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2- Service Provider

3- Service Level Management
4- Service Available Point
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6- Benchmark
7- Key Performance Indicator
8- Key Quality Indicator
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11- Escalation
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10- Case study: www.ca.com: MCB Bank Ltd increases compliance with SLA by
180 % by CA -S.D manager
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18- Workload
19- Handle Time
20- Technician Utilization
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(minutes)
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rvice Request =
Time (minutes) Min 523 43.4 206 317 277 224 19.1
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e i Average 25 32 33 19 27 20 12
ravel Time per Tic :
kiaa Min 11 17 14 9 11 8 7
Max 110 153 164 64 70 52 53
. Average 067 0.56 0.39 0.43 0.72 0.30 0.36
'm““':"f"msm P Min 0.19 0.14 0.11 0.12 0.22 0.12 0.07
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Service Requests per
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27- Support Analyst

28- First-Line Analyst

29- Second-Line Analyst

30- Client Support Technician Consultant
31- Customer Support Officer

32- Technical Support Analyst

33- Service Center Analyst

lojlo Bluds ;o Cwns lgtuin canles o

iy 45 a5 asonly 5 i b byl 45 el a3l
e b Jlutty gl Jelos &)

e SDI s bawwgi o piZio Vo VY 0 Jaitiasl sl
s gy o o oty eiilo ()50 (g S Canns gy
5 ol Sleas e FPaleas @l poe TSl gy o
Sl 5ol jo5de (it slial sl 9,8 Gl w9 po sl
b lsye5 5 oS

GRS Hskaie 4y CwaS (et iny wxls slas el (rgas oLl e
M genS slos el

S pde slroiex 10 Cends flgZ iy axly Co pae bl e
Gl ) ¢ soi slocdled iyl o Slosl mlio o o ol yss
ol g Sy 5 o Zupie (Dloss &l o

351y (g0 el Blaal i gls g 5lid o peal) g5 llss o
ol g Ceads gty 4y o o5l bl | slowl Ul
153l sk s e (g ,5ld (sl kil 5 laasy] 8 il
S50 § Soples

21- First-Line Support

22- Team Leader

23- Supervisor

24- Support Manager

25- Service Delivery Manager
26- Customer Service Manager
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1. ITIL v3, Service Operation, Organization for Service Operation,
Service Desk.
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4- Internal Customer

5- External Customer
6- What is in it for me?
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10- Configuration Management

11- Organizational Process Development
12- Performed

13- Managed

14- Defined
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17- Capability
18- Staged
19- Continous
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« Organizational Process Definition
« Organizational Process Focus
« Organizational Training

« Organizational Process
Performance

« Organizational Perfor-
mance Management

« Work Monitoring & Control |e
« Work Planning
« Requirements Management |e
« Supplier Agreement Manage- e

ment .
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Capacity and Availability Manage-

Integrated Work Management
Risk Management
Service Continuity

¢ Quantitative Work Man-
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Incident Resolution and

OVReS « Service System Transition
Strategic Service Management

« Configuration Management

o Measurement & Analysis

o Process & Product Quality
Assurance
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AVM = Availability Management

PM = Problem Management

CAP = Capacity Management

REL = Release & Deployment Management

CHG = Change Management

RF = Request Fulfillment

EV = Event Management

SACM = Service Asset & Configuration Management

FM = Financial Management

SCM = Service Catalog Management

IM = Incident Management

SLM = Service Level Management

ITSCM =IT Service Continuity Management

SPM = Service Portfolio Management

KM = Knowledge Management
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5- Cabinet Office
6- OGC Schema
7- Level Endorsed
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2- Software as a Service
3- Cloud Computing
4- Hosted Solution
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12- Open Source

13- Commercial Tools
14- Configuration Item
15- Benchmarking

16- Trial Version

17- Demo
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8- Integration

9- Data Migration
10- Customization
11- Configuration
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20- Configuration Management Database (CMDB)
21- Gap Analysis

22- Incident Management

23- Request Fulfillment

24- Maturity

25- Capability
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26- Customization

27- Configuration

28- Source Code

29- Open Source

30- Commercial

31- Application Programming Interface
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