
Assessment summary
Action plans
Etc.

7. Implement 
improvement
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CSI Model
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