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Service Operation

Event Management
Incident Management
Problem Management

Request Fulfilment

Access Management

Service Desk

IT Operations Management

Technical Management

Application Management

Continual Service
Improvement
The Seven Step Improvement
Process

CSI Model

How do we
keep the
momentum
going?

What is the
vision?

Where are we
now?

Where do we
want to be?

How do we
get there?

Did we get
there?

7. Implement
improvement

6. Present and use the
infomformation
Assessment summary
Action plans

Etc.

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

Deming

Requirements

Service design

1. Identify:

Vision

Business need
Strategy

Tactical goals
Operational goals

4. Process the data.
Frequency? Format?
Tools and systems?
Accuracy?

2. Define what you will
measure

3. Gather the data.
Who? How? When?
Criteria to evaluate
Integrity of data
Operation 2l goals
Service measurement

4

EARLY LIFE SUPPORT

Licensed to ALC by Macanta Consulting © Macanta Consulting 2013 - www.macanta.com.au

Service Lifecycle plans
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SERVICE DESIGN PACKAGE (SDP)

Organisational readiness assessment

Service Acceptance Criteria (SAC)

Service Knowledge Management
System (SKMS)

Configuration Management

| System (CMS)
Configuration Management

Databases (CMDBs)

Service Transition
Change Management
Service Asset & Configuration
Management

Knowledge Management [

Wisdom

Release & Deployment Knowledge

Management

Transition Planning & Support
Service Validation & Testing

Information

Data

Change Evaluation
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