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Incident Management

Restore normal operational service as soon as possible and minimize the a
on business operations for best quality of service within the ~>3reed SLAs
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Roles: Incident
Process Owner;

First Line Support
Nth Line Support;

Service Desk

Manager; Incident
Manager

Relationships: Recurring Incidents output to |
Problem; KEDB input from Problem;
Reports output to SLM; Incident details to
Availability and Capacity Management; RfC
output to Change Management; Exception
reporting to Configuration; Update on
Changes related Incidents to Release
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Service Level Management

Maintain and improve IT Service quality, via a constant cycle of agreeing,. *  .gand g
reporting upon IT service achievements; actions to eradicate noor service w .1 SLASs
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Service Desk

Support Groups (all levels)
*NT

= Unix

SAP

*In-house App Dev

= Application Support
=COTS

SAP

=Oracle

*Web

*Middleware
=Network
*Enterprise Mgmt
»Purchasing

*HR
=Facilities
*Supr"”
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Service Delivery Relationships
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ACD
BCM
BCP
BSI
CAB
CCTA
cbB
Cl
CcMDB
CoP
CSs
CTI
DHS
DRP

EFQM
FSC
ICT
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ITIL® Acronyms

Automatic Call Distribution
Business Continuity Management
Business Continuity Plan

British Standards Institution

Change Advisory Board

Central Computer and Telecommunications Agency
Capacity Database

Configuration Item

Configuration Management Database
Code of Practice

Customer Satisfaction Survey
Computer Telephony Inte~ 1
Definitive Hardware Stc

Disaster Recovery Plan

Definitive Software Library
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Forwara eo. “hange
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Int iive \ uice Response
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Known Error
Known Error Databas
»wn Error Record
Performance Indicat

8 ccess Factors

Ma Baldridge National _ality Award
Mea. v Betwer- res

Mean Se’ _ervice Interruptions

Mean T _pair

Office of L vernment Commence
Operational Level Agreement
Post-implementation Review
Problem Record

Projects IN Controlled Environments
Projected Service Availability
Request for Change

Software Configuration ltem
Service Improvement Program
Service Level Agreement
Service Level Management
Service Level Requirement
Terms of Reference
Underpinning Contract

Work in Progress

Work flow diagram

mountainview



