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this book implementing metrics for it service management provides a measurement framework which is based on a continuous
improvement lifecycle the measurement framework is aligned with the it infrastructure library itil set of best practices the
framework is compatible with the control objectives for it cobit framework and supports iso iec 20000 standards for it service
management this book also provides the basic concepts around measurements for business it alignment achieving compliance
and driving operation excellence where possible examples case studies and check lists have been included along with a
scorecard accelerator software tool to further improve the learning experience and accelerate the adoption of measurements
the goal of this book is to provide the reader with a measurement framework to align it with the business objectives to create
value through continuous improvements this book is complimentary to the book metrics for it service management also
published by van haren publishing

note this book is available in several languages chinese english this book provides a more thorough approach to service
agreements than available so far it takes the material from itil best practices one step further by providing a more
comprehensive and holistic approach to service agreements

iso iec 20000 is the corporate standard for achieving quality within it service management as individuals achieve success in
service management frameworks such as itil many organizations have identified the benefits of making the jump to full
corporate accreditation but having made the decision to invest in this standard what is the best way to implement adoption in
an efficient and successful way this thorough practical guide has been put together by real experts with real experience of
how iso iec 20000 works in the workplace and in the real world part a of this title covers the step by step description of the iso
20000 implementation process part b contains real case studies from organizations who have successfully achieved iso iec
accreditation this official itsmf guide is unique in that it not only describes the implementation process it also suggests
solutions to common problems and set backs an understanding of the many business pressures means that practical guidance
on the business case measuring success or not or the need for quick wins are all included in this book making it an invaluable
companion for all those working on an implementation project a sister guide to the hugely successful official itsmf introduction
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to iso iec 20000 book readers will find that this book becomes a key asset in delivering a practical down to earth
implementation program foreword by john stewart of ogc

a humorous and insightful perspective on the often chaotic world of it service management drawing inspiration from the it
infrastructure library itil framework but taking a decidedly satirical approach the book explores the pitfalls paradoxes and
downright ludicrous situations that can arise in it organizations

the service catalog is a fundamental it tool covering the services themselves default capabilities measures and primary means
of access and provision in short it represents the value it provides to facilitate business operations written by industry experts
and using real case studies this valuable title takes the reader beyond the theoretical to focus on the real business benefits of
service catalogs and how to implement them successfully within an organization services are made standard and rational
leading to lower costs and increased service availability standard service products enable forecasting of demand leading to
better volume discounts from vendors and improved inventory and capacity planning controls over consumption of services
are enhanced the fulfillment of it services is improved with the catalog standardization of services leads to recurrent workflows
rather than relatively expensive one off projects

sgeme is an open standard for developing a processed centred architecture of an enterprise it may be reproduced freely by
any organization wishing to use it to develop a governance structure on the quality of their business processes sqgeme process
management is a method that facilitates discussion of the design of the organization in a subtle but unambiguous way
processes have to hold a prominent place in observing organizations how are the different parts of the organization tuned to
each other and how does adequate communication take place sgeme as a methodology views processes from four different
perspectives sgeme calls these windows by means of which one seeks for the constitution chemistry correspondence and
construction of the enterprise sqgeme is the result of more than twenty years experience with the management of business
processes within various organizations sgeme has been applied successfully in industry chemistry automotive construction
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paper in the business sector it service healthcare in the non profit sector and in public companies such as the prosecution
counsel county councils and local authorities this book is particularly aimed at professionals who are involved in the change
process within process driven organizations anyone wishing to familiarize themselves with process centred thinking will be
pleased to find that this book adopts an innovative yet practice proven approach the sgeme foundation is a platform for
discussing the method and its application where insights into the basic assumptions and backgrounds are shared sgeme org

pink elephant is the world leader in it management best practices offering solutions to public and private businesses worldwide
many of them listed in the fortune 500 the company specializes in improving the quality of it services through the application
of recognized frameworks including the it infrastructure library itil

abc is like an iceberg much of it hidden beneath the surface yet capable of inflicting enormous damage to your organization or
more importantly your business with growing importance of it to business operations we can no longer afford to have our itsm
improvement programs and initiatives fail because of attitude behavior or culture issues this book describes what abc is why it
is important and gives practical cases and examples in dealing with abc issues the book contains more than 35 case examples
from industry experts and practitioners on what they have done to solve specific abc issues the book can be used in
combination with the abc of ict card set for creating awareness assessing your own worst practices and taking your first
practical steps in solving them this book provides a valuable addition on top of itil publications on how to ensure itsm
improvement programs can and do deliver lasting value

no public library discount on this title
no public library discount on this title

note this pocket book is available in several languages english german french this pocket guide is a concise summary of itil v 3
a quick portable reference tool to this leading standard within the service management community what are the key service
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management processes what is the lifecycle approach

note this book is available in several languages italian german spanish | obiettivo di questa pubblicazione & di fornire un
documento di facile lettura che spieghi la natura il contenuto e lo scopo dello standard iso iec 20000 cio dovrebbe portare
velocemente la iso iec 20000 alla portata di una ampia audience internazionale attraverso una facile ed accessibile pocket
guide per promuovere la consapevolezza e | accettabilita della iso iec 20000 quale un valido standard per le organizzazioni di
servizi itper supportare la formazione e la certificazione iso iec 20000per dare ai professionisti un rapido riferimento ai
contenuti principali della iso iec 20000 iso iec 20000 pocket guide si rivolge ad un ampio insieme di professionisti trainer e
studenti che lavorano sia nell it sia in altri ambienti a partire dagli esperti nella fornitura di servizi it fino a coloro che
desiderano trovare una metodologia valida per affrontare le criticita del miglioramento della qualita | organizzazione
internazionale itsmf attraverso | impegno del suo international publications esc ipesc ha concesso la sua approvazione a questa
pocket guide quale parte di una comune libreria globale a supporto di uno standard uniforme della conoscenza itsm e delle
best practice

a guide to the press of the united kingdom and to the principal publications of europe australia the far east gulf states and the
usa

note this pocket book is available in several languages english german french this pocket guide is a concise summary of itil v 3
a quick portable reference tool to this leading standard within the service management community what are the key service
management processes what is the lifecycle approach

learn how to use service modelling to streamline and optimize processes information about customer needs the technical
composition of services and service performance are fundamental to effective service management service modelling is a
structured approach to utilizing this information to improve the way services are delivered consistent application of service
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modelling provides the automation of processes and timely access to information service modelling presents a comprehensive
up to date overview of the topic presented in the context both of business processes and of requirements stemming from the
need to manage network resources vilho raisanen delivers a justification for service modelling and explains state of the art
concepts frameworks and standards in detail service modelling provides a complete and illustrated overview of state of the art
concepts for service modelling covering requirements and frameworks includes industry initiatives conceptual frameworks and
the work of standardisation bodies discusses different modelling approaches and the positioning of modelling of services in
service management and in the wider operational context sets the modelling framework in the context of business drivers and
modelling paradigms illustrates principles with real world use cases providing both fixed internet and mobile network examples
relates concepts to the work of telemanagement forum giving practical examples throughout service modelling principles and
applications is an invaluable guide to service modelling for telecommunications and data communications professionals
including vendors operators consultants training organizations service and content providers system architects and engineers
for ip based services educational organizations advanced undergraduate and graduate students on telecommunications and
networking courses will also find this text invaluable

this pocket guide has been designed as a handy reference book on best practice in application management from a service
management perspective it is complementary to the itil publication on applications management

note this pocket book is available in several languages english german french dutch this pocket guide is a concise summary of
itil v 3 a quick portable reference tool to this leading standard within the service management community what are the key
service management processes what is the lifecycle approach

for trainers free additional material of this book is available this can be found under the training material tab log in with your
trainer account to access the material note this pocket book is available in several languages english german dutch since 2001
the van haren publishing itil pocket guides have helped readers all over the world to understand the essentials of itil it
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infrastructure library the leading framework for it service management this pocket guide does exactly the same as previous
editions offering a concise summary of itil based on itil 2011 edition we have condensed the full itil framework found in 2000
pages into just 200 pocket sized pages it means that this book is an essential time saving and cost effective guide to itil 2011
edition for both industry experts and students alike primarily it is a quick portable reference tool to itil for all professionals in
the service management community what is the lifecycle approach what are the key service management processes and
functions secondly the itil pocket guide can be used as part of the training material for everyone who wants to certify for the
itil foundation exam the guide contents cover all of the specifications of axelos itil foundation certificate syllabus

six sigma provides a quantitive methodology of continuous process improvement and cost reduction by reducing the amount
of variation in process outcomes the production of a product be it a tangible product like a car or a more abstract product like
a service consists of a series of processes all processes consist of a series of steps events or activities six sigma measures
every step of the process by breaking apart the elements within each process identifying the critical characteristics defining
and mapping the related processes understanding the capability of each process discovering the weak links and then
upgrading the capability of the process it is only by taking these steps that a business can raise the high water mark of its
performance it is now a fundamental part of business and business processes this book demonstrates how it can be made to
work as an enabler to better business processes and how the six sigma approach can be used to provide a consistent
framework for measuring process outcomes itil defines the what of service management six sigma defines the how of process
improvement together they are a perfect fit of improving the quality of it service delivery and support the six sigma approach
also provides measures of process outcomes and prescribes a consistent approach in how to use these metrics this pocket
guide provides a coherent view and guidance for using the six sigma approach successfully in it service organisations it
particularly aims to merge itil and six sigma into a single approach for continuous improvement of it service organizations

this pocket guide has been designed as a reference book for all those involved in planning to achieve certification under the
itsmf uk developed itsmf iso iec 20000 certification scheme or working with an organisation planning to achieve certification
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the above scheme has been developed by itsmf uk to provide independent verification that an organisation has satisfied the

requirements of the iso iec 20000 standard it is managed by the itsmf uk on an international basis and its operations are

closely monitored to ensure consistency around the world it can be viewed as a complementary title to the existing iso iec
20000 a pocket guide van haren 2006 isbn 9789077212790
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