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ITIL V3 Live! CIO Mediacast
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ITIL V3 Core Practice Book 3:
Service Transition

Rich Schiesser, Principal Consultant
Pultorak & Associates
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ITIL V3 Live! CIO Mediacast — Morning

10AM EST: ITIL V3: The Facts
Speaker: David Pultorak, CEO, Pultorak & Associates

11AM EST: ITIL V3 Book 1: Service Strategies
Speaker: David Pultorak, CEO, Pultorak & Associates

Noon EST: ITIL V3 Book 2: Service Design
Speaker: Moira Stepchuk, senior consultant, Pultorak & Associates
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ITIL V3 Live! CIO Mediacast - Afternoon

2PM EST: ITIL V3 Book 3: Service Transition
Speaker: Rich Schiesser, principal consultant, Pultorak & Associates

3PM EST: ITIL V3 Book 4: Service Operation
Speaker: Don Cox, CTO, Pultorak & Associates

4PM EST: ITIL V3 Book 5: Continual Service Improvement
Speaker: Kathryn Pizzo, senior consultant, Pultorak & Associates
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What we will cover

Service Transition Core Practice Book Content
What's Key in ITIL V3 — Service Transition

Service change

Seven Rs of Change Management

Configuration Management System

Service V Model

Service Knowledge Management System
Bridging from ITIL V2 to V3 — Service Transition
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Service Transition Core Practice Book Content

How to develop and improve capabilities for transitioning
new and changed services into operations

Ensure requirements of Service Strategy encoded in
Service Design are effectively realized in Service
Operation while controlling risks of failure / disruption

Manage complexity of changes to services and
service management processes, preventing
undesired consequences while allowing innovation
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Service Transition Core Practice Book Content
Service Transition Goals

Set customer expectations on how the service can be
used to enable business change

Enable the business or customer to integrate a release
Into their business processes and services

Decrease variations in the predicted and actual
performance of the transitioned services

Reduce known errors and minimize risks from
transitioning new or changed service into production

Ensure service can be used as per requirements and
constraints specified within the service requirements
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Service Transition Core Practice Book Content
Service Transition Objectives

Plan and manage the resources to move services into
production within predicted cost, quality, time estimates

Ensure minimal unpredicted impact on the production
services, operations and support organization

Raise satisfaction with the service transition practices

Including deployment, communications, release
documentation, training, knowledge transfer

Increase proper use of the services and underlying
applications and technology solutions

Help customer and business change projects to align
their activities with the service transition plans
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Service Transition Core Practice Book Content
Service Transition Overview
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Assume deployment
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i . Service Strategy 1 envisioning and
ITIL V3 Service LIfECYCle conceptualizing the set of services
Continual Service which help achieve business
Improvement objectives
Service Design T designing the
services with utility and warranty
objectives in mind

Service Transition T moving
services into the live production
environment

Service Operation T managing
services on an ongoing basis to
ensure their utility and warranty
objectives are achieved

Continual Service Improvement 1
evaluating services and identifying
ways to improve their utility and
warranty in support of business
objectives

Source: ITIL® Refresh Newsletter, 15 Edition

Service Design
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ITIL V3 Processes and Function in the Lifecycle

Knowledge Management

Supplier Management

Evaluation

Service Catalog Mgmt..

Information Security
Management

Service Validation &
Testing

Strategy Generation

IT Service Continuity
Management

Transition Planning &
Support

Ja) PULTORAK
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IT Operations
Management Function

Application Management

Function

Technical Management

Function

Request Fulfillment

Event Management

Demand Management

Capacity Management

Release and Deployment
Mgmt.

Service Portfolio Mgmt..

Availability Management

Service Asset and
Configuration Mgmt.

Access Management

Problem Management

Incident Management

Financial Management

Service Level Mgmt.

Change Management

Service Desk Function

Service Service Service
Design Transition Operation
/L / 4
Continual Service Improvement
7 Step Improvement Process
Service Reporting Service Measurement
LegendZ From ITIL V2 New in ITIL V3 -
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Change Management Process

Process responsible for controlling the lifecycle of all
changes

Goal: Respond to changing business requirements while
maximizing value and reducing incidents, disruption and
re-work

Objectives:

Enable beneficial changes to be implemented with
minimum disruption to IT services

Ensure changes are recorded and evaluated,
authorized, prioritized, planned, scheduled, tested,
Implemented, documented and reviewed in a
controlled manner
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Service Asset and Configuration Management (SACM)

SACM is responsible for both Configuration
Management and Asset Management, and aims to
provide a logical model of the IT infrastructure that
correlates IT services and the IT components needed

Configuration Management —maintaining information
about configuration Items required to deliver an IT
service, including their relationships

Asset Management - tracking and reporting the value
and ownership of financial assets throughout their
lifecycle
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Release and Deployment Management Process

Release and Deployment Management is responsible for
both Release Management and Deployment, and aims
to deploy releases into production and enable effective
use of the service in order to deliver value to the
customer

Release Management - responsible for Planning,
scheduling and controlling the movement of Releases
to Test and Live Environments

Deployment - activity responsible for movement of
new or changed hardware, software, documentation,
Process, etc to the Live Environment
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Transition Planning and Support Process

Process to plan appropriate capacity and resources to
package a release, build, release, test, deploy and
establish the new or changed service into production

Goals:

Plan and coordinate the resources to ensure that the
requirements of Service Strategy encoded in Service
Design are effectively realized in Service Operations

ldentify, manage and control the risks of failure and
disruption across transition activities
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Service Validation and Testing Process

Process for establishing that the Service Design and
release will deliver a new or changed service or service
offering that is fit for purpose and fit for use

Goal: to assure that a service will provide value to
customers and their business

The Service V Model can be used to map the types of
test to each stage of development
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Evaluation Process

Evaluation is a generic process that considers whether
the performance of something is acceptable, value for
money, etc. — and whether it will be proceeded with,
accepted into use, paid for, etc.

Purpose: to provide a consistent and standardized
means of determining the performance of a service
change in the context of existing and proposed services
and IT infrastructure

Actual performance of a change is assessed against
Its predicted performance and any deviations
between the two are understood and managed
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Knowledge Management Process

The process of ensuring that the right information is
delivered to the appropriate place or competent person,
at the right time to enable informed decision

Ensure that, at a given time and location, service
provider staff have adequate information on:

Who Is currently using their services
The current states of consumption
Service delivery constraints

Difficulties faced by the customer in fully realizing the
benefits expected from the service
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Service Transition Key Topics
Service Change

The addition, modification or removal of an authorized,
planned and supported service or service component and
Its associated documentation

Covers changes to base lined service assets and
configuration items across the whole service life cycle

What is in or out of scope should be defined properly in
order to ensure involvement of Service Transition only
when necessary. Possibly out of scope:

Changes with wider impacts than service changes like
departmental re-org, policies, business operations

Changes at an operational level (e.g. repair to printers
or other routine service components)
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Service Transition Key Topics
Seven Rs of Change Management

For proper impact, benefit, risk assessment, answer
these 7 questions:

1.

o bk DN

Who RAISED the change?

What is the REASON for the change?

What is the RETURN required from the change?
What are the RISKS involved in the change?

What resources are REQUIRED to deliver the
change?

Who is RESPONSIBLE for the build, test and
Implementation of the change?

What is the RELATIONSHIP between this change
and other changes?
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Service Transition Key Topics
Configuration Management System (CMS)

Holds all the information for Configuration Items (CIs)
within the designated scope, including related
specifications or files

e.g. Service Cl includes details like supplier,
underpinning contracts, etc.

Maintains relationships between all service components
and related Incidents, Problems, Known Errors

Asset data in CMS is CMDB data
Data used by other service management processes
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Service Transition Key Topics
Service V Model

Represents the different configuration levels to be built and tested to deliver a service

capability
Define Customer/ i i A Validate Service,
I 1 Business « N N B B . -S-erllc-e BG_VIEW_Cﬂte_ﬂi/lﬂa_n N O BN BN BN BN B . * Package Offenngsl
Leve Requirements A Contract, Service Package, SLP, SPI| andcontracts
i i Service Acceptance Criteria/Plan Service
Levelz Def|n?S€rV|Ce «----------E--—————————» Acceptance
Requirements A SLR Test
A Draft SLA
\ | |
Define Service Service Beratlonal Criteria/Plan . o pseer;"t";‘; "
. B N B N | L8 B B N &N BN B N B | |
Level 3 Solution AA Sgepr \|/ In c | u d | n §| Readiness test
N\ A Capacity Resource/Pl ans
: : rvice Rel T Service
Levél 4 Deslngl'Il Service 4-8 —— Ee- e-e-as-e -eit » Release
elease Criteria and Plan Package Test
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Service Transition Key Topics
Service V Model (Cont.)

Level 1 | Customer and business needs - fitness for purpose and use

Level 2 | Service requirements - service performance against the SLR
and SLA in pilots

Level 3 | Service solution - integration and operation of service
capability and resources, with target deployment
organization prepared to deploy and operate new or
changed service

Level 4 | Service release - service components integrated correctly,
release installed, built and tested in their target
environments

Level 5 | Component and assemblies - components match their
detailed specification
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Service Transition Key Topics
Service Knowledge Management System (SKMS)

Data repository which contains knowledge of services
provided and includes data from the Configuration
Management Database (CMDB) and Configuration
Management System (CMS)

Also includes information on:
Experience of staff
Records of peripheral matters

Supplier and partners requirements, abilities and
expectations

Typical and anticipated user skill levels
Supports informed decision making
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with selected fields viewable)
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Bridging from ITIL V2 to V3 — Service Transition

Get educated on ITIL V3 by taking V3 Awareness, V3
Foundations, or V2 to V3 Update Course

Examine current processes and gradually integrate new
V3 concepts for as long as they are business justified

If you have V2 already in place, understand how they
can be made compatible to V3

Read the Service Transition book which is available

from:
http://www.tsoshop.co.uk/bookstore.asp?AF=A10112&F0=1159966
&Action=Book&ProductiD=011331048X
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Session Summary

Service Transition is about how to transition new and
changed services into operations

New processes introduced by Service Strategy are:
Transition Planning and Support, Service Validation and
Testing, Evaluation, and Knowledge Management

Key new topics Service Strategy are: Service Change,
the Seven Rs of Change Management, Configuration
Management System, the Service V Model, and the
Service Knowledge Management System

Bridging from V2 to V3 requires an understanding of
your current environment, updating on V3, and taking
business-justified steps to move to V3
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Call to Action

Learn more about ITIL V3 and IT service management

Visit www.pultorak.com and searchcio.techtarget.com
for the latest information on ITIL for CIOs

View the other webinars in this series

10AM EST: ITIL v3: The Facts

11AM EST: ITIL v3 Core Practice Book 1: Service Strategies
Noon EST: ITIL v3 Core Practice Book 2: Service Design
3PM EST: ITIL v3 Core Practice Book 4: Service Operation

4PM EST: ITIL v3 Core Practice Book 5: Continual Service
Improvement

Consider implementing ITIL V3 in your organization

Contact Pultorak & Associates at (206) 729-1107
iInfo@pultorak.com
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Questions and Answers

RIich Schiesser
Principal Consultant
Pultorak & Assoclates

6828 34th Avenue NE,
Suite 100

Seattle, WA 98115
(206) 729-1107
Info@pultorak.com
www.pultorak.com
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