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Structure of the ITIL® Process Map V3

The ITIL® Process Map is
organized in a hierarchical way:

A Detail levels 0 to 2 contain
26 "Process Overview" diagrams
to illustrate the interrelationships
of the processes.

A The user is able to navigate to the
next level of detail by clicking on
linked objects.

A At the most detailed level (Level
3), 104 "Process Detail" diagrams
(EPC process models) illustrate
the flow of activities in detail.

The following pages contain vector
graphics i you can look at the process
models in detail by using your PDF
viewer's zoom function.
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RACI Matrix: Participation of ITIL® Roles in ITIL® V3 Processes
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ITIL® V3 Reference Processes — Detail Level 0: ITIL® V3 Service Lifecycle

Overview: ITIL Service Lifecycle
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ITIL® V3 Reference Processes — Detail Level 1: Service Transition

Overview: Service Transition
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ITIL® V3 Reference Processes — Detail Level 2: Change Management

Overview: Change Management . .
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ITIL® V3 Reference Processes — Detail Level 3:
Change Assessment by the Change Manager
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Index of Processes Contained in the ITIL® Process Map V3

The ITIL® Process Map offers Detail: Process Index
complete coverage of the ITIL® V3
Service Lifecycle.

A The following pages provide a
complete view of the process Process Overviews Process Details
hierarchy contained in the ITIL®
Process Map.

A Each of the processes on Detail

Levels 0 to 2 is represented by a .
Service Strategy —

"Process Overview" diagram,
A whereas each process on Detail 1 A
Level 3 is represented by a
"Process Details" diagram (activity —) Senie Parto
flow/ EPC). y
Strategic Service Senvice Strategy
Assessment Definition
Processes (detail Processes (detail level
levels 1 and 2) linked 3) linked to "Details"
to "Overvi ew“| diagrams (activity
The following pages contain vector graphics i diagrams flows/ EPCS)

you can look at the process models in detail by
using your PDF viewer's zoom function.
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Process Index: Service Strategy
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Process Index: Service Design
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Process Index: Service Transition
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Process Index: Service Operation
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Process Index: Continual Service Improvement
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Index of ITIL® V3 Checklists/ Document Templates

ITIL Checklists/ Document
Templates in Microsoft Word ™
format provide additional
information to the process flows.

A

In most cases the checklists
explain process outputs i for
example, the Checklist "Request
for Change" explains what
information is typically contained in
an RFC (see the example on the
next page).

In other cases, the checklists
define some aspects of a process
in more detail. Example: The
Checklist "CAB Agenda" describes
the typical responsibilities of the
Change Advisory Board.

All'in all there are 84 checklists/
document templates in Microsoft
WordE format provided as part of
the ITIL® Process Map V3.
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Chec

kl i st Exampl e:

“ReFgQr'est for

Change

Checklist Request for Change (RFC)

ITIL Care Discipline: Service Transition

The BFC is formal request for the implementation ofa Change. A Request for Change is to be submitted to
Change IManagement for any non-standard Change (a set of standard! routine Changes is usually defined by

Change Management; these are minor Changes which do not require submission to the Change Management
process).

AChange is backed by a Change Cwner, holding a budget for its implementation. In many cases the Change
Owner is identical with the BFC initiator. Typically Changes are owned by Service Management roles (e.g. the
Prablem Manager or Capacity Manager) or by [T management.

The RFC is a precursor to the Change Record and contains all information required to approve a Change.
Further information is added as the Change progresses through its lifecycle.

The level of detail depends on the size and likely impact of the Change. Cften there will be references to
further documents containing more datailed information, &.0. a detailed Change proposal. As major Changes
are typically implemented as projects, the RFC often takes on the role of what is also known as a “Project
Charter".

. Unique ID

. Date of submission

. Change Cwner

. Initiator of the RFC (if not identical with Change Cwner)

. Proposed Change priority (e.g. “Very High (Urgent Change)”, “High”, “Normal”, *Low” - may be overruled
by Change Management during Change assessment)

6. Description of the Change being applied for

[ S I )

6.1, Summary description
6.2, Business case

6.2.1, Reason forthe Change to be implemented

§.2.2. Costs

6.2.3. Benefits

6.2.4. Consequences if the Change is notimplemented

8.2.5. References (8.g. to a Problem Record triggering this RFC)
6.3. Business areas on the client-side affected by the Change
6.4. Services affected by the Change
6.5, [Tinfrastructure components (Cls) affected by the Change
6.6. Technology aspects (is a new technology being introdiced?)

Pagstof 1 Tha ITIL Process Man V3

R ———tey

7. Risks during the implementation of the Change
7.1, Identified risks
7.2, Counter-measures (e.g. reversion procedura)
7.3. Back-out strategy for the case of a failed Change implementation
8. Predicted/suggested time schedule for the implementation
8. Estimate of resources for the implementation
8.1, Required personngl resourcas (from which areas?)
9.2. Estimated work effort for the required personnel resources
9.3, Costestimate (itemized for bigger Changes)
10.Statement as to whether a budget is allocated and cleared for this Change

11.If applicable, index of additional supporting documents (2.g. the Service Design Package for major
additions or medifications to services)

12.Approval of rejection
12.1. Date
12.2. Person/ body in charge of the approval (Change Manager/ CAB/ EC)
12.3. Change reviewers
12.4. Priority assigned by Change Management
12.5. Restrictions
12.6. If applicable, reasons for rejecting the RFC
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Index of Checklists: Service Strategy
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Index of Checklists: Service Design
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Index of Checklists: Service Transition
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Index of Checklists: Service Operation
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Index of Checklists: Continual Service Improvement
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