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Agenda

° 1SO 20000, ITIL and MOF 577
° 1SO 20000, ITIL and MOF 7 BRI EE &
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Service Management JRF3 g 2

ISO/IEC 20000-1:2005 i% #x 2.14

Management of services to meet the business
requirement

itSMF

Service Management is a set of specialized
organization capabilities for providing value to
customers in the form of services

The capabilities include all of the processes,
methods, functions, roles and activities that a
Service Provider uses to enable them to deliver
services to their customers



N

ISO 20000 FR% 8 JL ;A2

Capacity Management Service Level Management Information Security
Management

. . Service Reporting
Service Continuity and I

Availability Management : ———— Accounting
for IT Services

L,L)Hi IF’IO(,L‘ SES

Configuration Management
Change Management

Release
RHOCES'S _ .
ESOUEN (POCESS
Business Relationship

Incident Management Management
Release Management

Problem Management Supplier Management




ITIL

® Information Technology Infrastructure Library

® ITIL E_IT PRF% ¢ 32 Best Practice e framework, d & K] 73
Office of Government Commerce (OGC) & m =, & &
kAT *

e G- lmpie kA, R 0T IRk 3]
— V1 — Published between 1989 and 1995 (31 books)

— V2 — Published between 2000 and 2004 (11 books, 2 main books
are Service Support and Delivery)

— V3 — Published in 2007 (5 core books)



ITIL
ITIL V3 7 7

Service Strategy (SS) ) t :
TP —— niary p :
i SR Bl \ee y Ub/’c

Service Design (SD)

A kR FEE G il WG RS e
W o gz EE A z
EE e i miE -y 3

Design

Service Operation (SO)
PR IRF X T
2 H A4 SiFEp R RS

Fendt 3

Service Transition (ST)
Yo B FE - A F

WEE Y Swmey
Continual Service

Improvement (C5I)
R FEREE S B L b ¥

"?‘%':]l;\

’ 2
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Microsoft Operation Framework

’ MiCI’OSOfT & d e f?’r % Best Practices, & F F ol ¢ o

2R % iR 5%% 7T

2
® -

fead
BHREL XL TR 23, 27 2 TiEr

& f# & ITIL — IT Infrqs'rruc'rure Library
22’ g bta A IF%} l" mt«c%}

77 framework

° FERE T IRGRZ i ¥ ahdp 51 (Guidance)
e FI ML, COBIT, and 1ISO 20000
¢ MOF :} 5L

PL =+

Servnce Management Function & #  (f25 ey it)
A ik e
242 ZPRFx



MOF 4.0

° REITIRHEZL #ﬂ:t p 2 Pk
ﬁ»p foenp Ak, BB

3
- Manage layer #& & 2 [F £ TR e— a»

( Plan, Deliver, % Operq’re) : "
m,\ #}r’;

®  Service Management
Functions (SMFs) 3 == i it i
PR EH D NMannct :

° T
s

£ Management Reviews 2
)}z oy A R_elqasn
4 F A Readiness

|
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ISO 20000 &2 ITIL, MOF= R 1%

MOF 4.0
Guidance

T oAy

Infrastructure Automation

—

—

Goals and Objectives
— 1SO 20000

Management
Perspective — COBIT

Process description —

ITIL v3

Solution Accelerators

System Center




ISO 20000 £2 ITIL, MOF ¢ i%

1SO 20000 vs ITIL
1SO 20000 vs MOF
ITIL vs MOF



ISO 20000 &7 [TIL, MOF R 14
ISO 20000 vs ITIL V3

ISO 20000 ITIL V3

6. Service Delivery Processes
6.1 Senice Lewvel Management CSI 4.6 Senvice Level Management

6.2 Senice Reporting CSI 4.2 Senice Reporting
SD 4.4 Availability Management
6.3 Senice Continuity and Availability Management SD 4.5 IT Senice Continuity Management (ITSCM)

6.4 Budgeting and Accounting for IT Senices SS 5.1 IT Financial Management
6.5 Capacity Management SD 4.3 Capacity Management
6.6 Information Security Management SD 4.6 Information Security Management (ISM)

7. Relationship Processes
7.2 Business Relationship Management SD 4.2.5.9 Deweloping Contacts and Relationships with the Business
7.3 Supplier Management SD 4.7 Supplier Management

8. Resolution Processes
SO 4.1 Event Management
8.2 Incident Management SO 4.2 Incident Management

8.3 Problem Management SO 4.4 Problem Management

9. Control Processes
9.1 Configuration Management ST 4.3 Senice Asset and Configuration Management
9.2 Change Management ST 4.2 Change Management

10. Release Process

10.1 Release Management ST 4.4 Release and Deployment Management



ISO 20000 &7 [TIL, MOF R 14
ISO 20000 vs MOF

6. Service Delivery Processes

6.1 Senice Lend Manegement Plan BusinessIT Aigmment SMIF
Plart Business/IT Algment SMIF
Oyperate: Senice Manitaing and Cortird SMF
6.2 Senice Reparting ..
6.3 Sence Continuity and Avaiabity
Maregement Plart Refabiity SMF
6.4 Budgeting and Accounting or IT Senices Plart Financial Manegement SMIF
6.5 Capacty Maregament Plart Relisbiity SMF
6.6 hiomeation Secuity Manegement Plan: Relehiity SMF, Pdicy SMF
7. Relationship Processes
7.2 Business Relationship Manegement Plan: Business/IT Aignment SMIF
7.3 Supdier Manegemernt Plart Pdicy SMF
8 Resolution Processes
82 Incidernt Maregemert Operate: Qustomer Senice SMIF
83 Probem Maregemert Operate: Problem Manegement SMF
9. Control Processes
91 Coniguration Maregement Mearege: Change and Coniguration SMIF
92 Change Manegement Merege: Change and Coniguration SMIF

10. Release Process
101 Release Marnegemernt Delver: Depdoy SMIF, Stallize SMIF



SO 20000 ¢ ITIL, MOF kg %
ITIL vs MOF

(F( E)

(s ITIL
ITIL Concepts & Practices

© MOF 4.0 Best Practices
© MOF Job Aids

© Solution Accelerators
© Service Offerings

Bridging the gaps



MOF 4.0

Connects service management concepts to
practical tasks and activities

Encompasses the entire IT
service lifecycle

Integrates governance, risk,
and compliance

Provides concise and
meaningful guidance




MOF 4.0 is Designed to be Practical,
Understandable, Concise

¢ Business/IT Alignment
o Reliability

¢ Policy

¢ Financial Management

e Envision

» Project
Planning

Phases describe goals,
activities, accountabilities

- What should the phase ,
accomplish?

-~ What general objectives and ”
controls should be

considered?
- Who is involved? » Operations

» Service Monitoring

Service Manage Functions, 3nd Control
(SMFs) offer the details « Customer Service

SMana Olize
~  SMFs map to major activities ° o> Management NE » Bepibige
in phases P o RGigxf!;r;‘znce. « Deploy
- Focus on what to do and Conrol fapipliages m.m
e Change and Readiness
how Configuration e
Management Reviews are ® Team

Integrated in the phases
- Provide checkpoints
— ldentify areas for improvement



Plan SMFs

The Plan Phase provides guidance on how to plan for and optimize an IT

service Strategy

¢ Business/IT Alignment
¢ Reliability

¢ Policy

¢ Financial Management

Business/IT Alignment Includes:
* Define Service Strategy
* Identity and map IT Service
* Measure Demand
* Develop IT Service Portfolio
« Establish Service Level Management

Reliability Includes:
*Capacity Management
«Continuity Management
*Confidentiality Management
Integrity Management
Availability Management

Policy Includes:
*Security
*Privacy
*Appropriate Use
*Partner
*Asset Protection

Financial Management includes :
Establish service requirements and
plan budget.

*Manage finances.
*Perform IT accounting and reporting



Deliver SMFs

The Deliver Phase helps IT professionals more
effectively design and deliver IT services, infrastructure

projects, or packaged product deployments.

* Envision

* Project
Planning

& Build
» Stabilize
» Deploy




Operate SMFs

The Operate Phase helps IT professionals efficiently
operate, monitor, and support deployed services in line
with agreed-to service level agreement (SLA) targets.

Customer Service Includes:
*Service Desk
*Incident Management

» Operations

e Service Monitoring
and Control

» Customer Service
» Problem Management



Manage SMFs

The Manage Layer establishes decision-making processes and the
use of risk management, change management, and controls

throughout the IT service lifecycle

# Governance,
P;“%& Risk, and
Control Compliance

» Change and
Configuration

e Team

Governance, Risk, and Compliance Includes:
« Establish IT governance.
*Assess, monitor, and control risk.
*Comply with directives

Change and Configuration Includes:
*Manage changes.
*Know the current state of configuration at all
times.
*Reduce risk of negative impact from changes to
the organization

Team Includes:
*Understand the key principles for effectively
organizing IT.
*Understand accountabilities and role types.
+ldentify organizational changes needed.
*Align responsibilities.
*Assign roles.



Management Reviews Drive Clarity

* Provide checkpoints and
connections between
phases

 Ensure business
objectives are being met
and the service Is on track




MOF Job Aids

B MOF Job Aids - Plan.zip

B MOF Job Aids - Deliver.zip
B MOF Job Aids - Operate.zip
B MOF Job Aids - Manage.zip

ER R
http://www.microsoft.com/downloads/detalil
s.aspx?familyid=457ED61D-27B8-49D1-

BACA-B175E8F54C0C&displaylang=en



MOF Job Aids - Plan.zip
MOF Job Aids - Plan.zip
MOF Job Aids - Plan.zip
MOF Job Aids - Plan.zip
MOF Job Aids - Deliver.zip
MOF Job Aids - Deliver.zip
MOF Job Aids - Deliver.zip
MOF Job Aids - Deliver.zip
MOF Job Aids - Operate.zip
MOF Job Aids - Operate.zip
MOF Job Aids - Operate.zip
MOF Job Aids - Operate.zip
MOF Job Aids - Manage.zip
MOF Job Aids - Manage.zip
MOF Job Aids - Manage.zip
MOF Job Aids - Manage.zip
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=457ED61D-27B8-49D1-BACA-B175E8F54C0C&displaylang=en

Solution Accelerators

"LAN

« Microsoft Assessment
and Planning

+ SharePaint Capacity
SOLUTIONACCELERATORS Planning Tool
Act tastwr, G hurther. » Data Encryption Toolkit
« Windows Vista Security Guide
« Office Security Guide

« Windaws Server 2008 Secunty

Guide

SOLUTIONACCELERATORS

Act faater. Go furthes

Guide for Windows

« Microsoft Operatians Framework 4.0
*» Microsoft Assessment and Planning
« Fundamental Computer Investigation

DELIVER

gﬂbo R 2& Deployment
Amnent and Deployment

rastmaure Planning and
a(gn Senes
| Collaberation Toolkit
SharePoint
gggrade Toolkit for Windows
rePoint Services Sites and
Templates

+ SharePoint Cross-site
Canfigurator

ta Encryption Toolkit

; Assessm \ssessment and Deployment

MANAGE

OPERA‘I’E

« Windows Vista Security Guide
+ Dffice Secunty Guide
» Windows Server 2008 Secunty Guide

www.microsoft.com/solutionaccelerators

http://technet.microsoft.com/en-us/solutionaccelerators/default.aspx




MOF 4.0 + Solution Accelerators

Business Continuity & Disaster
Recovery Assessment + Planning

Terminal Services Guide
SCVMM Guide

Planfifigand Desqr."‘” "\ Microsoft

SUIdes sessment Platform

Offline VM Servicing V2

Windows Server 2008,
WSUS 3.0 SP1 SCCM SP1,
Vnext

Hyper-V and NAP

Security Guides

Hyper-V Security Guide
SCVMM Security Guide

N

Service LevI Dashboard

LOB Monitoring
; : Hyper-V
Run Book Automation Microsoft

Backup & Restore Deployment Toolkit



Microsoft Assessment and Planning (MAP)

E;‘ Microsoft Acsersenent and Plannng Sohstsen Accelamte

Z-company002 database s ready to use

Line e lesks Do { a0 asssssvertt of your netwerk s doment

am ot 3 il need some or ol of the Sllowng niormaton

B Shysicsl Machines

enatied
r Sharrg erubind

for more miormation:

Aend e Gespng Styrted Qide
Acoess Wcrosoft Assemmect and Plannng on-4ne hely

Sedect from one of the followng optionx

ideraly compuyters thot are capaiie
iderafy cpveuters th ungrade to Dffoe X
tersfy sy et me cesbde of narma Weskre Seree 2008
ke ol fole st serides te Windoes Server 208
Canhure Oor S see (s If Seret ARG
12900 Moot Wishmto



http://www.microsoft.com/MAP

MOF 4.0 Automated Through System Center

Microsoft*
System Center
Capacity Planner 2007

Microsoft*
System Center
Operations Manager 2007

Microsoft*

§V§ffem Center

System Center .
Sg/rvice Manager Configuration Manager
Microsoft*
Microsof System Center
System Center Virtual Machine Manager

Data Protection Manager



Services Offering

Health for Corcustomers



Great Solutions Collection

SLM

Service Level
Management for:
Exchange, Windows &
SQL

Based on SCOM

DCM

Desired Configuration

Monitoring for: Exchange,

Windows, Security
Baseline & SQL,

Based on SCCM

PMOM

Proactive Monitoring with
SCOM for AD and
Exchange

Service Level
Management

Proactive Problem
Management Process

SLAs, OLAs, MPR

Change, Release &
Configuration Mgmt

Release Policy & Plans

Change Calendar and
scorecard

Incident & Problem
Management

SCOM Rules Record of
Change

Score Card Tool that
measures key metrics against
availability targets and
performance standards;
Includes major problem
review workflow for outages

DCM tool for reporting and
compliance monitoring MSIT
XML configuration templates
with MSIT settings and
values by server role

Management Pack
Implementation Review &
SCOM Tuning

MSIT Custom Rules



Service Level Management (SLM)

® Objective: “

® Deliverables:

® (12+ whiteboard sessions)

® Service Map

® Upto 5 OLAs, and upto5 SLAs

® Service Review Meeting Planning Guide

® MOM /SCOM SLA Scorecard for Exchange
@ Tools

® Scorecard via MOM/SCOM
& Time Frame:

& 2 weeks (simple) to 4 weeks (complex)




Defining Business Value of SLM

(» (=

e 6 6

(= (=

(=

Do you track availability today?

Do you know the business impact when messaging is down (cost of
unavailability) ?

IS messaging availability based on SLAs with the business?
Do you review outage trends?

Can you quantify the number of outages caused by changes (planned
vs. unplanned)?

Can you quantify the number of outages that could have been avoided
by having OLAS in place?

Could OLAs help improve incident escalation and problem resolution
times?

Could this data help improve resource allocation based on availability
data?



SLM Deliverables

Modlslinie

Service Map

(=

L PEROIMaNCE

‘ﬁarndardﬁ

(=

Service Level Agreements (SLAS)

Operating Level Agreements
(OLAS)

(=

SLA Scorecard Accelerator Tool

(=

(=

Service Review Meetings
Microsoft IT's Action Item Tool

Connntirlicziions

(=



Example Service Map - Messaging

Defining Dependencies that Impact Availability

Antivirus
Exchange Server 2007
Windows 2003 Enterprise Server

Etc. AD
. DNS

Network

- Etc.

Services
2 Dell xxxx

> HPyyyy
2 Other zzzz

CEO
Management
Hosted
Everyone else

Client Ac
Mailbox -
Public Folder Customers




Service Map

Defining Messaging Dependencies that Impact Availability

Sample Company :
Email Saervice Map
4/14‘/2("}05 Varsion C') 1

Architecture

M ( "a‘.-lwtv-'h AV .'l.,--‘r-,")
Applications o Rt —— - &
Streams o 7 . 3 5
- — ( Network-WINS )
Collaboration & )

Messaging « - C MNowmakwAaN )

Faxing Service — :
) | ‘ f C Nutwork-LAN )

Collaboration

Hardware
Streoams

Bilackberry

Mossaging MBS G - MM

Services —~ ¢ Enginmedng )
Managoemant w/ 1

Direct Maports
Customers -
\ MHOSIeAd AGONolns

| R = —
@ ( 0 tanczemrs tao o

Everyones Eise

—
LAt Iy
Chlant

Liaioe

@ (_:-alongc- = uu!o«;:)




Scorecard for Operations Manager 2007 - Metrics

,0':" SLM Scorecard ¥3 - Windows Internet Explorer =1 |
j *y || X ILive Search 2|~

|g http: fflocalhost/SLMy SR eporting/ SSRSReportExecution, asp:x

or b & 5LM scorecard w3 |

3 - B - o= - |=:hPage ~ (Cf Tools -

-

Service Level Management Scorecard v3

Scorecard Main

Windows 2003
Daity
Weekly
Monthly

Exchange 2003
Daity
Weekly
Monthly

Welcome OPEXDEMOMN Administrator

Scorecard Main Report

Report pate (72005
— —

SLA Target 2/3/2008 1/27/2008 1/20/2008 1/13/2008 February

Select a format

Windows 2003

Windows Cperating System Availability 99.999% 100.000%6 100.000%6 100.000%6 100.000%6 100.000%G 100.000%%

Exchange 2003

MPR
MPR List Mailbox Service Availability 99.590% 100.000% 100.000% Q92.857% 50.000% 100.000%
MPR Report
MPR. Pie Charts
Administration
General Settings
Set SLA Targets
MPR Administration
Display Settings
Scorecard Main
Windows 2003
Exchange 2003

IPILI

I_ ’_ I_ l_ ’_ I_ [&J Local intranst [+ 1000 ~
d#start| | (GG @& || € stM Scorecard v3 - w.. | o |7 W1, 709em




Scorecard for Operations Manager 2007 - Metrics

@ swv

Scorecard Main
Exchange 2003 Report Date 10302007 |

Daily Generate Report

Weekly
Monthly of1 [ [kl Find | Next Select a format » Export ,ﬂ =

Service Level Management Scorecard v3

S0L 2005 SLA Target 10/28/07 10/21/07 10/14/07 10/07/07 October
Daily
Weekly
Manthly SQL 2005 Analysis Services 99.990% 100.000% 100.000% 31.818% 100.000% 82.955% 98.414%

SQL 2005

Windows 2003 SQL DB Engine 99.990% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000%
Daily
Weekly
Monthly SQL 2005 Integration Services 99.990% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000%

SQL 2005 Reporting Services 99.9950% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000%

MPR Windows 2003

o et Windows Server 2003 Operating System
o, o o o 5 o 5
MPR Report Availabili 99.990% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000%

MPR Piecharts
Administration
General Settings
Set S5LA Targets
MPR Administration
Display Settings
Scorecard Main
50L 2000
Exchange 2003
50L 2005
Windows 2003




Scorecard for Operations Manager 2007 - Measures

@ s.v

Scorecard Main
Exchange 2003
Daily
Weekly
Monthly
SOL 2005
Daily
Weekly
Monthly
windows 2003
Daily
Weekly
Monthly
MPR
MPR List
MPR Report
MPR Piecharts
Administration
General Settings
Set 5LA Targets
MPR Administration
Display Settings
Scorecard Main
SOL 2000
Exchange 2003
SOL 2005
Windows 2003

Report Date 10/30/2007

of1 [ Pkl 100% Find | Mext

Select a format

P2 =

» Export

Service Level Management for Windows 2003

SLA Target 10/28/07

Availability Metrics

Windows Server 2003 Operating System
Availability

Performance Measures

99.990% 100.000%

Memory % Committed Bytes in Use 846

[H Memory Available Megabvtes 25,699

Memory Page Reads per Second

Memory Page Writes per Second

Memory Pages per Second

Page File Percentage Use

Processzor % Processor Time Total 70

System Context Switches per Second 169,357

System Processor Queue Lenagth 7

10/21/07

100.000%

0
10

232

136

53
113,682

0

10/14/07

10/07/07 October

100.000%

27
116
136,279

14

100.000% 100.000%

1,986
119,984
0

23

569

270

239
419,318

21

100.000% View Outages

1,986
119,984
0

23

569

270

239
419,318

21




Scorecard for Operations Manager 2007 - Outages

® s

MPR List

MPR Report

MPR Piecharts

Administration

General Settings

Set SLA Targets

MPR Administration

Display Settings
Scorecard Main
SOL 2000
Exchange 2003
SOL 2005
Veindows 2003

FomDate  |10/7/2007 B

Qutages are shown for: SQL 2065 Analyss Senices

Start Date £nd Date Duration
Tl 10/13/2007 S:11:11 P 10/13/2007 5:11:12PM 0
N 10/32007 51012 P 10/132007 61213 P 61
Tl 10/13/2007 S:11:12 PM 10/1372007 6:12:13PM 61
B /32007612137 10/132007 6123 7M 0
I1 10/13/2007 7:00:00 PM  10/13/2007 8:00:00PM 60
W 10/17/2007 10:00:00 AM 10/17/2007 11:00:00 AM 60
] 10/17/2007 7:17:39 PM  10/17/2007 7:27:43 PM
N 10/2272007 S:05:13 P 10/22/2007 9:05:13 P
Tl 10/22/2007 9:05:13 PM  10/22/2007 2:35:35 P

N 1072202007 9:05:13 M 10/22/2007 9:35:35 PM

To Date

1073072007 )

Server Rame

red-mst-slasc2.redmond.corp.microsoft.com Europe Unplanned maintenance

red-msk-siasc2. radmond.corp.microsoft.com: Europe: Planned maintenance
red-mst-slasc2.redmend.corp.microsoft.com Europe Planned maintenance

red-msk-slasc2. radmond.corp.microsoft.com: Europe Planned maintenance

red-mst-slasc2.redmond.corp.micosoft.com Europe Unplanned maintenance

reg-msk-sasc2. redmand.corp.microsoft.com: Europe: Pianned maintenance
red-msi-siasc2.redmond.oorp. microsoft.com  Europe Pianned maintenance
red-msk-sasc2. radmand.corp.microsoft.com: Europe’ Pianned maintenance
red-msi-siasc2.redmend.oorp. microsoft.com  Europe Pianned maintenance
red-msk-slasc2. radmond.corp.microsoft.com: Europe Planned maintenance

123456789

Set to Pianned Set to Un-Planned

Create MPR from Outages

Groep  Maintenance Mode  SLAImpact

Service L

Category
Impading Other {Urplanned):Changed fo UnplannedCther
Non impactng Otfier (Planned):FlannedOther Last with TimeVars
Non Impacting. Other {Urplanned):Changed to UnplannedCther
Non mpactng Other (Planned):FannedOther Last with TimeVars
Impading Other {Urplanned):FlannedCther Last with TimeVars
Non Impactng Other (Planned):TEST MM ENTRY

Non Impacting. Other {Planned)-for red-ms#-slasc2 unplanned maint

Non Impacting. Other {Urplanned):

Non Impactng Other (Planned):Changed fo PlannedOther
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Implementing MOF/ITIL Processes and Best
Practices

® Working with people to change attitude to increase
Operational excellence

® |mplementing Kingdom processes:
Change, Configuration, and Release Management

Service Desk (with the approved tool), Incident, and
Problem Management

Service Level Management
Availability Management
Continuity Management
Financial Management



Help achieve ISO/IEC 20000
certification

® Prepare your IT for the ISO 20000
certification



ITSM & Operations

@.. Itis ajourney

@ .. Implementing MOF/ITIL is
never an objective!!
Improving IT-Business
services via MOF/ITIL best
practices is the real
gain/objective



Microsoft

Your potential. Our passion.”

© 2008 Microsoft Corporation. All rights reserved. Microsoft, Windows, Windows Vista and other product names are or may be registered trademarks and/or trademarks in the U.S. and/or other countries.
The information herein is for informational purposes only and represents the current view of Microsoft Corporation as of the date of this presentation. Because Microsoft must respond to changing market
conditions, it should not be interpreted to be a commitment on the part of Microsoft, and Microsoft cannot guarantee the accuracy of any information provided after the date of this presentation.
MICROSOFT MAKES NO WARRANTIES, EXPRESS, IMPLIED OR STATUTORY, AS TO THE INFORMATION IN THIS PRESENTATION.



