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Performance Specification, 158
Release Strategy, 160
Service Architecture, 158
Service Support, 159
Stage, 157
Test Plan, 160
Develop
Major Stage Activities, 165
Stage, 163
Distribution Channel, 42
Document Controls
Defined, 134
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Overview, 352
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Introduction, 265
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Major Stage Activities, 197
Stage, 195

Maintenance
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Opportunity, 312
Stage, 123
Opportunity Statement, 312
Organizational Change Management, 425
Organizational Impact, 135
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Performance Management, 324 Stages, 37
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7-Tiers, 84 Product Management, 35
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Plan Productive Capacity, 355
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Plan-Do-Check-Act, 454 Provider
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Portfolio Management, 277 Management Methods, 54
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Practice Quality Assurance
Best, 3 Defined, 328
Common, 3 Quality Element, 316
Defined, 3 Quality Equation, 52
Good, 3 Quality Measure, 316
Lifecycle, 4 Quality of Service (QoS), 27
Preferred Pricing Scheme, 309 Quality Planning Framework, 316
Preferred Vendor List, 309 Rated Capacity, 356
Preliminary Service Project Plan Readiness Review, 168
Defined, 143 Recover, 370
Pre-Transaction, 28 Recovery Point Objective, 288
Pricing Model, 438 Recovery Time Objective, 288
Priority, 383 Recovery component, 372
Problem Management, 390 Regulatory Compliance, Types, 173
Major Activities, 396 Relationship Plan
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Problem Statement, 391 Release. See Service Release
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Defined, 430
Six Step Cycle, 433
Types, 431
Release Build, 431
Release Management
Process, 434
Release Schedule, 431
Release Units, 430
Report Catalog, 193, 303, 341
Request For Proposal, 381
Require
Stage, 127
Requirement. See Service Requirement
Type, 295
Requirement Attribute Matrix, 298
Requirement Catalog, 128
Requirement Errors, 213
Requirement Lifecycle
Stages, 213
Requirement Plan, 214, 297
Defined, 96
Requirement Responsibility Matrix
Defined, 131
Requirements Management, 293
Benefits, 293
Major Activities, 295
Resolve, 370
Restore, 370
Retire
Major Stage Activities, 208
Stage, 207
Revise
Stage, 201
Risk Management, 290
Continuous, 292
Risk Priority Number, 394
Risk Statement, 126
Rollout Planning, 432
Safeguard, 292
Satisfaction Survey, 192
SCARI Chart
Defined, 270
Security CIA triad, 349
Security Controls, 351
Security Management, 348
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Service
Characteristics, 25
Classification, 23
Deactivate, 208, 209
Defined, 22
Example Description, 22
Legal Definition, 21
Transaction-based, 27
Service Access Point
Deactivate, 208
Define, 136
Defined, 73
Design, 159
Service Acquisition, 224
Service Alignment, 39
Service Application Management, 404
Service Approval, 154
Service Asset, 343
Service Asset Lifecycle, 241
Six Step Cycle, 241
Service Asset Management, 342
Major Activities, 345
Service Asset Register, 239
Service Assurance Certificate, 175
Service Blueprint, 149
Service Calendar
Defined, 72
Overview, 105
Service Capacity Management, 354
Service Capacity Model, 356
Service Capacity Plan
Commission Stage Output, 186
Service Catalog, 102, 110
Actionable, 104
Defined, 72
Purpose, 102
Schema, 103
Service Certificate. See Service Assurance Certificate
Service Change
Defined, 242
Six Step Cycle, 243
Service Change Management, 418
Major Activities, 427
Setrvice Charter
Defined, 153
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Service Commission Defined, 230
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Service Configuration Tree, 239 Service Infrastructure Management, 400
Service Continuance Statement, 210 Service Inseparability, 26
Service Continuity Management, 363 Service Instance, 180
Major Activities, 366 Defined, 73
Six Major Stages, 364 Service Intangibility, 25
Service Continuum, 72 Service Knowledge Management, 464
Service Contract, 58 Service Level Indicator, 90, 228
Service Cost Index, 247 Defined, 230
Service Customer Management, 266 Service Level Management, 337
Service Delivery Management, 337 Major Activities, 339
Service Design, 158 Service Level Objective
Service Development Plan Classification Scheme, 72
Purpose, 162 Defined, 89
Setvice Driven Pathway, 470 Service Level Reporting, 339
Service Element, 165 Service Level Review, 342
Defined, 72 Service Level Statements, 341
Retrieval Plan, 209 Setvice Lifecycle
Service Encounter, 30, 218, 282 Approve Stage, 153
Service Equations, 51 Assure Stage, 171
Setvice Event Lifecycle, 228 Commission Stage, 181
Service Excellence, 317 Concept Stage, 145
Service Excellence Framework, 319 Critical Artifacts, 211
Service Exception Report, 341 Define Stage, 133
Service Experience, 30 Defined, 72, 117
Service Finance Model Deploy Stage, 177
Defined, 73 Design Stage, 157
Service Fulfilled, 193 Develop Stage, 163
Service Fulfillment Management, 299 Maintain Stage, 195
Service Fulfillment Plan Operate Stage, 189
Defined, 97 Opportunity Stage, 123
Elements, 98 Plan Stage, 139
Service Governance Framework Require Stage, 127
Defined, 72, 94 Retire Stage, 207
Introduction, 469 Revise Stage, 201
Service Guarantee, 72 Stages, 117
Service Impact Service Lifecycle Costs, 114
Defined, 398 Service Lifecycle Management, 319
Service Impact Analysis, 366 Setvice Maintained, 199
Service Impact Management, 398 Service Management
Service Impact Statements, 398 Areas of Expertise, 9

Copyright © 2008 Service Management 101™ and VKSII



468 The Guide to the USMBOK™

Defined, 35

Golden Rules, 62

Program Office, 18
Service Management Framework, 71
Service Management System, 71
Service Marketing, 299
Service Model

Defined, 45

Designing, 49

Global, 46

Local, 46

Regional, 46

Types, 46
Service Offering, 72, 173
Service Operational Procedures, 180
Service Operations Knowledge Base, 180
Service Operations Lifecycle, 226
Service Operations Management, 375
Service Opportunity Board, 222
Service Order

Defined, 73, 137
Service Organization, 251
Service Outage Review, 341
Setvice Pathway, 218, 310
Service Performance Framework, 246

Defined, 74
Service Perishability, 26
Service Plan

Defined, 72

Introduction, 99
Service Planning, 303

Process, 94, 305

Waterfall, 95
Service Planning-Marketing Continuum, 302
Service Portal, 110
Service Portfolio, 100

Introduction, 100

Relationship to Service Fulfillment Plan, 101
Service Priority Matrix, 107
Service Priority Scheme, 106

Defined, 73
Service Problem Management, 233
Service Provider Organization, 251
Service Provision Lifecycle

Defined, 73

Stages, 222
Service Provision Management, 306
Service Quality Index, 246
Service Quality Lifecycle, 111
Service Quality Management, 313

Mapped to PDCA, 313
Setvice Quality Plan, 137, 316
Service Quality Planning, 314
Service Realized, 186

Defined, 73
Service Release, 238

Contents, 238

Six-Step Cycle, 238
Service Release Definition, 204
Service Release Management, 430
Service Release Overview, 204
Service Request, 73

Common Lifecycle Stages, 219

Defined, 310

Lifecycle, 217

Sources, 119

Standard, 218, 311

Types, 217
Service Request Lifecycle

Activities, 217
Service Request Management, 234, 310

Defined, 73

Major Activities, 311
Service Request Pathway, 218
Service Requirement

Analysis, 215

Attribute Matrix, 215

Defined, 212

Elicitation, 215

Lifecycle, 212

Negotiation, 216

New, 224

Specification, 215

Translation, 216

Validation, 216
Service Requirement Lifecycle

Six Stages, 214
Service Responsibility Matrix, 154
Service Retired, 210

Service Retirement Plan, 210
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Service Revised, 204
Service Revision Lifecycle, 235
Inputs, 236
Service Revision Program, 237
Service Support
Reporting, 378
Service Support Lifecycle, 232
Service Support Management, 375
Service System
Elements, 72
Service Value Management, 435
Service Value Mapping, 441
Service Value Maps, 448
Service Variability, 26
Service Violation, 191
Shewhart's Cycle, 455
Six Sigma
Relationship to Lean, 460
Relationship to PDCA, 460

Society of American Value Engineers, 448

Source Configuration Tree, 431
Source Management, 430
Space Planning, 401
Stakeholder Hierarchy
Defined, 130
Statement of Requirements
Defined, 130
Statement of Work
Contents, 186
Steady State. See
Strategic Planning, 300
Subject Matter Expert, 91
Subscriber Management, 226
Supplier
Defined, 381
Supplier Contract, 59
Supplier Management, 381
Support Center, 376
Support Procedures
Scope, 167
SWOT Analysis, 77
System, 407
Systems Management, 407
Target Customer Segment, 42
Target Service Specification
Defined, 161
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Target Time to Restore, 383
Temporary Containment, 393
Test Plan, 168
Threat, 292
Threat Agent, 292
Touch Point, 30, 282
Transaction, 29
Urgency, 383

Defined, 107
USMBOK

Defined, 2

General Management Knowledge Areas, 11

Interpersonal Skills, 11
Purpose, 2
Related BOKs, 16
Scope, 10
Utilization Rate, 402
Value Activity, 443
Value Architecture, 43
Value Chain
Origin, 442
Primary Activities, 443
Support Activities, 444
Value Configuration, 42
Value Equation, 51
Value Mapping, 441
Value Maps, 445
Value Network, 308, 442
Value Network Analysis, 308
Value Network Mapping, 309
Value Proposition, 42
Value Statements, 78
Value Stream Mapping, 446
Value-Add, 447
Vision and Scope Document
Contents, 297
Defined, 129
Vision Statement, 77
Vital Mission Activity, 88, 383
Vital Product Data, 344
Voice of the Customer
Capturing, 94
Design Attributes, 158
Voice of the Provider, 279
Workaround, 393
Workforce Monitoring, 376
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Zero Cost Operation, 411
Zone of Risk, 422
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Service Management 101 Services

Service Management Body of Knowledge Best Practice Statement library

Service Management 101

Service Management
Body of Knowledge (SMBOK)™

Best Practice Statement Library for Service Organizations

An Internet subscription service providing access to thousands of best practice statements related to the

provision of services, and specifications for a service management system and service provider organization.

URL: http://www.servicemanagementl101.net

Service Management University

Service Management 101

Service Management
University™

Education for Service Management Professionals

An online learning system providing affordable access to the latest service management related education and

topical information. URL: http://www.sm101-university.com

Outside-In Service Management™

A program of onsite workshops designed to help apply outside-in thinking methods to manage the provision

of services. URL: http://www.servicemanagementl01.net/pages/oism-home

Lean Service Management™

Service Management 101

Lean
Service Management™

Lean Thinking for Service Provider Organizations

A program of onsite workshops designed to help apply lean thinking methods to manage the provision of

services. URL: http://www.servicemanagement101.net/pages/Ism-home

Virtual Service Manager

Service Management 101

Virtual
Service Manager™

Personalized Support for Service Management Professionals

[ ]
An online support service provided on a complimentary best-effort basis to service management
professionals. Customized support plans are available where a guaranteed response time is necessary.

URL: http://sm101-support.com
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