CSI

1. Outline

2. 7 steps

a. What should we measure

b. What can we

c. Collect data

d. process

e. Analyze

f. Present & Use

g. Implement 

3. Key elements of 7 step process

a. CSF

b. KPI

c. Metrics

d. Measurements

4. Roles

a. Service Management

b. CSI manager

CSI

Objectives:
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© Describe the concept ofintsgration of CS1 with lifecycle stages and
Senvice Management processes

© Ideniifythe seven steps in the 7-Step process

© Describe the roles and responsibilities of the C8I process




1. CSI

1.1. Outline

· Integrate with all processes

1.2. 7 steps

· Define what you should measure

· Define what you can measure

· Gather data

· Process data

· Analyze data

· Present and use information

· Implement corrective action

1.3. Key elements of 7 step process

· CSF

· KPI

· Metrics

· Measurements

· Vary on qualitative and quantitative

1.4. Roles

· Serv M – full lifecycle mgmt of services

· CSI M – developing CSI domain where CSI concepts/activities are practiced

· Other roles:

· Jim

· Pam

· Janitor

Exam recap
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Objectives for the Continual Sevice Improvernent
process

the concept of integration of CS1 with lifecycle stages
and Senvice Management processes

‘The seven steps in the 7-Step process
The roles and responsibilties of the CS process

Keyterms and definitions




