
Service  Design

Principles

People

Processes
Products

Partners
Balanced design

5 Major Aspects

Service Solutions

Systems and tools
Technology Management
Metrics and Measurement

Processes
Service requirements management

Objectives

Satisfy business objectives Service Level Management
Design efficient and effective processes and services

Risks identified
Availability
ITSC  IT

Design secure and resilient
Service  Level Management

Design secure and resilient Infrastructures Availability
Capacity

Information  Security

Service Catalogue Management

Produced
Maintained
Accurate

Business Service Catalogue
Technical Service Catalogue

Availability Management

Delivered service meets or exceeds customer needs

Service failure analysis
Proactive  activities

Risk management
Component failure impact analysis
Availability Performs as agreed
Maintainability Speed to restore to normal operation

IT Service Continuity Management
IT

Required services resumed

Support Business Continuity Management
Agree required time scales

Business Impact Analysis

Risk analysis

Supplier  Management

Manage suppliers and their services
Value for money

Manage  relationships

Suppliers meet/exceed expectations /
Balanced  scorecards

Maintain supplier database

Service Level Management

Agreed level of IT Service IT
Improvements to services

Achievable targets
Proactive measures

Contracts

Identify Service Level Requirements(SLRs) SLRs

IT and Customer negotiation SLA IT SLA
Internal Service Provider negotiation OLA OLA

Information Security Management

Align IT Security with business security
IT

Effectively manage Information
Security

Management of risks
Security Framework

Security Controls

Training and awareness
Security strategy and plan

Capacity  Management

No surprises
Cost justifiable capacity­delivered at right time

Demand V's Supply

Business Capacity ManagementFuture business needs

Requires business strategy and financial plans

Service Capacity  ManagementIncident/Problems/Changes / /

Service capacity across the lifecycle

Component capacity ManagementPerformance

Utilization
Capacity matched to evolving customer
needs

Service  Design  Package  (SDP)    Outputs
SDP

Benefits

Improved Service Quality

Better ITSM Processes ITSM
Improved Consistency of service
Earlier implementation of services

Improved service alignment
Maintain standards

Enhanced service governance

More effective service performance
Improved information and decision making

Reduced Total Cost of Ownership(TCO) TCO
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