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On demand Customers can access them whenever and wherever they need them
through the internet (or intranet).

Ubiquitous access Any client can access these services, even thin clients, because
they use standard networking mechanisms and protocols.

Resource pooling Cloud services are provided by pooled resources which, because
they are based on internet access, can be located anywhere. Physical and virtual
devices are dynamically assigned and reassigned according to customer demand.
Although customers do not have control over the exact location of these devices,
they are able to specify high-level requirements. For example, they can specify that
customer data be located in a specific country to comply with data privacy legislation.

Rapid elasticity Services can be provisioned to rapidly scale up or down to meet real-
time customer demand.

Measured services Since cloud services are pay-per-use, it is important that their
usage be metered, and that a financial model exists to be able to bill for these
services. Resource usage is monitored, controlled and reported.
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Software as a Service (SaaS)
Platform as a Service (Paa$S)
Infrastructure as a Service (laaS)
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For the overall service
design lifecycle stage

Define and maintain
policies and methods

Y

Plan design resources
and capabilities

For each design

Plan individual designs

Y

Coordinate individual

Y

designs

Coordinate design
activities

'

Y

Manage design
risks and issues

Monitor individual
designs

Y

Improve service design

Y

Review designs and
ensure handover of
service design package
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Types of service in a service catalogue



The change proposal should include:

A high-level description of the new, changed or retired
service, including business outcomes to be supported,
and utility and warranty to be provided

A full business case including risks, issues and
alternatives, as well as budget and financial
expectations

An outline schedule for design and implementation of
the change.
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A configuration item (Cl) is a service asset that needs to be
managed in order to deliver an IT service. All Cls are service
assets, but many service assets are not configuration items.
Examples of configuration items are a server or a software
licence. Every Cl must be under the control of change
management.

A configuration record is a set of attributes
and relationships about a Cl. Configuration records are stored in
a configuration management database (CMDB) and managed
with a configuration management system (CMS). It is important
to note that Cls are not stored in a CMDB; configuration records
describe Cls that are stored in the CMDB.



The service knowledge management system (SKMS) is a
set of tools and databases that are used to manage knowledge,
information and data. Many configuration items are available
in the form of knowledge or information, and these are
typically stored in the SKMS — for example, a service level
agreement, a report template or adefinitive media library. The
SACM process is not responsible for managing the SKMS.

Some items in the SKMS will be owned and managed by the
SACM process, but others will be owned and managed by
other processes or people.
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* Proactive problem management - Identifying and solving
problems and known errors before further incidents related to

them can occur. Proactive problem management includes the

dentification of trends or potential weaknesses. It 1s initiated

by service operation, but usually driven by CSI.
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to application development, which 1s mainly concerned with

the one-time activities for requirements, design and build of
applications, application management covers the entire ongoing

lifecycle of an application, including requirements, design, build,

deploy, operate and optimize.



1. Identify the strategy for
improvement

* Vision

* Business need

. Strai_:egi;

* Tactical goals

* Operational goals

7. Implement improvement

I —

information

* Action plans
* Efc.

6. Present and use the

* Assessment summary

5. Analyse the information
and data

* Trends?

* Targets?

2. Define what you will
measure

Apply

3. Gather the data

Who? How? When?

* (Criteria to evaluate
integrity of data

* Operational goals

» Service measurement
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* |mprovements required?

. Process the data
Frequency?
Format?

Tools and systems?

Accuracy?
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Information
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