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Agenda M

- Was ist ITIL?
- Die wichtigsten ITIL Prozesse

- Die ISO/IEC 20000 im Uberblick

- Die wichtigsten Anforderungen der ISO 20000-1
an die Prozesse

- Managed Services < Managed Process

- Anwendung der ISO 15504 auf ITIL / ISO 20000
-1SO 20000 — PAM
- Assessment Tool: SPICE 121 for ISO 20000
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Was ist ITIL? A

ITIL ist ein Hersteller unabhéngiges Regelwerk fur IT Service
Management:

- ITIL: ,IT Infrastructure Library* - Blcher
- ITIL ist ein Best Practice Approach
- ITIL ist keine Norm und keine Methode

Viele IT Service Management Tools verwenden die
ITIL - Begriffe & Verfahrensregeln; z.B.:

- Incident Management & Problem Management, ...
ITIL war die inhaltliche Basis fur den british standard BS 15000
BS 15000 war die inhaltliche Grundlage fur ISO 20000

ITIL & ISO 20000 - 3 D\l/-lfzmjria;ll\gs;égg

Entstehungsgeschichte M -
Woher kommt ITIL?

England 1989:
- CCTA - Central Computer and Telecommunications Agency
- CCTA schrieb Richtlinien: ,best practice guides” > 40 Bucher

CCTA wurde zu OGC - Office Of Government Commerce
- OGC konsolidierte diese Blcher - 7 Blcher

Heute ist ITIL ®
- eine geschitzte Marke der OGC
- ein de-facto Standard fur IT Service Management
- ein Markt fUr Trainingsanbieter, Berater & Tool-Hersteller

ITIL & ISO 20000 - 4 D\l/-lfzmjria;ll\gs;égg
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IT Governance & IT Prozessmanagemen%!

Geschaftsleitung

IT Prozessmanagement: ‘

- Prozessverbesserung
- Prozessreife Modelle

- Referenz Prozess-modelle

IT Governance: Best Practice Modelle

- Lenkung & Kontrolle

- Control Objectives
Far den IT

- Control Activities Betrieb

- Control Effectiveness

IT Management

DI. Andreas Nehfort
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Die 7 ITIL Biicher A

Planning to Implement

The Service Support 4-[ ]-» Service Delivery
Business Security Mgmt
Perspective Application Mgmt.
ICT-Infrastructure Mgmt.

Die Grundidee:
- Die IT erbringt Leistungen fur das Kerngeschaft - Services

DI. Andreas Nehfort
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Was ist ein Service? M B

Der Begriff Service bedeutet nach ITIL, dass ein oder mehrere
IT-Systeme einen Geschaftsprozess ermdglichen oder
unterstutzen.

Unter dem Begriff System sind Prozesse, Hardware, Software,
Facilities und Arbeitskraft zusammengefasst.

Ein Service wird in einem Service Level Agreement vereinbart

DI. Andreas Nehfort
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Servicebaum M B

Geschéfts-prozes

Service
X

Serverl LA\
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Server2— Server3

Switch
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Memory S *&* : cl
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Die ITIL Disziplinen 54 42 N

Service Support: Service Delivery:
- Service Desk - Service Level Management

- Incident Management - Financial Management for
- Problem Management IT Services

- Change Management - Capacity Management
- Configuration Management - Availability Management

- Release Management - IT Service Continuity
Management

Security Management

DI. Andreas Nehfort
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Service Level Management JM
Ziel und Input :

Ziel:
- IT Services bedarfsorientiert definieren & vereinbaren
- IT Service Qualitdt wahren & verbessern (langfristig)
- Service Quality Plan (SQP)
- Service Improvement Program (SIP)
- Verhaltnis zum Kunden stérken

Input:
- Nachfrage des Kunden

DI. Andreas Nehfort
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SLA vereinbaren

I Nachfrage d. Kunden ‘

Definieren

(intern & extern)

I Vertrag

SLM-Prozess (2)

ITIL & ISO 20000 - 11

Service Level Management: 54 é} B

[
. ‘ Bedarf identifizieren
Service
Katalog

[
Service Spec
Sheets

e

DI. Andreas Nehfort
V1.2 / 13.10.2006

SLA umsetzen

Service Level Management: 54 é} B

»{ Vertrag ‘
TN Uberwachung der Service >r3er§e_\
Level Achievement
. -~
Incident M. Iﬁ‘b{ Berichte k SL Reports
. _~
44 Evaluieren f/ sIp
. __~
ITIL & ISO 20000 - 12 St
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Incident Management %M
Ziel und Input

Ziel:

- rasche und effiziente Wiederherstellung bei Zwischenféllen
(Incidents) zur Zufriedenheit des Anwenders

Input:
- Informationen tber Incidents (z.B. vom Service Desk)
- CMDB Informationen
- Details/Informationen der Behebung

DI. Andreas Nehfort
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Aktivitat: Incident Control %M B

’ Identifikation, Dokumentation ‘

y

Klassifizierung und erste Unterstiitzung

z !

9 ’ Service Request ? }ﬂ.{ SR Bearbeitung

'_

< INEIN

X ’ Known Error-DB H Untersuchen ‘

z

> !

é ’ Problem Mgmt. H Analyse, Diagnose ‘

o I i

X ’ Beheben, Wiederherst. ‘
’ Change Mgmt. ‘ :

f—.{ Zustimmung }.7

!

Zwischenfall abschliel3en

DI. Andreas Nehfort
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Ziel:

Input:
- Informationen tber Incidents
- Informationen aus der CMDB
- Workaround - Informationen

ITIL & ISO 20000 - 15

Problem Management M
Ziel und Input

- Finden von Ursachen - Known Error
- Lésungen zu Known Errors finden

DI. Andreas Nehfort
V1.2 / 13.10.2006

Aktivitat: Problem Control 54 Q B

Identifikation, Dokumentation

l

’ Klassifizierung

’ Ressourcen zuweisen

!

Untersuchung, Diagnose

Fortschritt Gberwachen

Known Error definieren ‘._, Error Control

ITIL & ISO 20000 - 16
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Aktivitat: Error Control

s

Problem Control

!

‘ Dokumentation ‘

: l
(5]
c ‘ Lésung finden ‘
O
@©
=
S v
(] ‘ L6ésung dokumentieren ‘
o]
5
= RFC
= [ Change Mgmt. ‘
= |
(&) -
g ‘ Zustlr:mung oR
L? Problem Record schlieBen
ITIL & ISO 20000 - 17 N2 ] 102006
Zusammenspiel der Prozesse AN

Incident Management

- Erfassung N—

Uberein-

stimmung

Problem-Management

Problemkontrolle

Matching

Information
Problem-

Workarounds erfassung

Fehler-
erfassung

Workarounds &

schnelle Lésungen
Fehlerkontrolle

Trends

Frequenz

Auswirkungen

Behebung

Change-Management

RfCs

DI. Andreas Nehfort - andreas@nehfort.at - www.nehfort.at ASQF-AK-MaturityModels-Okt2006-ITIL&ISO20000.ppt
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Change Control (Aktivitaten)

Technik, Implementierung

Prozess Management

RFC

Vorbereitung (Technik,
Projektmanagement)

’ Build, Test

’ Integrationstest

Backout H

Implementierung

ITIL & ISO 20000 - 19

Change erfassen

annehmen

CAB
Change Advisory
Board

Kategorie
Prioritat
Autorisierung

Plan

Freigabe ‘

S

Bewertung - PIR ‘

DI. Andreas Nehfort
V1.2 / 13.10.2006

Das Change-Management im

Zusammenspiel mit anderen ITIL-Prozessen

Incident-
Management

Problem-
Management

Service-Level-
Management

Availability-Management
Capacity-Management u.a.

Kunde

Configuration-
Management

[ajajal

ITIL & ISO 20000 - 20

RfC’s

Change-Management

= Registrieren

= Akzeptieren

= Klassifizieren

= Planen

= Entwickeln

= Implementieren
= Evaluieren

JaLa):

Release-
Management

DI. Andreas Nehfort —
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Einbindung des Configuration-

A

Erneuern

Verbessern

Andern

Korrigieren

Analysieren/ L

evaluieren
ITIL & ISO 20000 - 21

Management-Prozesses

. TChaﬂen

Configuration
Management
(Register)

=

Entwickeln/

Installieren

DI. Andreas Nehfort —
V1.2 / 13.10.2006

Die Aktivitaten

A

Entwicklungs- Uberwachte Produktions-
umgebung Testumgebung umgebung
Release-Management
Versions- Entwurf und Erstellung Versions- Planung Kommunikations- Verteilung
grundsatze Entwicklung und priifung des vorbereitung und
i oder Zusammen- i Roll-Out i Installation
Planung Bestellung setzung der Annahme Schulung
und Ankauf Version
L) L) L) L L
/i/_l( } ! ]
. .. . . A,
Definitive Software-Bibliothek (DSL)
Definitive Hardware-Lager (DHS)
Configuration-Management-Database (CMDB)
DI. Andreas Nehfort —

ITIL & ISO 20000 - 22

V1.2 / 13.10.2006

DI. Andreas Nehfort - andreas@nehfort.at - www.nehfort.at

ASQF-AK-MaturityModels-Okt2006-I1TIL&ISO20000.ppt

11



ASQF Arbeitskreis Maturity Models
ITIL & ISO 20000

©

Change- Release- Configuration-
Management Management Management

Request for Change
Filtern, erfassen und
Nummer zuordnen

!

Klassifizieren und planen

Berichte und
Daten aus Audits

" . ; Berichte
Anderung wird vorbereitet
Freigabe Ci-Daten
Die Anderung kann aktualisieren

Durchgefiihrt werden

Release und Verteilung

Ausfiihren N
m h ) Neuer dokumentierter CMDB, DSL und DHS
Anderung wird entwickelt <] e (e "1 Axtualisieren, freigeben
Getestet und implementiert .
Softwareversionen
’ Evaluieren ‘
) ‘ -
. Uberprufen, ob die CMDB
’ Abschlielen | Auf dem neuesten Stand ist
[ Ende ]
ITIL & ISO 20000 - 23 s

ISO 20000 — Der ISO Standard [/

far IT Service Management

Die 1ISO 20000 erweitert das ITIL best practice Framework um
das Konzept der integrierten Managementsysteme:

- 1SO 20000-1: Information Technology — Service
Management Part 1: Specification

- 1SO 20000-2: Information Technology — Service
Management Part 2: Code of Practice

Zweck der ISO 20000: Zertifizierung

- Zertifizierung von Unternehmen auf der Basis lhrer IT Service
Management Prozesse

- Die Zertifizierung nach ISO 20000 wird fur IT Service
Organisationen das 1ISO 9001-Zertifikat ersetzen oder erganzen

DI. Andreas Nehfort
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ITIL & ISO 20000 A

ITIL bildet den inhaltlichen Kern des Standards 1ISO 20000

Die ISO 20000 hat somit zwei konzeptuelle Wurzeln:
- ISO 9001: Integrierte Managementsysteme
- BS 15000: Der bisherige ITIL-Standard

DI. Andreas Nehfort

ITIL & ISO 20000 - 25 V1.2 / 13.10.2006

ISO 20000 - Manged Services M

ISO/IEC 20000 defines the requirements for a service provider to
deliver managed services of an acceptable quality for its customers.

It may be used:
a) by businesses that are going out to tender for their services;

b) by businesses that require a consistent approach by all service
providers in a supply chain;

c) by service providers to benchmark their IT service management;
d) as the basis for an independent assessment;

e) by an organization which needs to demonstrate the ability
to provide services that meet customer requirements; and

f) by an organization which aims to improve service through the
effective application of processes to monitor and improve

service quality.
DI. Andreas Nehfort
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Service Management Prozesse

s

nach ISO 20000

Capacity Management Service Level Management
Service Continuity and Service Reporting
Availability
Management

Control Processes
Configuration Management

Change Management

Resolution
Processes

Release
Processes

Release Management
Incident Management

Problem Management

Service Delivery Processes

Information Security
Management

Budgeting and

Accounting
for IT services

Relationship
Processes

Business Relationship
Management

ITIL & ISO 20000 - 27

\wier Managemy
\/

DI. Andreas Nehfort
V1.2 / 13.10.2006

ITIL und BS 15000 bzw. ISO 20000 (/L

Audit-
Fragebogen

ITIL & ISO 20000 - 28

Self-assessment

1SO 200002 )
PD 0015 Management
Self-aszessment PD 0005 ~ Ovendewn
‘Workhook T Code of Practice
TIL Process
(IT Infrastructure Library) Definition
In-house procedures Deployed
solution

Relationships: BS 15000, PO 0004,
PD 0015, ITIL, and in-house procedures

ISO 20000-1
Achieve this

The IT Service Management Kit Comprises:
BS 15000, PD 0005 and PD 0015

DI. Andreas Nehfort
V1.2 / 13.10.2006
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Das SPICE-Prozessreifemodell Aﬁ

Optimising Level 5 Optimising
Quantitative measures used for r

: S PA.5.1 Process Innovation
Process Innovation and Optimisation PA.5.2 Process Optimisation

Predictable Level 4 Predictable
Process measurement make process PA.4.1 Measurement
performance and results controllable PA.4.2 Process Control
Established Level 3 Established
Predefined processes -

deploved PA.3.1 Process Definition
are p Y - PA.3.2 Process Deployment
and tailored for specific use.

Level 2 Managed Managed
r PA.2.1 Performance Management Process and work products are

PA.2.2 Work Product Management managed, responsibilities identified.

Level 1 Performed Performed _
PA.1.1 Process Performance processes are intuitively performed, input and
output work products are available

Level 0 Incomplete Incomplete
Performance and results are

incomplete, chaotic processes
ITIL & ISO 20000 - 29 DI. Andreas Nehfort

V1.2 / 13.10.2006

Capability Level 2: Managed Process M

The previously described Performed Process

- is now implemented in a managed fashion
(planned, monitored and adjusted)

- and its work products are appropriately
established, controlled and maintained.

Level 2: Managed Process

- PA 2.1: Performance Management Attribute
- PA 2.2: Work Product Management Attribute

ITIL & 1SO 20000 - 30 D7 s
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PA 2.1 Performance Management Attr.M

The performance management attribute is a measure of the extent to
which the performance of the process is managed.

As aresult of full achievement of this attribute:
a) objectives for the performance of the process are identified;
b) performance of the process is planned and monitored;
c) performance of the process is adjusted to meet plans;

d) responsibilities and authorities for performing the process are
defined, assigned and communicated;

e) resources and information necessary for performing the process
are identified, made available, allocated and used;

f) interfaces between the involved parties are managed to ensure
both effective communication and also clear assignment of
responsibility.

DI. Andreas Nehfort
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PA 2.2 Work Product Management Attr. M

The work product management attribute is a measure of the extent to
which the work products produced by the process are appropriately
managed.

As aresult of full achievement of this attribute:

a) requirements for the work products of the process are defined;

b) requirements for documentation and control of the work products
are defined;

c) work products are appropriately identified, documented, and
controlled;

d) work products are reviewed in accordance with planned
arrangements and adjusted as necessary to meet requirements.

DI. Andreas Nehfort
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Die Anforderungen der ISO 20000 M

- Kapitel 3. Requirements for a Management System
- Kapitel 4. Planning & Implementing Service Management
- Kapitel 5. Planning & Implementing New or Changed Services

- Kapitel 6. Service Delivery Processes
- Kapitel 7. Relationship Processes

- Kapitel 8. Resolution Processes

- Kapitel 9. Control Processes

- Kapitel 10. Release Process

DI. Andreas Nehfort
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Kap.3.1 Management Responsibility M

- Provide leadership for service management

- Establish policy and plans

- Communicate objectivs

- Ensure customer satisfaction

- Appoint responsibility for service management

- Provide resources for service management

- Manage Risks for service management

- Conduct management reviews for service management

DI. Andreas Nehfort
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Kap. 3.2 Documentation RequirementsM

- Establish documentation procedure and responsibility
- Establish documented policies required by this standard
- Establish documented plans required by this standard

- Establish documented processes and procedures required
by this standard

- Establish records required by this standard

DI. Andreas Nehfort
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Kap. 3.3 Competence, 54 éﬁ -
Awareness & Training

- Define service management roles and responsibilities
according to required competencies

- Review and manage competencies and training needs
- Ensure awareness

DI. Andreas Nehfort

ITIL & ISO 20000 - 36 V1.2 / 13.10.2006
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Kap. 4.1 Plan Service Management (PIan%ﬁ

- Plan service management

- Define the scope of service management

- Define the objectives for service management

- Define the processes for service management

- Define responsibility for service management

- Define the Risk Analysis and Management approach
- Define the approach for interfacing to service related projects
- Plan resources for service management

- Plan tool-support for service management

- Plan quality management

- Align service management planning

DI. Andreas Nehfort
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Kap. 4.2 Implement Service ManagementM

and Provide the Service (Do)

- Implement the service plan

- Allocate funds and budget

- Allocate Roles and responsibilities

- Provide documentation

- Ensure Risk management

- Manage teams

- Manage facilities and budget

- Report progress

- Co-ordinate service management processes

DI. Andreas Nehfort
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Kap. 4.3 Monitoring, Measuring M

and reviewing (Check)

- Monitor services (Measurement)
- Review services

- Plan audit program

- Perform audits

DI. Andreas Nehfort

ITIL & ISO 20000 - 39 V1.2 / 13.10.2006

Kap. 4.4 Continual Improvement (Act) Aﬁ

- Establish a policy on service improvement

- Manage improvements:

- Collect and analyse improvement data

- Identify, plan and implement improvements (service provider)
- Consult with all parties involved (service provider)

- Set targets for improvements in quality, costs and resource
utilization (service provider)

- Consider relevant improvement inputs (service provider)
- Measure, report and communicate the service improvements

- Revise the service management policies, processes,
procedures and plans

- Deliver improvement
ITIL & ISO 20000 - 40 Dv"ﬂ”?’i%i’é?éﬁg‘
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Kap. 5. Planning new or changed Service%ﬁ

- Analyze proposals for new or changed services

- Plan and approve new or changed services

- Define roles and responsibilities for new or changed services

- Plan service changes

- Plan communication for new or changed services

- Plan contracting for new or changed services

- Plan human resources for new or changed services

- Plan skills and training requirements for new or changed services
- Plan processes and infrastructure for new or changed services
- Plan budgets and time scales for new or changed services

- Plan acceptance criteria for new or changed services

- Plan expected outcomes for new or changed services

DI. Andreas Nehfort

ITIL & ISO 20000 - 41 V1.2 / 13.10.2006

Kap. 5. Implementing new or changed M

Services

- Approve new or changed services
- Implement new or changed services according to plan
- Report outcomes of new or changed services

DI. Andreas Nehfort
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ISO 15504 <= 1SO 20000 54 42 -

Viele Forderungen der ISO 20000 kommen einem bekannt vor:
- Detalillierte Planung
- Vorgehen nach Plan
- Rollen und Verantwortlichkeiten
- Awareness & Training
- Plan-Do-Check-Act-Zyklus
- Dokumentierte Prozesse und Verfahren

Im Detail sind diese Forderungen nicht so prazise und daher
schwer zu interpretieren!

DI. Andreas Nehfort

ITIL & ISO 20000 - 43 V1.2 / 13.10.2006

ISO 15504 <= 1SO 20000 54 42 -

Erste Erfahrungen aus der Praxis der Zertifizierungsaudits:

- Die Zertifizierung nach BS15000 / ISO20000 steht in der
Tradition der Zertifizierung nach 1ISO 9001.

- ISO 9001 zertifizierte Organisationen haben in der Regel
deutliche Gaps beziiglich CL2 und CL3!

- Das PD 0015 Self Assessment Workbook (BS15000) wird
von den Auditoren als Audit-Fragebogen verwendet.

- Diese Fragen lassen deutliche Gaps beziglich CL2 / CL3!

Fur die Zertifizierung nach ISO 20000 wird nur akkreditiert,
wer bereits akkreditiert ist (z.B. fur ISO 9001)

- Das Zertifizierungsgeschaft bleibt in bekannten Handen ...

DI. Andreas Nehfort
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ISO 20000 - PAM

Assessment Model fur ISO 20000-1

Ziele:
- Konform zu 1SO 15504-2
- Unterstutzung fur Anwender der ISO 20000
- Kontakt zur ,relevant community of interest*
Fernziel:

- Abbildung der Forderungen der ISO 20000-1 in einem
ISO 15504 konformen Maturity Model (Part 7)

- Kontakt zu den Normungsgremien

DI. Andreas Nehfort

ITIL & ISO 20000 - 45 V12 /13102006

1ISO 20000 — PAM A

Struktur und Inhalte

Zwei Process Categories:
- Service Management System - Kap. 3 — 5 der Norm
- Service Management Processes - Kap. 6 — 10 der Norm

Acht Process Groups:
- Die Kapitel 3 — 10 der Norm

Alle Forderungen der ISO 20000-1 werden
- als ,Base Practices" abgebildet.

Das PAM ist Basis fur ein Assessment Tool:

- SPICE 121 for ISO 20000
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SPICE 121 for 1ISO20000 - Prepare  y/lJf

1 for I1SO20000 - IT Service Manageme

Assessment  Help

= AT X O]

1.Prepare | 2. Filln | 3. Analyze | . Reports

Processes lo assess:

a1 | Sorted | General questions

Selectedt 22 Mot selected: 45
—

Note for whole assessment:

[ 150 15504 All processes from I€CL 5
= [7] 150 20000 All processes from I€CL 5
ITSM.3.1 Management Responsibility CL S
ITSM.3 .2 Service Management Doeu CL §
ITSM.3,3 Competence, Awareness a CL §
ITSM 4.1 Plan Service Management CL 5
ITSM4 2 Implement Ssrvice Managt CL &
ITSM 4.3 Monitaring, Measuring and CL &
ITSM 4 4 Continual Improvement (A CL 5
ITSM.S 1 Planning New or Changed : CL S
ITSM 5.2 Implemnenting Mew or Char CL &
ITSM 6 1 Service Level Management CL §
ITSM 6 2 Service Reparting (=]
ITSM 6.3 Service Continuity and Ave CL §
ITSM.6 4 Budgeting and Accounting ' CL &
ITSM.6 5 Capacity Management  CLS
ITSM 8.6 Information Security Mana CL 5
ITSM.7.2 Business Relationship Man: CL 5

ITSM 7.3 Supplier Management  CLS
ITSM.8.3 Problem Management cLs
ITSM.9.1 Configuration Management CL 5
1TSM 9.2 Change Management CLS

ITSM104 Release Management  CL5

ITSM.8.2 Incident Management
To restore agreed service to the business as soon as
possible or to respond to service requests

Outcomes:

As result of successful implementation of this process:

1) All incidents are recorded

2) Procedures are be adopted to manage the impact of
incidents

Procedures shall define the recording, prioritization,
business impact, classification, updating, escalation,
resolution and farmal closure of all incidents

3) The customer is kept informed of the progress of their
reported incident or service request and is alerted in
advance if their service levels cannot be met and an action
agreed

4) All staff involved in incident management has access to
relevant information such as known errars, problem
resolutions and the configuration management database
(CMDB)

5) Major incidents are classified and managed according to
aprocess

Base Practices:

ITSM.8.2.BP.1 Record incidents
Allincidents shall be recarded.  [Qutcome 1]

ITSM 8 2 RP 2 Manana tha imnact of incidants

Enter your notes here.

SeHtings for Assessment

Maxinum Capabsity Levet

Capabilty Level
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SPICE 121 for ISO20000 — Fill in

Assessment  Help

D& H| ¥ Q@D E

1.Prepare | 2.Filin |3, Andlyze || 4. Reports

ITSM.8.2 Incident Management

Alinformation Feuw information  Only the most importart

To restore agreed service to the business as soon
as possible or to respond to service requests

[ hot Clear

[ Not Rateable

YOiLe Dy

Farformance managemer
Work product managem

Pracess performance

Pracess deplaymert

Pracess messurement

Pracess innouation

[ Nat Applicable E E E @

| Sorted || General questions

ITSM.6.6 Information Security Mar CLS CL2
ITSM.7.2 Business Relationship Ma
ITSM.7.3 Supplier Management

ITSM.6.3 Problem Management
ITSM.9.1 Configuration Managsme
ITSM.9.2 Change Management
ITSM.10.1 Release Management
General.1 Information about comp

PEETEE g

Al Tenlnes Threeines Singledine  Hidden

Notes: v,

Base Practices:

ITSM.8.2.BP.1 Record incidents

Al incidents shall be recorded.  [Outcome 1]

[Erter your Notes here

ITSM.8.2.BP.2 Manage the impact of incidents

incidents.
[Outcome 2]

Procedures shall be adopted to manage the impact of incidents
Procedures shall define the recording, prioritization, business impact,
classification, updating, escalation, resolution and formal closure of all

[Erter vour Notes here

and an action agreed.
[Qutcome 3]

e [L[F] TSM.8.2.8P.3 Inform the customer about incident status

The customer shall be kept informed of the progress of their reported incident
or service request and alerted in advance if their service levels cannot be met

[Erter your Mates here...

Spell checker language: EN
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CLC chart for Standards 1ISO 20000

ITSM.10.1 Relzase Management
IT=h1.9.2 Change Management
ITSM 4.1 Configuration Management
ITSM 8.3 Problem Managemert
TS 6.2 Incidert Management
ITSM.7 3 Supglier Maragemert
ITSM.7 .2 Business Relationship Managemert
ITSM 6.6 Information Security Management
ITSM 6.5 Capacity Managemert

ITSM 6.4 Budgeting and Accounting for IT
ITSM 6.3 Service Contiruity and ..
ITSM 6.2 Service Reporting
ITSM 6.1 Service Level Marsgement
TSN 5.2 Implementing hev or Changed Services
ITSM.5.1 Flanning Nevs or Changed Services
\TSM 4.4 Cortinuz | it (Act)

Frocesses

ITSh.4.3 Moritaring, Measuring aned
ITSM 4.2 Implemert Service Managsment and
ITSM 4.1 Plan Service (Plan)
VTSH.33 Competerce, Awareness an I1anng
1TSM 3.2 Service
5 31 Managemert
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SPICE 121 for 1ISO20000 — Analyze M
Assessment Charts

PAC chart for Standards ISO 20000

et 10 lneicse enggenert
M.9.2 Change Meanagement
A Configuration hManagement
IT5M8.3 Problem Management
TS 8.2 e certvancsement
ITSM.7 3 Supplier Management
IT5M.7.2 Business Relationship Management
IS 6.6 Information Securty Management
TS 6.5 Capacily Managemert
17515.4 Budgeling and sogouing fer T .
ITSH 6.3 Service Cortinuity and
ITSh 5.2 Service Reporting
ITSM 1 Service Lavel Managemert
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ITSM.5.1 Planning New o Changed Services
ITSM4.4 Continual Improvement (Act)
ITSM 4 3 Monitoring, Meastring and
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ITSl:4.1 Plan Service Management (Plzn)
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Process Aftributes
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SPICE 121 for ISO20000

iDeH|E 25000

4 GPard2006-wave - SPiCE 1-2-1 for 15020000 - IT Service Management

File  Assessment  Help

. propwe [ 2.7 | 3. s | 4 Fepors |

Conterts and structure

ANlinformation Fewinformation  Only the most importart

Descriptions:

Al Tenlnes Thesines Sngledne  Hiden
Notes —3

Available report ternplate s

[[Wierd [porport | i setigs

5 standard Templates
5] All selected processes

] Al charts

Auszug aus einen WinWord Report:

ITSM.8.2.BP.1 Record incidents

All incidents shall be recorded. [Outcome 1]

Assessment Notes:
Aufzeichnung und Verfolgung ALLER Incidents Remedy-SMART

mﬂ ITSM.8.2.BP.2 Manage the impact of incidents

Procedures shall be adopted to manage the impact of incidents.
Procedures shall define the recording, prioritization,

business impact, classification, updating, escalation,

resolution and formal closure of all incidents. [Outcome 2]

Assessment Notes:

Es wurden Tickets vom THD (techn.) und AHD (Anwendung)
betrachtet.

AHD hat eine Selbstldsungsquote von >90%.

Im Report "IKS / SAS70" sind offene Tickets sichtbar

(im Extranet abrufbar).
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Danke fur Ihre Aufmerksamkeit!

Diskussion ...

DI. Andreas Nehfort
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Zur Person: DI. Andreas Nehfort 54 42 -

Selbstandiger Berater - Nehfort IT-Consulting KEG (seit 1986)

Mein Fokus: IT Prozesse - Consulting & Training
- Assessment Based Process Improvement
- SPICE / 1SO15504, Automotive SPICE, CMMI

- Agile Prozesse
- IT-Projekt Management & IT-Qualitdtsmanagement
- itSMF Certified ISO/IEC 20000 Consultant

Software Process Assessments:
- INTACS certified ISO 15504 Assessor (Competent Assessor)
- CMMI Assessor
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