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Service Support & Delivery

I'T

Service Desk

Incident Management
Problem Management
Change Management
Configuration Management
Release Management

Service Level Management
Capacity Management
Availability Management
Financial Management
IT Service Continuity
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Deming cycle

Plan, Do, Check, Act

(Project plan, Project, Audit, New actions)

T

ISO 9001 6 SIGMA
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Six Sigma

Define, Measure, Analyse,
Improve and Control
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Six Sigma  ITIL

ITIL , SiX sigma
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ITSM

British Standards Institution (BSi)
e 1998 - Code of Practice [PD0005]

A Code of Practice for
IT Service
Managemen

2000 - Self-assessment Workbook [PD0015]
- Specification [BS15000]

o 2001 - Early adopters - Feedback

e 2002 - Rewrite as Part 1 & 2
- Rewrite PD0015/PD0005

e 2003 - Formal certification scheme
e 2006 - ISO Standard
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BS15000
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Configuration Management

Resolution Processes Business
Relationship
Incident Management Management
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Verymark2004

26



| T Governance

IT Management Training L eader

27



. ITIL
HP - ITSM
IBM - ITPM

Microsoft - MOF

Sun Microsystems - SunTone
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Thank you
WWW.l1tll.com.cn

Email: Training_leader@hotmail.com
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