
Processes

Service Transition

Service Design Service Operation

Continual Service Improvement

Service Strategy

Service Strategy

Service Level 
Management

Capacity Management

Availability Management

IT Service Continuity 
Management

Supplier Management Service Catalogue 
Management

Incident Management

Problem Management

Event Management

Request Fulfilment

Change Management

Service Asset & 
Configuration 
Management

Release & Deployment 
Management

Access Management

Service Validation & 
Testing

Evaluation

Knowledge Management

Transition Planning & 
Support

Information Security 
Management

7 Step Improvement 
Process

Service Reporting

Service Measurement

Return on Investment for 
CSI

The Business Question 
for CSI

 Common Activities

Financial Management

Return on Investment

Service Portfolio 
Management & Methods

Demand Management

Service Transition Service Operation

Service Strategy – Service Economics

Managing 
Communications & 

Commitment

Managing Organization & 
Stakeholder Change

Stakeholder 
Management Mainframe Management

Server Management & 
SupportNetwork Management

Storage & Archive

Database Administration

Directory Services 
Management

Desktop Support

Middleware Management

Internet & Web 
Management

Facilities & Datacentre 
Management

Information Security 
Management & Service 

Operation

Improvement of 
Operational Activities

Service Desk

Technical Management

IT Operations 
Management

Application Management

IT Operations

Monitoring & Control

Service Operation - Functions

The IT Infrastructure Library v3 Framework

ITIL ® is a Registered Trade Mark, and Registered Community Trade Mark of the Office of Government Commerce, 
and is Registered in the U.S. Patent and Trademark Office. 

Service Level 
Management


