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1 Introduction 

This document is one of a number of self-assessments of important processes, enabling you to establish the extent to which your organisation has adopted the better practice guidance available from OGC (Office of Government Commerce).

The self-assessment scheme is composed of a simple questionnaire which enables you to ascertain which areas should be addressed next in order to improve the overall process capability. The assessment is based on a generic framework which recognises that there are a number of structural elements which need to be in place for process management and for it to satisfy the overall intent and meet the needs of the customer.

To establish where a particular organisation stands in relation to the process capability framework, a variable number of questions should be answered. The questions are weighted, i.e. those which are deemed as having a slightly higher significance are considered mandatory for a 'Yes' answer at each level of capability. These questions are denoted by a  ‘M’ symbol in the 'No' column, (indicating that a 'Yes' answer is required if the level is to be achieved).  

Follow these steps to ascertain the organisational capability level:-

· start at Level 1 and answer each question, ticking 'Y' or 'N' column as appropriate;

· check the level criteria given at the foot of the table of Level 1 questions. If the criteria for Level 1 are satisfied, move on to the next level;

· continue up the levels until the criteria for the current level are not entirely met. For example, should the criteria be satisfied for Levels 1, 1.5, 2, 2.5, and but not quite met for Level 3, then no further questions need be attempted and the organisation’s capability level is deemed to be 2.5.

Rationale of the self-assessment scoring system  
Figure 1 illustrates the rationale of the scoring system used in this questionnaire. The initial level of the framework, Level 1: Prerequisites, ascertains whether the minimum level of prerequisite items are available to support the process activities. Level 1.5: Management Intent, establishes whether there are organisational policy statements, business objectives (or similar evidence of intent) providing both purpose and guidance in the transformation or use of the prerequisite items. 

At the lowest levels of the framework model (see Figure 1), the questionnaire is written in generic terms regarding products and activities. At higher levels more specific ITIL terms are used, based on the assumption that Organisations’ achieving higher level scores are more likely to use the ITIL vocabulary.
Level 2: Process Capability,  examines  the activities being carried out. The questions are aimed at identifying whether a minimum set of activities are being performed. Level 2.5: Internal Integration seeks to ascertain whether the activities are integrated sufficiently in order to fulfil the process intent.

Level  3: Products, examines the actual output of the process to enquire whether all  the relevant products are being produced. Level 3.5: Quality Control, is concerned with the review and verification of the process output to ensure that it is in keeping with the quality intent.

Level 4: Management Information, is concerned with the governance of the process and ensuring that there is adequate and timely information produced from the process in order to support necessary management decisions. Level 4.5: External Integration, examines whether all the external interfaces and relationships between the discrete process and other processes have been established within the organisation. At this level, for IT service management, use of full ITIL terminology may be expected.

Level 5: Customer Interface, is primarily concerned with the on-going external review and validation of the process to ensure that it remains optimised towards meeting the needs of the customer.

The goal of the self-assessment questionnaires is not to test whether there is complete conformance with ITIL. The aim is to give the self-assessing organisation an idea how well it is performing compared to ITIL best practice. The questionnaire also aims to create awareness of management and control issues that may be addressed to improve the overall process capability.









Figure 1: The rationale of the self-assessment scoring system.
2 
Service Desk

The Service Desk provides the primary window for customer and user contact with the service organisation on a day-to-day basis. The Service Desk may be responsible for a number of discrete functions within the support organisation, including: 

· Provision of a single point of contact for customers

The Service Desk provides a day-to-day contact point between customers, users, IT services and third party support organisations. At an operational level, its objective is to provide a single point of contact to provide advice, guidance and may also be involved in providing a rapid restoration of normal services to its customers and users’ following any service disruption.

· Incident Classification

Incident classification is an important role of the Service Desk. The final classification(s) of an incident may vary to the initially reported one. The customer / user often reports a ‘symptom’ of the incident and not necessarily the root problem. However, the incident classification process should not be over-complicated by adding too many classifications. 
· Incident Control

The Service Desk should own the incident control process and monitor progress on all incidents regardless of origin.

· Incident Reporting and Review

The Service Desk forms the main day-to-day interface between the Service Delivery organisation and the users. Whilst the Service Desk plays an active role as a  communication channel for incident control, it  also provides a contact point  for enquiries on general service issues (including advice on progress on prior reported incidents / problems) and the dissemination of relevant information (e.g. via bulletins, system messages, etc.).

	Level 1

Prerequisites
	Y
	N

	Does a Service Desk exist which manages, co-ordinates and resolves incidents reported by customers?
	
	M

	Is the Service Desk the recognised point of contact for all customer/user queries?
	
	

	Does the Service Desk provide information to customers regarding planned changes?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management Intent
	Y
	N

	Is the business need for a Service Desk clearly identified and understood?
	
	M

	Is there sufficient management commitment, budget provision and resource available for the effective operation of the Service Desk?
	
	M

	Is the Service Desk perceived as a strategic function by Senior Managers? 
	
	

	Has the purpose and benefits of the Service Desk been disseminated within the organisation?
	
	

	Has an education and/or training programme been conducted for customers and users in the use of the Service Desk and its benefits
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answers ‘Y’
	
	


	Level 2

Process Capability
	Y
	N

	Have the functions of the Service Desk been explicitly defined and agreed?
	
	M

	Do Service Desk operators have a procedure or strategy for obtaining the required information from customers whilst call handling?
	
	M

	Does the Service Desk provide the customer/user with information on service availability, an incident number or reference for use in follow-up communications, and progress updates on any request being managed by the service team?
	
	M

	Does the Service Desk make an initial assessment of all requests received, attempting to resolve appropriate requests or referring them to someone who can, based on agreed service levels?


	
	M

	Does the Service Desk communicate planned and short-term changes of service levels to customers?
	
	

	Does the Service Desk provide a status update to the customer on the closure of incidents?
	
	

	Does the Service Desk provide management information and make recommendations for service improvement?
	
	

	Has a study of the workload mix been conducted to determine the required staff levels, skill type and the associated costs of the Service Desk? 
	
	

	Are customer satisfaction surveys carried out by the Service Desk? 
	
	

	Is the Service Desk notified of new  services or changes to existing services? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 2.5

Internal Integration
	Y
	N

	Does the Service Desk provide a single point of contact for all customer queries? 
	
	M

	Does the Service Desk have access to a library of all product, hardware and software documentation and reference material used by customer / users?


	
	

	Are major incidents/problems/changes from the previous week reviewed with customers?
	
	

	Does a customer list exist and is it used to monitor customer satisfaction levels? 
	
	

	Are second-line support staff involved in the Service Desk, either on a full time or a rotational basis?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	
	


	Level 3

Products
	Y
	N

	Is a single source of customer / user and supplier details maintained?
	
	M

	Are standard pro-forma's available for capturing customer / user details and identification?
	
	M

	Are the services offered  by the Service Desk clearly defined for customers and other parties?
	
	M

	Are reports regularly produced for all the teams contributing to the service provision process, concerning types of customer contacts?  
	
	

	Is a workload analysis produced to help determine staffing levels?
	
	

	Are weekly management reviews held to highlight service availability, customer satisfaction and major incident areas?
	
	

	Do management review Service Desk’s recommendations for service improvements? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Are the standards and other quality criteria applicable for the registration of incidents and for call handling made clear to Service Desk operators?
	
	M

	Are Service Level Agreements available and understood by Service Desk operators
	
	M

	Are the personnel responsible for Service Desk activities suitably trained?
	
	M

	Does the organisation set and review either targets or objectives for the Service Desk?
	
	

	Are there suitable tools in use to support the Service Desk function?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions 

 




+ 1 other answer ‘Y’
	


	Level 4

Management Information
	Y
	N

	Do you provide management with information concerning:
	
	

	· customer satisfaction with services?
	
	M

	· operational performance of the Service Desk?
	
	M

	· customer awareness/ training needs?
	
	

	· trend analysis in incident occurrence and resolution?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with interested parties in which Service Desk matters are discussed?
	
	M

	Does the Service Desk control the Incident Management  function and have the interfaces between the Service Desk and Incident management been defined and communicated?
	
	M

	Does the Service Desk receive information from Change Management regarding impending changes to services?
	
	

	Does the Service Desk exchange information with Service Level Management concerning breaches in service level agreements and the service and support commitments they contain?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the customer if the activities performed by the Service Desk adequately support their business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customer's value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
	


3 Incident Management

The Service Desk  is responsible for the monitoring the resolution of all registered incidents – in effect the Service Desk is the owner of all incidents. Incidents that cannot be resolved immediately by the Service Desk may be assigned to specialist groups or teams. Incident Management includes the following activities: 

· Incident recording and alerting

All incidents should be recorded in terms of symptoms, basic diagnostic data and information about the configuration item(s) and service(s) affected. Irrespective of the mechanism or pathway through which incidents are recorded, the Service Desk should receive appropriate alerts and maintain overall control.

· Incident support and classification

Incident records raised should be analysed to discover the reason for the incident. Incidents should also be classified, and it is this classification system that further resolution actions are based. 
· Investigation and diagnosis

Wherever possible, the user should be provided with the means to continue their business functions, perhaps via a degraded service. Every effort should be made to minimise the impact of the incident on the business and to provide more time to investigate and devise a structural resolution.

· Resolution and recovery

After successful execution of the resolution or circumvention activity, service recovery actions can be carried out, often by specialist staff. The incident management system must allow the recording of events and actions during the resolution and recovery activity.

· Incident tracking and customer/user communication

Procedures need to be in place to guarantee that each individual incident is resolved within the agreed timeframes, or at least, as soon as possible.

· Incident ownership, monitoring and closure

The Service desk is responsible for owning and overseeing the resolution of all outstanding incidents whatever the initial source. When the incident has been resolved, the Service Desk must ensure that the incident records are completed and are accurate, and that the resolution is agreed with the customer. 
	Level 1

Prerequisites
	Y
	N

	Are incident records maintained for all reported incidents?
	
	M

	Are incidents currently assessed and classified by the Service Desk prior to referring them to a specialist?
	
	

	Is there an incident manager responsible for managing and escalating incidents?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management Intent
	Y
	N

	Is the business committed to reducing the impact of incidents by their timely resolution?
	
	M

	Have management commitment, budget and resource been made available for  incident management? 
	
	M

	Have Incident Management been made aware of the business drivers and needs which will drive the priority for dealing with incidents? 
	
	

	Has an education and training programme been conducted for the Service Desk and incident managers outlining their relationships and interfaces with each other and with problem, change and configuration management? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answers ‘Y’
	
	


	Level 2

Process Capability
	Y
	N

	Is an incident database maintained recording  details for all reported incidents?
	
	M

	Are all incidents managed in conformance with the procedures documented in SLAs?
	
	M

	Is there a procedure for classifying incidents, with a detailed set of classification, prioritisation and impact codes? 
	
	M

	Is there a procedure for assigning, monitoring and communicating the progress of incidents?
	
	M

	Does incident management provide the Service Desk or Customer/User with progress updates on the status of incidents?
	
	M

	Is there a procedure for the closure of incidents?
	
	M

	Does incident management provide the Service Desk with management information and recommendations for service improvement?
	
	

	Are incident managers empowered to enforce agreed customer service levels with second line support and third party suppliers?
	
	

	Do incident managers co-ordinate problem management, support staff and IT services management when a major incident occurs?   
	
	

	Has a study of the workload mix been conducted to determine the required staff levels, skill type and the associated costs of incident management?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 2.5

Internal Integration
	Y
	N

	Does incident management match incidents against the problem and known error database? 
	
	M

	Does incident management inform the Service Desk and problem management of work-arounds?
	
	

	Are incidents which breach agreed service level targets identified and the incident resolution team informed of the breach?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	
	


	Level 3

Products
	Y
	N

	Are incident records maintained for all reported incidents (including resolution and/or workaround)?
	
	M

	Are requests for changes produced, if necessary, for incident resolution?
	
	M

	Are resolved and closed incident records updated and clearly communicated to the Service Desk, customers and other parties?
	
	M

	Are reports regularly produced for all the teams contributing to the incident resolution process, concerning incident status?  
	
	

	Is a workload analysis produced to help determine staffing levels?
	
	

	Are management reviews held to highlight escalated incident details?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Are the standards and other quality criteria applicable for the registration of incidents and for call handling made clear to the incident management team?
	
	M

	Are Service Level Agreements available and understood by incident management?
	
	M

	Are the personnel responsible for incident management suitably trained?
	
	M

	Does the organisation set and review either targets or objectives for incident management?
	
	

	Are there suitable tools in use to support the Incident Management function?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions 

 




+ 1 other answer ‘Y’
	


	Level 4

Management Information
	Y
	N

	Do you provide management with information concerning:
	
	

	· trend analysis in incident occurrence and resolution?
	
	M

	· escalated incidents ? 
	
	M

	· percentage of Incidents handled within agreed response time
	
	

	· percentage of incidents closed by Service Desk without reference to other levels of support 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with the Service Desk to discuss incidents raised, progressed, escalated and closed?
	
	M

	Have the interfaces between the Service Desk and incident management been defined and communicated?
	
	M

	Does incident management exchange information with Problem Management concerning related problems and / or known errors?
	
	M

	Does incident management exchange information with Configuration Management regarding ease of use of configuration records, configuration anomalies and the potential flagging of configuration item, e.g. as 'failed' (or equivalent)?
	
	

	Does incident management receive information from Change Management  regarding impending changes to services?
	
	

	Does incident management exchange information with Change Management  regarding the  details of possible changes to resolve particular incidents / problems?
	
	

	Does incident management exchange information with Service Level Management concerning breaches in service level agreements and the service and support commitments they contain?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the Service Desk  to determine if the activities performed by incident management adequately support their business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customer's value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
	


4 Problem Management

Problem management differs from incident management in that its main goal is the detection of the underlying causes of an incident and their subsequent resolution and prevention.  This goal can be in direct conflict with incident management where the goal is to restore service to the customer as quickly as possible rather than search for a permanent solution.  

The scope of problem management is assumed to be:

•
Problem Control: 

The identification of the root cause of incidents (problems), such as the configuration items that are at fault, and to provide Service Desk with information and advice on workarounds when available.  The process needs to be carefully managed and planned.  Problem control activities include: problem identification, recording, classification, investigation and diagnosis.

•
Error Control: 

The correction of configuration items to remove errors / faults, and the overall management of known errors whilst they remain unresolved and until they are eliminated by the successful implementation of a change under the control of the Change  Management  process.

•
Proactive Problem Prevention: 

The monitoring and analysis of the problem environment and the provision of information for proactive measures to improve service quality. This includes the identification of 'fragile' components (by analysis of incidents, problems and known errors), highlighting the potential for, and prevention of errors in one system recurring in other systems, identification of any other trends (e.g. a gradual increase in problematic changes from one area of the organisation).

•
Production of Related Management Information: 

Overall management information related to problem management, including completion of major problem reviews, integrated with incident control management information produced by the Service Desk.

	Level 1

Prerequisites 
	Y
	N

	AreOvernemen uit mandate at least some problem management activities established in the organisation, e.g. problem identification, problem analysis, problem resolution?
	
	M

	Are problem management activities assigned to specific individuals or functional areas?
	
	

	Is there a procedure by which significant incidents are escalated  by incident management? 
	
	

	Are potential problems formally assessed and identified prior to disruption occurring?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management Intent
	Y
	N

	Has the purpose and benefits of problem management been disseminated within the organisation?
	
	M

	Does the organisation have procedures for the registration of problems and their resolution?
	
	

	Is there management commitment to support staff allocating sufficient time for structural problem solving activities?
	
	

	Is the organisation committed to reducing the total number of problems and the number of incidents that interrupt the conduct of business? 
	
	

	Is there management support for problem management staff only accepting support requests from authorised sources?


	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 2

Process Capability
	Y
	N

	Have responsibilities for various problem management activities been assigned?
	
	M

	Is there a procedure for analysing significant, recurring and unresolved incidents and identifying underlying problems?  
	
	M

	Is there a procedure by which potential problems are classified, in terms of category, urgency, priority and impact and assigned for investigation? 
	
	M

	Do problem owners have adequate guidelines for identifying and recording the nature of a problem?
	
	

	Are complex problem investigations across for example, several technical areas adequately co-ordinated?
	
	

	Is there a procedure for problem closure?
	
	

	Do you have a mechanism for tracking problem resolution?
	
	

	Do you monitor the effectiveness of problem support areas?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 2.5
Internal Integration
	Y
	N

	Is the nature of the problem always documented as part of the problem record?
	
	M

	Is problem management responsible for the completeness of all problem records?
	
	M

	Does problem management escalate problems with severe impact to the CAB to increase the priority of the RFC or to implement an urgent change as appropriate.
	
	

	Are proposed solutions to a problem reviewed and authorised by a third party? 
	
	

	Are problem records updated to reflect the progress in resolving the problem?
	
	

	Is a Problem Manager responsible for reviewing the problem records? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 3

Products
	Y
	N

	Are standard reports concerning problems produced regularly? 
	
	M

	Are problem records updated on resolution of a problem?
	
	

	Are requests for change raised on the basis of problem analysis? 
	
	

	Do problem management reports comment on the results of proactive problem management? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Are the standards and other quality criteria made explicit and applied to problem management activities? 
	
	M

	Are the personnel responsible for problem management activities suitably trained?
	
	M

	Is the incident control process managed such that problems are readily identified and escalated to problem management?
	
	

	Does the organisation use suitable tools to support the problem management process?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions

  




+ 1 other answer ‘Y’
	


	Level  4

Management Information
	Y
	N

	Does Problem Management provide management with information concerning:
	
	

	· analysis of problem records?
	
	M

	· recurring problems of a particular type or with an individual item? 
	
	M

	· The need for more customer training or better documentation?
	
	

	· trends in problem distribution and potential ‘hot’ spots?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with interested parties in which Problem Management (PM) matters are discussed?
	
	M

	Does PM exchange information with Configuration Management regarding the quality of configuration records, highlighting any issues, and the potential flagging of items as 'failed' (or equivalent)?
	
	

	Does PM exchange information with Change Management regarding the details of any changes to resolve problems or on emergency actions undertaken?
	
	

	Does PM exchange information with Incident Management for identification of significant incidents or multiple incidents exhibiting common symptoms in order to identify problems?
	
	

	Does PM exchange information with the Service Desk concerning related incidents, or follow-up on initial handling and possible feedback to users (e.g. via urgent bulletins for major incidents)?
	
	

	Does PM exchange information with Service Level Management regarding  priority handling of problems and potential impact on service level agreement performance?
	
	

	Does PM exchange information with IT Service Continuity Management  regarding possible contingency actions in the event of a major outage?
	
	

	Does PM exchange information with Availability Management for detection and avoidance of problems and incidents?
	
	

	Does PM exchange information with Release Management  (if applicable) regarding current CIs and for possible association of problems with specific CIs?
	
	

	Does PM exchange information with Capacity Management for potential implications of planning options, and the likely effect on problem trends?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 4 other answer ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the customer that the activities performed by problem management adequately support their business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customer's value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
	


5 Configuration Management
The scope of configuration management is assumed to include all configuration items (CIs) used in the provision of live, operational services, as a minimum set.

Configuration management provides direct control over IT assets and improves the ability of the service provider to deliver quality IT services in an economic and effective manner.  Configuration management should work closely with change management.

All components of the IT infrastructure should be registered in the Configuration Management Database (CMDB). The responsibilities of configuration management with regard to the CMDB are:

· identification

· control

· status accounting

· verification.

The scope of configuration management may include:

· physical client and server hardware products and versions

· operating system software products and versions

· application development software products and versions

· technical architecture product sets and versions as they are defined and introduced

· live documentation

· networking products and versions

· live application products and versions

· definitions of packages of software releases

· definitions of hardware base configurations

· configuration item standards and definitions.

	Level 1

Prerequisites
	Y
	N

	Are at least some configuration management activities established within the organisation, e.g. registering configuration items (CIs)?
	
	M

	Have you identified some of the CI attributes, e.g. location, current status, service component relationships?
	
	M

	Is there existing configuration data held in hard copy, local spreadsheets or databases?
	
	

	Is there a high level configuration management plan ? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management  Intent
	Y
	N

	Has the purpose and benefits of configuration management been disseminated within the organisation? 
	
	M

	Has the scope of configuration management activity been established within the organisation?
	
	

	Is there a suitable budget for configuration management tools and a  commitment to  resource configuration management activities?
	
	

	Does the organisation have procedures covering the registration of CIs?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 2

Process Capability
	Y
	N

	Have responsibilities for various configuration management activities been assigned?
	
	M

	Have configuration item naming conventions been agreed?
	
	M

	Are there procedures for identifying, controlling, updating, auditing and analysing configuration item information?
	
	M

	Is configuration data routinely used in performing impact assessments?
	
	

	Are CIs  recognised in terms of service component relationships?
	
	

	Is configuration data  used routinely when building or releasing new CIs?
	
	

	Are there procedures covering housekeeping, licence management, archiving and retention periods for CIs?

	
	

	For planned releases, is the configuration baseline determined in advance?
	
	

	Are the configuration management activities reviewed on a regular basis?
	
	

	Are configuration audits performed on a regular basis?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answers ‘Y’
	


	Level 2.5
Internal Integration
	Y
	N

	Have measures been taken to avoid duplication and anomalies with CI records?
	
	M

	Is configuration data used routinely for capacity planning purposes, e.g. to ascertain the actual growth of CIs within the organisation?
	
	

	Is there interface control between configuration management and third parties? 


	
	

	Are there links and interfaces between configuration management and other Service Management systems?


	
	

	Do service support and service delivery personnel regularly retrieve configuration data to facilitate their activities?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3

Products
	Y
	N

	Are standard reports concerning CI information produced regularly?
	
	M

	Is there a configuration management database?
	
	

	Are there controlled environments available within which CI's are manipulated?
	
	

	Are build and release schedules produced on the basis of the CI records?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Is the policy, standards and other quality criteria applicable for the registration of CIs made explicit and applied?
	
	M

	Are the personnel responsible for configuration management activities suitably trained?
	
	M

	Does the organisation set and review either targets or objectives for configuration management?
	
	

	Does the organisation use any tools to support the configuration management process?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 4

Management Information
	Y
	N

	Do you provide management with information concerning:
	
	

	· configuration items affected by major changes?
	
	M

	· information on the achievement of targets and objectives set for  configuration management?
	
	M

	· database and record growth and usage?
	
	

	· exceptional problems regarding specific CIs / types of CI?
	
	

	· non-conformance to standards?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with interested parties in which configuration management matters are discussed? 
	
	M

	Do you receive notification from, or provide information to Change management relating to every CI to be changed or introduced?
	
	M

	Is information exchanged with Release Management in order to keep the Definitive Software Library (DSL) consistent with the CMDB?
	
	M

	Is configuration information made available to the Service Desk regarding new CIs?
	
	

	Does Configuration Management exchange information with Problem Management concerning details of CIs relating to problems, suppliers, customers and changes?
	
	

	Does Configuration Management exchange information with Financial Management for IT Services regarding new cost and charging codes and other attributes?
	
	

	Is configuration information made available to IT Service Continuity Management regarding CIs and backup details, and other security and contingency matters?
	
	

	Is configuration information made available to Capacity Management concerning growth estimates based on the CMDB?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answers ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the customer that the activities performed by configuration management adequately support their business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customers value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
	


6 Change Management


The purpose of change management is to ensure that potential changes to IT service components are reviewed in terms of their efficacy to meet business requirements, and that their impact on service quality is minimized.  Change Management is best implemented concurrently with Configuration Management.

Better change management practices include:

· 
facilitating the introduction of all types of  change via simple, clear and effective 
procedures and tools across the various environments

· 
progressing changes on the basis of sound business and technological cases

· 
assessing all changes for impact on the business and IT assets

· 
providing a framework within which those initiating changes may retain 
accountability for the actual work content

· 
supporting project management and co-ordination

· 
ensuring the feasibility of all proposed changes

· 
preventing the introduction of changes which represent an unacceptable risk to the 
reliable delivery of services

· 
preventing the introduction of unauthorized changes.

Change management assumption:

The scope of change management is assumed to be such that all changes to registered configuration items, including: hardware and software products and versions used in the provision of IT services, and the inclusion of new items into the live environments, will be subject to change control procedures.  These would include hardware, communications equipment, system software, live applications software, together with all documentation and procedures associated with the running, support and maintenance of live systems.

	Level 1

Prerequisites
	Y
	N

	Are at least some cOvernemen uit mandatecchange management activities established in the organisation, e.g. logging of change requests, change assessments, change planning, change implementation reviews?
	
	M

	Are change management activities assigned to specific individuals or functional areas?
	
	

	Is there a procedure for raising and issuing requests for change?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management Intent
	Y
	N

	Has the purpose and benefits of change management been disseminated within the organisation? 
	
	M

	Has the scope of change management activity been established within the organisation? 
	
	

	Does the organisation have standards or other quality criteria for the raising and registering of changes?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 2

Process Capability
	Y
	N

	Have responsibilities for various change management activities been assigned?
	
	M

	Are the procedures for initiating change always adhered to?
	
	M

	Is there a procedure for approving, verifying and scheduling changes? 
	
	M

	Are the business and technical impacts of changes always assessed?
	
	

	Is change progress monitored adequately by change management?
	
	

	Is the successful implementation of a change confirmed by change management? 
	
	

	Is there a procedure for the review of all changes? 
	
	

	Are adequate change management reports produced? 
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 3 other answers ‘Y’
	


	Level 2.5
Internal Integration
	Y
	N

	Are all changes initiated through the agreed change management channels, for example a Change Advisory Board?
	
	M

	Are changes planned and prioritised, centrally or by common agreement?
	
	M

	Are change records maintained to reflect the progress of changes?
	
	

	Are the reasons for change failure explicitly recorded and evaluated?
	
	

	Are successful changes reviewed against the original business needs?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3

Products
	Y
	N

	Are formal change records maintained?
	
	M

	Is a change schedule of approved changes routinely issued?
	
	M

	Are standard reports on changes produced on a regular basis?
	
	

	Are there established standards for documenting changes?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions 

 




+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Are there standards and other quality criteria for the documentation of change made explicit and applied?
	
	M

	Are the personnel responsible for change management activities suitably trained?
	
	M

	Does the organisation set and review either targets or objectives for change management?
	
	

	Does the organisation use any tools to support the change management process?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions 

  




+ 1 other answer ‘Y’
	


	Level  4
Management Information
	Y
	N

	Does Change Management provide pertinent information concerning:
	
	

	· requests for change received (e.g.  a breakdown of reasons for changes)?
	
	M

	· the change schedule?
	
	M

	· number  and % of changes?
	
	

	· number of successful and failed changes?
	
	

	· business impact of changes?
	
	

	· change slippage (including backlogs and bottlenecks)?
	
	

	· number of problem record initiated changes?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answers ‘Y’
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with interested parties in which Change Management  (CM) matters are discussed?
	
	M

	Does CM exchange information with Configuration Management regarding:
	
	

	· change progress and change closure?
	
	M

	· change impact assessment on configuration items?
	
	M

	Does CM exchange information with Problem Management regarding:
	
	

	· changes required to resolve problems / known errors?
	
	M

	· progress reporting and for receiving problem escalation reports?
	
	M

	· obtaining problem information relating to change?
	
	M

	Does CM exchange information with the Service Desk for:
	
	

	· notification of change progress?
	
	

	· notification of change schedule?
	
	

	· assessing impact of change on Service Desk support levels?
	
	

	· obtaining information concerning incidents and calls relating to change?
	
	

	Does CM exchange information with Release Management concerning:
	
	

	· change implementation?
	
	

	· the notification and scheduling of software and hardware releases?
	
	

	Does CM exchange information with Service Level Management regarding:
	
	

	· the change schedule?
	
	

	· potential change impact on service level agreements?
	
	

	Does CM exchange information with IT Service Continuity Management for:
	
	

	· notification of change schedule?
	
	

	· assessing impact of change on contingency plans?
	
	

	Does CM exchange information with Capacity Management regarding:
	
	

	· performance and capacity issues relating to change?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 4 other answers ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the customer if the activities performed by change management adequately support their business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customers value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
	


7 Release Management

Release management undertakes the planning, design, build, configuration and testing of hardware and software to create a set of release components for a live environment.  Activities also cover the planning, preparation and scheduling of a release.  Release management works closely with change management as a release set is a collection of authorised changes, defined by the RFC/s that it implements. 

Release Management activities include:

· Release policy and planning

· Release design, build and configuration

· Release acceptance

· Rollout planning

· Extensive testing to predefined criteria

· Sign off of the release for implementation

· Communication, preparation and training

· Audits of hardware and software prior to and following the implementation of changes

· Installation of new or upgraded hardware

· Storage of controlled software in both centralised and distributed systems

· Release, distribution and the installation of software

The main components to be controlled are:

· Applications software developed in-house

· Externally developed software (including standard off the shelf software as well as customer written software)

· Utility software

· Supplier provided systems software

· Hardware, and hardware specifications

· Assembly instructions and documentation, including User manuals

	Level 1

Prerequisites
	Y
	N

	Are at least some release management activities established within the organisation, e.g. procedures for the release and distribution of software? 
	
	M

	Is there a release policy which has been agreed with customers?
	
	

	Has change management been established within the organisation? 
	
	

	Is there an up-to-date inventory of software and hardware configuration items (CIs)?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 1.5
Management Intent
	Y
	N

	Has the purpose and benefits of release management been disseminated within the organisation?
	
	M

	Has the scope and timing of release management activity been established within the organisation?
	
	

	Have sufficient resources and time been made available for building, testing and implementing releases?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 2

Process Capability
	Y
	N

	Have roles and responsibilities for various release management activities been assigned between operational groups and development teams?
	
	M

	Are there operational procedures for defining, designing, building and rolling out a release to the organisation?
	
	M

	Are there formal procedures for purchasing, installing, moving and controlling software and hardware associated with a particular release?
	
	M

	Are there formal procedures available for release acceptance  testing ?
	
	M

	Are explicit guidelines available on how to manage release configurations and changes to them?
	
	M

	Are Releases subject to Change Management?
	
	

	Are there operational procedures for software release and distribution?
	
	

	Are there procedures available to ensure that distributed software has arrived as expected at remote locations?
	
	

	Is the CMDB updated to reflect the contents of new or changed releases ?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 2.5
Internal Integration
	Y
	N

	Are all CI's within a release traceable, secure and do procedures ensure that only correct , authorised and tested versions are installed? 
	
	M

	Are CI records for a release kept in alignment with physical CI movements for the release?
	
	M

	Is license information recorded against software CI records and is this checked during the software distribution process (if appropriate)?
	
	

	Is the exact content and roll-out of releases agreed with Change Management?
	
	

	Are master copies of all software in a release secured in the Definitive Software Library (DSL) and the configuration management database updated?  
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions

  




+ 1 other answer ‘Y’
	


	Level 3

Products
	Y
	N

	Are there release naming and numbering conventions?
	
	M

	Are plans produced for each Release?
	
	M

	Are back-out plans produced for each Release?
	
	M

	Are test plans, acceptance criteria and test results produced for each Release? 
	
	M

	Is there a library containing master copies of all controlled software within the organisation?
	
	M

	Is operating and support documentation produced for each Release? 
	
	

	Is authorisation to implement each Release obtained from Change Management?
	
	

	Is the CMDB updated to reflect new live components within a Release?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 3.5
Quality Control
	Y
	N

	Are the standards and other quality criteria for release management made explicit and applied?
	
	M

	Are the personnel responsible for release management activities suitably trained?
	
	M

	Does the organisation set and review either targets or objectives for release management?
	
	

	Are there suitable tools in use to support the release management process?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level  4
Management Information
	Y
	N

	Does Release Management collate information concerning:
	
	

	· number of major and minor releases within a given period ?
	
	M

	· number of new, changed and deleted objects introduced by each release? 
	
	M

	· number of problems in the live environment attributable to new releases?
	
	

	· Number of releases completed within agreed time-scales?
	
	

	· software licenses?
	
	

	· specific details on any license breaches?
	
	

	· Identification and removal of redundant releases?
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 1 other answer ‘Y’
	


	Level 4.5
External Integration
	Y
	N

	Do you hold regular meetings with interested parties in which Release Management matters are discussed?
	
	M

	Does Release Management exchange information with Configuration Management relating actual software and hardware components and inter-relationships, identifying any changes / additions.
	
	M

	Does Release Management exchange information with Change Management concerning change records for any new / changed CIs.
	
	M

	Does Release Management exchange information with Capacity Management for verification and possible amendment of space requirements on software library datasets / files.
	
	

	Does Release Management exchange information with Problem Management for any known errors recorded against CIs.
	
	

	Does Release Management exchange information with Availability Management to discuss any required outage to facilitate CI distribution.
	
	

	Does Release Management exchange information with the  Service Desk regarding  potential inclusion of advice via user bulletins etc. 
	
	

	Does Release Management exchange information with Financial Management for IT Services  for any associated costing / charging implications, e.g.  from revised licence distribution
	
	

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  






+ 2 other answer ‘Y’
	


	Level 5

Customer Interface
	Y
	N

	Do you check with the customer if the activities performed by Release Management adequately support the business needs?
	
	M

	Do you check with the customer that they are happy with the services provided?
	
	M

	Are you actively monitoring trends in customer satisfaction?
	
	M

	Are you feeding customer survey information into the service improvement agenda?
	
	M

	Are you monitoring the customers value perception of the services provided to them?
	
	M

	Minimum score to achieve this level:
‘Y’ for all mandatory (‘M’) questions  
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