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OnepauunoHHas mogenb ana T — IT4IT

Llenoyka ueHHocTn UT c YyeTbipbMA NOTOKAaMU LLEHHOCTH

O6ecneyeHne
[@pMOHM3aUUA NcknroyeHue
COOTBETCTBUSA o .
6usHeC TpeboBaHuM oNA VckopeHue c6oeB 3a CUET
c6opkum BbINOJIHEHHA O6Hapy)XXeHua un
CTpaTerum u .
pPasBEépTbiBaHUA 3anpocos NMPOaKTUBHOIO
ONTUMATbHOTO HOBbIX yCNyr YCTPaHeHHUA
UT-noptdena
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Uto Takoe IT4IT

IT41T-dbopymsaBNseTca BeHOOPO-HE3aBMCMMOW NnoLaakon ans obueHus,
obMeHa 3HaHusMU N pa3paboTkn pedrepeHcHon apxntekTypbl IT4IT ans
ynpasneHua AT

Mwuccus IT41T-doopyma —8 ToM, 4TOBLI cCo3gaBaTb U CTUMYNUPOBATb
ncnosib3oBaHne ctaHgapTa IT41T, KOTopbIv BKNOYaAET BEHOO0PO-
He3aBUCUMYIO apXUTEKTYpY Ansa ynpaeneHust busHecom UT, obecneumBas
rmokoe passuTue n oKyc Ha pesynbTaTtax anga busHeca

B uncno yyactHukoB IT4IT-dpopyma BXOOAT apXUTEKTOPLI, PyKOBOAUTENN
T n KoHCynbTaHThl N3 cneayowmx komnadun: Royal Dutch Shell, Munich
RE, PwC, Accenture, HP, Achmea, University of South Florida, Architecting
the Enterprise, ATOS, AT&T, BP, Capgemini, IBM, LogicalisSM, Microsoft u
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[1OoTOKM co3aaHnda LEHHOCTU

* YeTblpe OCHOBHbIX NOTOKA CO34aHUS LIEHHOCTW LIeNEBOro COCTOSAHUS
npeanpuaTUS

Ot cTtpaTteruu Kk noptdonuno (Strategy to Portfolio, S2P) — nnaHnposaHue (Plan)
OT TpeboBaHusa k passepTbiBaHUO (Requirement to Deploy, R2D) — NocTtpoeHune
(Build)

Ot 3anpoca k ucnonHeHuto (Request to Fulfill, R2F) — Beinyck (Deliver)

OT obHapyxeHua k koppekTuposke (Detect to Correct, D2C) — 3anyck (Run)
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[MNoopepxunBaroLwme BuAbl AeATENbHOCTH

« ®uHaHcbl 1 akTuBbl (Finance and assets)

« CHabxeHne 1 B3auMOOTHOLLEHNA ¢ BeHaopamu (Sourcing and vendor)
» AHanuTtuka un otyeTHoCTb (Intelligence and reporting)

» [lpoekTbl N pecypcbl (Resources and project)

* YnpaBsneHusa pmckamu
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[loTokn ueHHocTn B T komnaHun. [letannsauus

© Copyright The Open Group

& Reference Architedure

o&‘ ‘Governance Risk&Compliance

Drive IT portfolio to Build whatthe business Catalog, fulfill, & Anticipate & resolve
business innovation needs,whenitneedsit manageserviceusage production issues




[ToTok ueHHocTu Strategy to Portfolio - S2P

* [lpenoHasHa4vyeH Ons BbICTpanBaHMA COOTBETCTBUA MexXay cocTtosgHuemMm UT
komnaHum (IT portfolio) n »kenaembim cocTosiHnem busHeca (business
Innovation)

B notok S2P BxogaT cneayoLwine akTMBHOCTMU:

— [lpepocTtaBnenue ctpaternn no 6anaHcmpoBke B cooTBeTcTBUM ¢ UT-
noptdonuo

— OObecneyeHne egnHOro BMAEHUSA noptdens ycnyr, apxXMTekTypbl NpeanpusaTms v
NPOEKTHOro MEHEDKMEHTA

— [loBblWEHUA Ka4YecTBa AaHHbIX ONS NPUHATNA peLLIeHI/II7|

— [lpenocTaBrneHune KrnoyeBbIX NokasaTtenen aPMEKTUBHOCTU U OOPOXHbIX KapT
(roadmaps) no yny4weHnto BusHec-KkKOMMyHMKaLnn

Strategy = Service Portfolio = Demand =)  Selection

« Define objectives « Enterprise « Consolidate « Business value,
- Align business and architecture demand risk, costs,
IT roadmaps - Service portfolio - Analyze priority, benefits, &
- Setup standards rationalization urgency, and resources
and policies « Create service impact + What-ifanalysis
blueprintand « Create new or tag « Ensure govemance
L L roadmap L existing demand L




[ToTok ueHHocTn Requirement to Deploy - R2D

 OnpenensieT KOHKPETHbIE NOTPEOHOCTN BU3HECA N TO, KOoraa UMEHHO
Heo6XxoaANMMO BbINOMHUTL NOMNYYUTb UNKU OOCTUYb UX

* (OCHOBHbIE COCTaBMAOLLME NOTOKA cneagywuine:

— [lpepocTtaBneHne MHpacTpyKTypbl/ppenmBopKka Ana co3gaHus, Mmoandukaumm
n obecnevyeHmsa cepBnCoB

— [Moppepxka kak rmMbKuX, Tak U TPAANLMOHHBLIX METOO0NOMNn pa3paboTku

— ObecneyeHne 0603pMMOCTHM KadecTBa, NCNOSb30BaHUSA, NiaHUPOBaHNA U
CTPYKTYPbl U3OEPXKEK NPEeAoCTaBNSAEMbIX CEPBMNCOB

— OnpepaeneHne TOYeEK NHTErpaLmm U KOHTPONbHbIX TOYEK pa3BepTbiBAHNS

< B
'il 'i‘ 'i‘ -] I_l_'
Plan & design = Develop = Test el Deploy
« [T project plan « Development: « Functional: * Release plan
« Logical service agile, iterative, desktop, web, + Change and
model waterfall, ... mobile configuration
« Requirements * Source & set up * Performance: process
« Functional & dev. environment desk_top,web, « Knowledge
technical * Version control mobile management
« Standards & « Developertesting * Secur'rt_y: static, « Application and
__policies L i | security monitors




[ToTok ueHHocTn Request to Fulfill - R2F

« [lpegHas3Ha4vyeH ona dopMnUpoBaHUs Katanora, COOTBETCTBUSA U
yrnpaBneHnst cepsmcamm byayulero coctossHMa dompmMel npegHasHayveH
NOTOK LleHHOCTU R2F

« Bknio4vaeT B cebs:
— [Momowb UT opraHnsaumm B nepexone Ha Mmoaernb cepBuc-bpokepa

— [lpeactaBneHne eanHOro Karanora, BKo4atoLlero B cebs Bce 3neMeHThl
KaTanoros MocTaBLLUKOB

— OddeKkTUBHOE ynpaBneHne nognuckamMmm u satpataMmm Ha CepPBUCHI
— YnpaBneHue n namepeHne BbINnofIHEHNE 0bs13aTeNbCTB NOCTaBLLMKaAMU

Design & Publish =

- © A

Subscribe

Fulfill

Measure

* Mash catalog items

« Portal engagement

* Route fulfillments

« Service usage

measurement

from all fulfillment + Personalized + Automate
engines experience deployment « Chargeback/

* Set pricing, « Self-service « Use intemal and showback
options, and SLA « Manage extemal providers « Costtransparency

¢ Publish services

subscriptions

* Integrate with

change, asset &
config. systems

¢ Surveys and

ratings
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[loTok ueHHocTu Detect to Correct - D2C

« Uenbio D2C aBngaetcsa npeayragbliBaHne 1 pelleHne npoodrem,
BO3HMKAIOLLIMX B NpoLecce nNnpeaocTaBieHUd CepBUCOB KOMMaHMEN B ee
LLeN1IeBOM COCTOAHUN

« [Ing goctmwkeHusa 3Ton Lenm noTtok ueHHoctn D2C:

— KayecTtBeHHO 06beanHsieT onepaunn no npegocrtasneHnto UT-ycnyr ans
noBbIWEHNA 9DFHEKTUBHOCTU U YIyULLEHUS pe3ynbTaTa ux paboThl

— Wcnonb3yeT eanHyo Mmoaenbs KoHuUrypaummn, nocpeacTtsomM 4Yero obecrneymsaet
NPO3pavYHOCTb NpPenocTaBneHnsa ycnyr

— WpeHtndunumpyet npobnembl 4O MOMEHTA UX BO3HUKHOBEHUS U BINAHNA Ha
nonb3oBaTene ycnyr

— CokpallaeT cpegHee BpeMs Mo OTraake U BOCCTaHOBIEHMUIO

S P4 &
%< K 2 Q‘;\?

Detect ) Diagnose = Change = Resolve

» Seeevents, * Enrichment » Define change * Implementchange

alarms, and metrics
across the entire
infrastructure

¢ Understand user
issues

* Trace the
relationship
L between events

* Root cause
» Severity and

business impact

» Defined escalation

path

» Auto-fixed common

issues

request

* Perform problem
and risk analysis

* Approve

* Leverage run
books

» Verify recovery
» Close records

11




3 Tuna moaenen IT4IT

 Mogenb cepBucoB
*  WMHdopmauunoHHasa mogernb (OCHOBHble OOBEKTLI JaHHbIX)

»  ®yHKUMOHanbHas moaenb (PYHKUNOHaNbHbIE KOMNOHEHTbI
AN NOAAEPKKU ABYX NpeablayLnx moaenen)

12




Mopaenb cepBUCOB

« Yto
npenocTaBfisieTcs
Nnosib3oBaTesnto
(bnoneTtoBble Kpyry,
CEpPBUCHI)

e [ cepBuc-moaenen

« Knaccudumkauud
Ha3Ha4YeHNN IATUX w_
MOerien CepBUCOB N

* lAcnonb3oBaHue U
nocrnegoBaTeflbHOCTb
NX OpPMMPOBaHUA B
npoLecce OOCTaBKu
YCIYT KITNEHTY

Providers

Service Model

Service
Release
Blueprint

Continuous Delivery

13




NHdopmaunoHHaa mogens

* B pedepeHcHon apxutektypoun ITAIT onpeaeneHo 32 KrnoYeBbIX
00beKTa AaHHbIX, Cpeau KOTopbIX 7 cepBUC-MOAENEN

An Event is a data object. Each Event relates to a single
Configuration Item (Cl) at most. A Cl can relate to several

Events: 1:n
Events can relate to Incidents in a “ o
manner. 3

==
|

The actual implementation and maintenance of the relationship is not
specified. In some cases, only maintaining a one-directional pointer
atinbute is enough. In other cases, the entire relationship might be
derived from a more complicated search. —

14




NMHdopmaunoHHaa mogenb — 2 U YPOBEHb

«  Mexay pyHKUMOHaNbHLIMM KOMMOHEHTaMM, KacaroLLUMUCS
cobbiTun (Event) n MHunageHTtos (Incident) noaBuTcsa noTok
OaHHbIX (MHUMOEHT), a y CBA3N Mexay 00beKkTaMu JaHHbIX
coObITUE N MHUMAOEHT (CBSA3@aHHBbIMW C COOTBETCTBYOLLMMU
dyHKUNOHaNbLHbIMW KOMMOHEHTaMW) NOABUTCHA MOLLHOCTbL 1:1,
YTO 3HAYMT, YTO OQHO CODObLITUE MOXET UMETL COOTBETCTBUE

TONbKO C OOHUM UHUNOEHTOM

Incident

Incident

15




MHTerpaunoHHasa moaenb

Incident Management Capability Integration ]

N

[ Event Management Capability Integration

Incident

Incident

E IT Data Warehouse j

16




Data Object State Model

Event Management decides to If the Incident is
create an Incident. It starts in rejected, then the
open state. The Event is in Event state should
state “n progress”. be updated.

————— Canceled

If an Event that is
associated with an Incident :
Resolved is closed then the incident Rejected

should be closed,

Accepted Resolved

-
-
— -
- -—
-~ —— -——— -
- - — - —

When the Incident is

Incident Management RETEra=

. . hould t lved
IncidentStatus attribute el e

Event Management
EventStatus attribute

State transiion ——> SoR interaction - - > Data Object State ([P Data Object .

17




(DyH KUMNOHAllbHbl€E KOMIOHEHTDI

CTpouTenbHbIMK 3fieEMeHTaMu ABNATCA PYHKUMOHArbHbIE
KOMMOHEHTbLI, OTpaxatoLume Bo3MoXXHoCcTn UT, koTopble co3gatoT
NN UCMOSb3YIOT OOBbEKTLI AaHHbIX U ONPEaENAITCA B
COOTBETCTBUU C LIENOYKON LLEHHOCTN, TEM CaMbIM BbICTpanBas
CBA3b Mexay apxutektypou IT4IT n KoHuenunen Lenoykmn LeEHHOCTH

®YHKUMOHaNbHbIE KOMMOHEHTbI MPOU3BOAUT LIEHHOCTb AN
nornb3oBaTens Yepes ucrnonb3oBaHWe nogen, NpoLLeccoB, METOO0B,
TEXHONOIMIA, PecypcoB U/unu cpeacTs

PedepeHcHaa apxutektypa IT4IT npoBoANT COOTBETCTBUE MeXAY
doyHKUMOHAaTbHbIMWU KOMNOHEHTAaMU, CBSA3aHHbLIMU ODbeKTaMu
OaHHbIX N LenoyYykamu LeHHOCTU, onnckiBasi NpoLecc
npegoctasneHns UT-ycnyr n cdoopmynupys oowmin koHuent IT4IT
Reference Architecture

18




[lepBbIN YpOBEHb pedepeHCcHOoN apxutektypbl IT4IT

IT4IT Reference Architecture L1 V.2.0

Concep-
tual
Service 8

Strategy to

Portfolio Requirement to Deploy Request to Fulfill Detect to Correct

UepHble Kpyrn SBnsitoTCs 00bekTamMmn AaHHbIX

duroneToBble KPYr NOSICHSAIOT UCTONb3yeMble CePBUChHI
Cepblii Kpyr SIBNsSieTCs BCnoMoraTenbHbIM 00beKTOM AaHHbIX
CviHME NpsIMOYTONbHUKM SABRSOTCA (DYHKLMOHANbHLIMU KOMMNOHEHTaMM 19




B3anmocss3n mexay oobektaMmu JaHHbIX

Blueprint

Source

Logical
Service
Blueprint

Service
Release

Service
Release
Blueprint

Shopping

Service
Catalog
Entry

Cart

Request

Service
Contract

Usage
Record

Fulfill-
ment

Run
Book

Request

Desired
Service

Model

Service

Monitor

Actual
Service
Cls

20




2-N ypoBeHb moaenu Strategy to Portfolio - S2P

S2P V.2.0

Conceptual
Service

Blueprint

- — . Policy - — -

m n:m

|
| Portfolio
Backlog L
Business Process Item 1:n
1 .

n:1

|
| Portfolio Backlog
Item (rationalized/

Busin Prioritized
Sltlrsateegsys - ‘Portfolio Backlog Item— - —p- DSOS I - —  —  — - ) -_— -Scope Agreement —
n:1 1n
= Functional Component - Key 1
Portfolio Competency Assets
== Functional Component — Auxiliary Backlog 11 (availability) (availability)
Item e i

. Service Model |
. Data Object - Key

Data Object — Auxiliary
o————@  Enltity Relationship
----- <4 Record Fabric Integration
-+ = . =P Engagement Data Flow

®————8  Current Practice




2-U YpOBEHb Moaenu

Enterprise Architecture Functional Component Level 2 Model

Conceptual
Service
Blueprint

n:m.

Business Process
'

Business
Strategy

Proposal Functional Component Level 2 Model

n:1

Portfolio Backlog
Item (Rationalized/
Prioritized)

-Scope Agreement—

1:n.

Competency Assets
(availability) (avallability)

— t-

Policy Functional Component Level 2 Model

Business .
- «Portfolio Backlog Item— -
Strategy

Portfolio Demand Functional Component Level 2 Model

|

Portfolio

Backlog

Item
1

Portfolio Backlog
Item (Rationalized/
Prioritized)

n1

H

Portfolio

Backlog 1:1
Item

o= 2




Service Portfolio Functional Component Level 2 Model

Portfolio
Backlog
Item

23




IT Investment Portfolio Auxiliary Functional Component Level 2 Model

A
I

L — — —Approved IT Budget— — — —I

Labor & I
Non-Labor Costs ]
n I I
| ' |
' I
Proposed I l Non-Labor
IT Investments I | Costs
| : !
| Scoping& = [iRvesimenibPerdilll¢ — — — — — — — — |
Investment Decisions

| — — IT Budget Request—

m:n 4— —Labor/FTE Costs- —
|

Service Run &

A

I
— —

Support Budget

f
I
I
I
I
I

— -Benchmarks

24




Requirement to Deploy - R2D

Requirement to Deploy

25




Btopoun ypoBeHb. Requirement to Deploy - R2D

RZD V_2_0 |" T A B e U ey —'—'—~—-—'—--—-FulﬂllmemRequest ........ S s e o S __._._.-_._._,-_A_i

Scope Agreement

| Service Contract (Template)- - — P+ — - — - —

A A I

IT Initiative
1

1:n

" — == === == . — Release Package « — : —
s 1:n
|

- = . = . Service Catalog Entry (Unbound)- - — « — . — —_——
1:n

|
Requirement

n:m.

Functional Component - Key

Service Model

=
[ Functional Component ~ Auxiliary

Data Object - Key
Data Object — Auxiliary
@——@ Entity Relationship
..... < Record Fabric Integration
=+ ==+ =p Engagement Data Flow
@——@ Current Practice

26




BTtopoun ypoBeHb. Request to Fulfill - R2F

R2F V.2.0

Service Catalog

Self Service
Knowledge Suport I

i Functional Component — Key |
- Functional Component — Auxiliary 3 |
‘ . Knowledge 3
Service Model 2 Item |
. | 1 4
Composite/Compound

. Data Object ~ Key P Rlequest Rou [ Convelrsation ' |
Data Object — Auxiliary - peap— ¢ |
e———e Entity Relationship Subaarot I | l | |
----- ¥ Record Fabric Integration — SHORERoRR ! | ! : |
-+ —:—» Engagement Data Flow — =3 | | | |
®&———@ Current Practice v | ] : |

Status . | |
§ | : : |
I T S e | | I | |
i i - i ; |
| o b | - | | | .
¢ ) Service Catalog tsage Chargeback - I 5 & |
| i st s Fulfillment_ Entry (Bound) | Contract | Service | | L
% Request : 3 | 3 ! ¥ Level : : |
| | y | Stat|us | | |
: : | . | | :
I 1| ! [
y | | | | | | | .
: ; |
! ; | S [ ,
o L ; |

| [ & i | i | |

| 5 v | | | | | | | |
: Service Catalog % | | I | . . 3 | ® | | |
| Entry (Unbound) | B | | | | | I | : ' |
| 1 | | service | | | I | | | | | |

Service | Actual Moqutor | | | | l | ! g Incident

Contract — | | | Service i - - ' | g | | !
(Template)  Composition | — — —. S— .= 1 RFC Cls |eguest —Usage— . —. . I . . |
I Fackage rol | ! U | & F ir 1 : | | 3

: : ! [ : | : :
| . ' i P o L [ !
| 2 2 | L . —Bill/invoice_ & N | 3 s |

\ O (S o | | : Lol : [ I
| | n | | | : |

5 v Request— - — - P-4 | | . o | | : | |
7 h M ~ A | | ! | ! |

J____-IL___I ~— <
| | Lol [ [

"
| _———— \— Service Contract (Instance)— —|— — ’I" —
g — Request - |- — .
l |
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BTtopoun ypoBeHb. Detect to Correct - D2C

-+ =— - —% Engagement Data Flow
&——@  Current Practice
. — . Service Level Status . — -

Status

Service
Monitor

Functional Component — Key
Functional Component — Auxiliary
Service Model

Data Object - Key

Data Object — Auxiliary

Entity Relationship
< Record Fabric Integration

? .
-Usag:e
|

Business/IT _
Measurement
'

— — ~f|— -Event

Service

Contract

(Template)  service
i |_ Contract

(Instance)

nm

f

Pefect

D2C V.2.0

Portfolio | |
— —Defect Backlog__ : 2
\ Item | |

n:1

« —Actual Service Cls: — - ]

Actual
- —Service— - —|
Cls

1:1

— Incident—

|
Run Book
|

|
Run Book

Run Eook
|

‘m Knowlefdge Item

| r1 1
A 1:n ! !
Business Measurement | | |
(Incident) = 1:n 1
— RFC—
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Key Performance Indicators

Critical Success
Factors

Achieve
Operational
Excellence

Improve Customer
Satisfaction

Improve Staff
Effectiveness

Alignment with
Business Strategy

Key Performance Indicators (KPIs)

Events: Increase in breadth and depth of monitoring endpoints, reduction of escalated events (via
filtering/correlation/ automated resolution), reduction of false positives, and reduction of the number of security
events that cause business disruption.

Incidents: Incident reduction, reduction of escalated Incidents, reduction of false positives, reduction in the total
number of security-related Incidents.

Problems: Increase Problems identified, increase Problems eradicated.

Changes: Reduction of change-related outages, reduction of emergency changes, reduction of unplanned
changes, and reduction of security vulnerabilities introduced during Change Management.

Knowledge: Increase Known Error availability (enrich Known Error database), increased usage.

OLA/SLA: Reduction of failed agreements.

Availability of critical business systems: Increase uptime, decrease MTTR, increase MTBF.
Performance (user experience) of critical business systems: Decrease user complaints.
Incidents: Increased rate of first call resolution.

Self-service: Increased success rate for user self-fix.

Events: Increase automatically remediated Events, increase the percentage of Events correlated to a business
service.

Incidents: Reduction of re-opened Incidents, increase percentage of first call resolution, reduction in average time
to close an Incident, increase automatically remediated Incidents, reduce average handling time, and reduce
rejected Incidents.

Changes: Increase automatically remediated changes.

Cost: Increase percentage of time invested on business-critical services.

Services: Increase number of business services defined, decrease percentage of business-critical services,
decrease number of Cls that are not linked to a business service, increase “quality of service” monitoring for
internal and external business services.

SLA/SLO: Increase percentage of business-critical services with defined Service Level targets.

Security: Number of security-related outages to business-critical systems, number of security Incidents causing
financial loss, business disruption, or public embarrassment, number of security Incidents resolved without

business impact.

29




Incident Functional Component

30




Key Attributes

The Incident data object shall have the following key data attributes:

* IncidentID: Unique identifier for the Incident record

« Category: The category aids in determining assignment and
prioritization

« SubCategory: The second level of categorization, following
Category

* |IncidentStatus: The current stage in the lifecycle of an Incident

* IncidentStatusTime: Time stamp for the IncidentStatus attribute

« Severity: Severity of the Incident

« Priority: Priority of fixing the Incident

« Title: Title of the Incident

« Description: Description of the Incident

« AssignedTo: Group or person that is assigned to fix the Incident

« ActualServiceCl_ID: Related CI(s)

31




Key Data Object Relationships

The Incident data object shall maintain the following relationships:

* Incident to Problem, Known Error (n:m): Connection between the

Incidents that are converted to Problems to permanently address
severe/repeating Incidents

* Incident to RFC (1:n): Connecting RFCs to the Incidents they
originated from

* Incident to Defect (1:1): Current practice: connecting Defects that
are created when Incident diagnostics determines there is need for
an emergency fix from development

* Incident to Actual Service Cls (n:m): Cl to which the Incident is
associated and usually the main subject of

 Event to Incident (n:m): Enables the connection between the
Incidents and Events and supporting the integration lifecycle
between them

32




Main Functions

The Incident functional component:

Shall be the system of record for all Incidents

Shall manage the state escalation paths and general lifecycle of the
Incident

Shall allow an Incident to be initiated from an Event

Shall create an Incident when an Interaction cannot be associated
with an existing Incident because it requires additional clarification,
diagnostics, or support actions

Shall create an association between the Incident data object and the
related Actual Service CI(s)

33




Capability Discipline Informal Notation

Incident

{ Knowledge

Management

=

Services
Sales
Management

Requirement
to Deploy

Service
Catalog
Management

Supplier
Management

Discipline Capalility - Key
Discipline Capahilily - Auxiliary
Discipline Capahilily - Inlarface
Achivily flow

Customer rigger

Management

J

Service

Accounting

Management

Release &

Request
Management

4 Deployment
Management

A > Change

Management

Service

P» Measurement &
Reporting

IT Operations
Management

Service
— Configuration

v

Management |

Service Asset

Capacity
Management

g Management
(Request)

Procurement
Management
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Capability Discipline Formal Notation

Request to Fulfill

Provide Usag
Information User Support
Interaction

Management Y

Product Services &
Sales Accounting

Service Request
Service Catalog Management
Manasgement

Activate
alog ltem

Create Actual
Service Cl

Knowledge
Management

Service Asset
Managemaent

Activate
Monitoring

Supplier Mgmt

Framework

Activate Event
Management
Framework

35




Scenario Process Flow Example

business business Scenario Process View high level /

)ID)

User calls the Service

Desk to resolve issue

e

D)

SCENARIO - Solving an incident using known emor information

A

Incident Management < ______

L3 Element Representation L3 Element Representation

Value Chain

Value Stream

Capability
(Discipline)

Functional
Component

(0

[Business Function]
Value Chain

|

[BusinessFunction]
Value Stream

[N
[Busness Function]
Capability Discipline

[Application
Component]
Functional

Component

Artifact | [Data Object] |

Adtifact

Essential Service

[Application
Service] Essential
Service

SoR Integration
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Essential Service Diagram Example

application Automation Specification/
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Example of Functional Components, Data Objects, and Essential Services
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