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This Lesson Plan
This lesson plan provides you with all the information 
about the ITIL Managing Across the Lifecycle e-Learning 
course. Before you begin your studies, please read 
through this document to help you plan your studying 
and revision activities. 

Good luck!

Tutor Support
Contact your tutor at any point during the course on 
itil-tutor@goodelearning.com

Technical Support
UK +44(0) 8435 235 096 
USA +1(917) 472-9842 
support@goodelearning.com
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Welcome
Welcome to the ITIL Managing Across the Lifecycle 
Certification course.

The ITIL Managing Across the Lifecycle qualification 
completes the ITIL Lifecycle and Capability qualifications 
and leads to the ITIL Expert qualification. The purpose 
of this course is to give candidates the skills to support 
an organization’s service delivery by bridging the service 
lifecycle stages.  

This is an accredited, interactive e-Learning course for 
students who wish to become certified in ITIL Managing 
Across the Lifecycle. As well as in-depth visual learning 
content, the online course contains audio and video 
narratives, quizzes and practice exams.

The ITIL processes and practices, as learnt from the 
lifecycle and capability streams of the intermediate 
certificates, are put into a context of delivering this value 
and this knowledge is validated in the associated exam 
and certification.

• The course contains a number of videos, with a 
voiceover commentary.

• You may stop and start the course whenever you like.

• Do not try and cover too much material at once; a 
benefit of e-Learning is that you can take your time.

• Use the quizzes to check that you have understood 
the previous session. Where you have answered 
incorrectly, read the guidance, and then review that 
topic again.

• Use the exercises to further consolidate your 
learning. Remember, this course is not just about 
passing an exam; it is to give you an awareness of 
the importance of IT Service Management in real-life.

• The Case Study slides show you how the framework 
might be used in a fictional organization.

• Remember you can ask the tutor at any time, and will 
receive an email reply within 24 hours.

Prerequisites
Before taking this course you must have successfully 
completed and passed the following:

• ITIL v3 or 2011 Foundation (2 credits), or

• ITIL v2 Foundation and v2/v3 Foundation Bridge  
(2 credits).

• Achieved minimum of 15 credits from the  
ITIL Intermediate courses

 

Who will Benefit from this Course?
The qualification prepares candidates to work in 
established service management roles, as well as to 
implement and improve service management practices. 
The target group for the MALC qualification includes, but 
is not limited to:

• Chief Information Officers

• Senior IT Managers 

• IT Managers 

• Supervisors

• IT Professionals

• IT Operations Practitioners

• IT Development Practitioners

• Individuals who require a business and management 
level understanding of the ITIL service lifecycle and 
how it may be implemented to enhance the quality 
of IT service provision within an organization

• Individuals seeking the ITIL Expert in IT Service 
Management certificate, for which this qualification is 
the final mandatory module

• Individuals seeking progress towards the ITIL 
Master in IT Service Management, for which the 
ITIL Expert in IT Service Management certificate is a 
prerequisite.

© Crown Copyright 2011.  Reproduced with permission from Axelos Ltd

ITIL Master

ITIL Expert

ITIL Foundation

Managing Across the Lifecycle

SS

Intermediate Lifecycle Intermediate Capability

SD ST SO CSI OSA PPO RCV SOA
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Course Materials
When you log in to the course you will have access to the 
following learning materials.
A series of interactive tutorials that cover the following 
topics:
• Key concepts of the service lifecycle
• Communication and Stakeholder Management
• Integrating Service Management Processes Across 

the Service Lifecycle
• Managing Services Across the Lifecycle
• Governance, Roles, People, Competence and the 

Organisation
• Measurement
• Implementing and Improving Service Management 

Capability
• Exam Preparation

Exercises/Personal Revision
There are a number of exercises which can be used for 
personal revision, to consolidate learning. They also help 
to break up the videos. 

Quizzes
Every module ends with a number of multiple choice 
quiz questions. These match, as far as is possible, the 
format of the official exam, and are intended to be 
equally challenging. By having these quiz sessions after 
each module, you will gain confidence that you are 
meeting the learning objectives of this qualification.

Additionally, the course contains the following:

• Exercises in a downloadable exercise booklet, to 
further consolidate your learning.

• Suggested answers to the exercises in a 
downloadable booklet.

• A downloadable copy of the official Acronyms 
document.

• A downloadable copy of the official Glossary which is 
also available online throughout the course.

• Two official Mock exams, with answers

• A number of additional downloadable resources 
which concentrate on a key concept or process. 
These resources are part of a library that is growing 
over time, so keep checking our website:  
www.goodelearning.com

Mock Exams
We strongly encourage you to attempt both mock exams 
as part of your revision. The mock exams are intended 
to closely simulate the exam conditions that you will face 
when taking the real thing. Tutor support is available if 
you are struggling to achieve a pass mark.

Taking the ITIL Managing Across the 
Lifecycle Exam
Upon completing this course you should be able to 
prepare for the ITIL Managing Across the Lifecycle Exam. 
This can be taken online at a place and time that suits 
you, using EXIN Anywhere.

Exin Anywhere is a service that allows you to take your 
certification exam online (virtually) from your own PC or 
laptop. If you purchased the course and a voucher for 
the exam, we will provide the voucher to you on request.

How to Book an Exam
You can book an EXIN Anywhere exam via the Exin 
Anywhere website. You will first need to create an EXIN 
account by filling in your personal details.

In order to book your exam, you will need an Exam 
Voucher. If you purchased this with your course, 
when you think you are ready to book, please contact 
support@goodelearning.com and we will send one 
immediately. The exam voucher is valid for 1 year from 
the date of issue.

How to Take the Exam
Because the exam is taken online, you can take it at a 
location and time that suits you.

Using EXIN Anywhere software, your computer’s webcam 
and microphone records your exam session from start 
to finish.

At the end of the exam, the recorded video and audio 
is then sent to Exin, to be reviewed retrospectively by 
a remote proctor. The proctor will look at the recorded 
footage to check you have complied with exam 
guidelines.

You will receive the final result within 10 days by e-mail 
and post.

A video introduction to Exin Anywhere and the exam 
process is available via the following link:

https://www.youtube.com/watch?v=NqeEx8yNui4
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What does the ITIL Managing Across the 
Lifecycle Exam Consist of?
The examination is set at a higher level of difficulty than 
the Intermediate exams and will Consists of ten complex 
multiple choice questions. The exam is based on a case 
study and between 8 and 10 questions will be case study 
based. A maximum of 2 questions will not be based on 
the case study although each question will state clearly 
whether or not it is case study based.

Each question is gradient scored, meaning that you will 
have four answer options to choose from, and each 
answer will either be worth five marks, three marks, one 
mark, or zero marks.

You will have 120 minutes to complete the exam.

The exam is closed book - you cannot make use of any 
resources or materials during the exam.

There are a maximum of 50 potential marks in this exam; 
to pass you must get at least 35 out of 50 marks correct 
(70%).

How to Get Help from our ITIL Trainer  
and Mentor
For all enquiries, a qualified ITIL Tutor can always be 
reached by e-mail (itil-tutor@goodelearning.com) or 
by clicking a link from the ‘support section’ within the 
course. You will receive a response to your ITIL question 
or query within 24 hours.
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Detailed Lesson Plan
The following tables summarise each of the modules, their learning objectives, and the method(s) of delivery. The 
total studying time required for this course is 30 hours.

Module 1: Key Concepts of the Service Lifecycle (3 hours)

Upon starting Module 1, you will receive detailed instructions for navigating the e-learning course and how to access 
support for your studies. 

Session Title Duration Learning Objective Delivery Method

Introduction This module represents a brief re-cap of key concepts in the ITIL  
service lifecycle, looked at from a strategic and managerial 
perspective, as an introduction and foundation for the rest of the 
syllabus.

Lesson 1: Key 
Concepts of the 
Service Lifecycle

1 hour, 10 mins  
(for Lessons 1 and 
2 together)

Managing services and service management (Any 2.1.1 - 2.1.3)
The service lifecycle:
•  The five stages of the service lifecycle and how they interact with 

each other (Any 1.2)
•  Considering services from end-to-end: justification, design, 

measuring, testing, deploying, operating and looking for ways to 
improve (Any 2.4)

Service value across the different stages of the service lifecycle:
•  How service strategy elements dictate what constitutes value, and 

how value is defined and measured (SS 1.1.4, SS 3.2.3)
•  Realizing business value in service operation (SO section 3 up to 

and including 3.1.1)
•  Testing and demonstrating the service value in service transition 

(ST 4.6.3)
•  Monitoring service measurements and using them to support all 

stages of the service lifecycle (SO 5.1.2.12)

Video and Voiceover

Lesson 2: 
Key Service 
Management 
Concepts

Other key concepts:
• Core, enabling and enhancing services (SS 3.2.2.4, SS table 3.5)
• Organizing for service management (Any 2.2.3)
•  Use of the RACI model to define and clarify roles and 

responsibilities, particularly in interfaces between processes 
and between service lifecycle stages (SD 3.7.4.1 – 3.7.4.2)

•  Risk assessment and risk management (SS 5.6.5, SD 4.1.5.4, 
SO 8.3, CSI 5.8.12, Any appendix ‘Risk Assessment and 
Management’)

•  Sharing knowledge across the service lifecycle, and the use 
of knowledge management (Any 2.2.5, ST 4.7.4 (not including 
4.7.4.3), ST 4.7.5.1, ST 4.7.5.2, CSI 5.8.11)

Video and Voiceover

Exercise 1 30 mins  
(to include review)

Service management terms and definitions Text

Exercise 2 30 mins  
(to include review)

Service lifecycle exercise Text

Exercise 3 30 mins  
(to include review)

Risk management exercise Text

Quiz 12 mins  
(to include review)

8 quiz questions to consolidate learning. Each question has an 
explanation provided, and the student may review their answers.

Multiple Choice Questions
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Module 2: Communication and Stakeholder Management (2 hours)

Module 3: Integrating Service Management Processes Across the Service Lifecycle (6 hours)

Session Title Duration Learning Objective Delivery Method

Introduction This module covers the value of good communication and ensuring 
its flow across the service lifecycle. It also addresses the effective 
co-ordination of interaction with both the business and suppliers as 
key stakeholders.

Lesson 1: Business 
Relationship 
Management 
and Stakeholder 
Management

1 hour, 10 mins 
(for Lessons 1 and 
2 together)

•  Co-ordination of business relationship management across the 
service lifecycle (SS 4.5.5.5) and the role of business relationship 
management in communication (SS 6.8.8) 

• Stakeholder management and communication (Any 2.1.5, ST 5.3)

Video and Voiceover

Lesson 2: The 
Value of Good 
Communication

The value of good communication and ensuring its flow across the 
service lifecycle:
•  The use of service models to aid communication on service 

strategy and value creation (SS 3.4.7, SS 8.3.1.2)
• Communication during service design (SD 4.1.5.3, SD 4.2.4.2)
• Communication during service transition (ST 5.1)
• Communication during service operation (SO 3.6)
• Communication during continual service improvement (CSI 8.5)

Video and Voiceover

Exercise 40 mins  
(to include review)

Stakeholder Management Exercise Text

Quiz 15 mins 
(to include review)

6 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This learning unit addresses how to build service management 
capabilities in order that services flow through the service lifecycle. It 
includes interfaces between key processes and lifecycle stages.  

Lesson 1: 
Integrating Service 
Management

4 hours, 30 mins  
(for lessons 1 to 3)

•  The integration of service management through the service 
lifecycle (Any figure 2.9, any 2.4.2)

Video and Voiceover

Lesson 2: The 
Impact of Service 
Strategy and the 
Value of a Lifecycle 
Perspective in 
Service Design

•  The impact of service strategy on other service lifecycle stages  
 (SS 8.3)

•  The value of a service lifecycle perspective when designing service 
solutions (SD 3.7.1, including SD figure 3.8)

Video and Voiceover

Lesson 3: 
Information Flows 
Across the Service 
Lifecycle

•  The inputs and outputs of processes and stages in the service 
lifecycle (SS 3.9, SD 3.12, ST 3.3, SO 3.8, CSI 3.12, any appendix 
‘Examples of inputs and outputs across the service lifecycle’)  

Video and Voiceover

Exercise 1 40 mins 
(to include review)

Service Provider and Supplier Integration Exercise Text

Exercise 2 40 mins 
(to include review)

Outputs of Service Lifecycle stages exercise Text

Quiz 15 mins 
(to include review)

6 quiz questions to consolidate learning Multiple Choice Questions
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Module 4: Managing Services Across the Lifecycle (6 hours)
Session Title Duration Learning Objective Delivery Method

Introduction This module takes a high-level, holistic view of service management, 
from the perspective of managing services and service components 
through the service lifecycle. It focuses on capturing customer and 
stakeholder needs, measuring service value to ensure that needs 
are met, and balancing potential conflicts and competing issues with 
regards to challenges, critical success factors and risks.

Lesson 1: Identifying, 
Assessing and 
Prioritising 
Stakeholder 
Requirements

3 hours, 20 mins  
(for lessons 1 to 5)

•  Identification and assessment of customer and stakeholder needs 
and requirements across all service lifecycle stages, and ensuring 
appropriate priority is given to them (SD 3.3, SD 3.4, SD 3.5)

Video and Voiceover

Lesson 2: The 
Role of the Service 
Design Package 
Across the Service 
Lifecycle

•  How the service design package (SDP) provides a link between 
service design, service transition and service operation (SS 8.3.1.2, 
SD 4.1.1, ST 4.1.4, ST 4.1.5.2)

Video and Voiceover

Lesson 3: Managing 
Cross-Lifecycle 
Processes

Managing cross-lifecycle processes to ensure appropriate impact and 
involvement at all required service lifecycle stages:
•  Flow of knowledge/experience/skills between lifecycle stages  

(ST 6.7.1, 6.7.2, SO 3.4)
•  Involve service transition in early stages of the service lifecycle  

(ST 3.1.12)
•  Involve operations staff, business users and other relevant 

stakeholders in service rehearsals (ST 4.4.5.2 service rehearsals)

Video and Voiceover

Lesson 4: 
Implementing and 
Improving Services 
Using Key Sources 
of Information

Implementing and improving services, using key sources of 
information for identifying the need for improvement:
•  Service level management (SLM) review meeting – reviewing 

management information and trends to ensure that services are 
meeting agreed service levels (SD 4.3.5.6, CSI 3.6)

•  Customer satisfaction surveys  
(SS 4.5.4.4, SD 4.3.5.7, SO 6.3.5.1, SO table 6.1)

•  Reviewing business trends and changed priorities, and keeping 
ahead of business projections (SS 4.1.5.1 – 4.1.5.4)

Video and Voiceover

Lesson 5: 
Challenges, Critical 
Success Factors and 
Risks

•  The challenges, critical success factors and risks of the service 
lifecycle stages, and potential conflicts and competing issues 
across the service lifecycle (SS 9.1 – SS 9.3, SD 9.1 – SD 9.3,  
ST 9.1 – ST 9.3, SO 9.1 – SO 9.3, CSI 9.1 – CSI 9.3)

Video and Voiceover

Exercise 1 30 mins 
(to include review)

Balanced Design Exercise Text

Exercise 2 40 mins 
(to include review)

Service Information Exercise Text

Exercise 3 40 mins 
(to include review)

Rehearsal Exercise Text

Exercise 4 40 mins 
(to include review)

Challenges, CSFs and Risks Exercise Text

Quiz 18 mins 
(to include review)

7 quiz questions to consolidate learning Multiple Choice Questions
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Module 5: Governance, Roles, People, Competence and the Organization (3 hours, 30 mins)

Module 6: Measurement (2 hours, 30 mins)

Session Title Duration Learning Objective Delivery Method

Introduction This module concentrates on governance and the organizational 
structure required for successful management and delivery of IT 
services across the service lifecycle.

Lesson 1: 
Governance

2 hours  
(for Lessons 1 to 3)

Governance:
•  The importance and impact of good governance on service 

management (SS 5.1)
• The use of governance in sourcing (SS 3.7.5)
•  The role of the IT strategy or steering group in setting direction, 

policy and strategy for IT services (SD 3.1.6)
•  The application of governance in change management, through 

change authorization to ensure the integrity of live services. The 
role of the change advisory board (CAB) (ST 4.2.5.5, ST 4.2.5.10)

•  The support from management systems to ensure appropriate 
governance (Any 2.3.2, SS 5.2)

Video and Voiceover

Lesson 2: 
Organizational 
Structures

Organizational structure, skills and competence:
•  The challenge and application of organizational development  

(SS 6.1)
•  Assessing and applying various organizational structures for 

service management, and combining several perspectives in 
matrix organizations (SS 6.3, SS 6.4, SS 6.7, SD 6.2.3, ST 6.2.1, ST 
6.3, SO 6.2.1)

•  Skills and competence  
(Any of SS 6.10, SD 6.5, ST 6.6, SO 6.9, CSI 6.6)

Video and Voiceover

Lesson 3: Service 
Provider Types

Service provider types and service strategies:
•  The different service provider types, and the implication of 

choosing a specific type (SS 3.3, SS 8.1 up to but not including 
8.1.1)

•  The selection of appropriate service delivery strategies (SD 3.11.2, 
including SD table 3.5)

Video and Voiceover

Exercise 1 40 mins 
(to include review)

Governance Risks Exercise Text

Exercise 2 40 mins 
(to include review)

Sourcing Advantages and Disadvantages Exercise Text

Quiz 15 mins 
(to include review)

6 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This module focuses on the types of measurements that can be used 
to support the monitoring of service management activities and IT 
services throughout the service lifecycle.

Lesson 1: Measuring 
Business Value

1 hour, 50 mins  
(for Lessons 1 to 4)

• Measuring and demonstrating business value (SD 3.1.4) Video and Voiceover

Lesson 2: 
Determining and 
Using Metrics

• Determining and using metrics:
• Service measurement (CSI 3.9)
•  Service, process and technical metrics (CSI 5.5 up to but not 

including 5.5.1)
• CSFs and KPIs (CSI 5.5.1, CSI 5.5.1.1, CSI 5.5.1.2)
•  Using measurements and metrics to validate, justify, direct, 

intervene (CSI 5.5.5)

Video and Voiceover

Lesson 3: The 
Design and 
Development of 
Measurement 
Frameworks and 
Methods 

Design and development of measurement frameworks and methods:
•  Design and development of a service measurement framework 

(CSI 5.4.1, CSI 5.4.4)
• Designing measurement methods and metrics (SD 3.7.5)

Video and Voiceover

Lesson 4: 
Monitoring and 
Control Systems and 
the Use of Event 
Management Tools

• Monitoring and control systems:
• Monitoring, reporting and control (SO 5.1 – 5.1.1.3)
• Monitor control loops (SO 5.1.2 excluding 5.1.2.6)

•  Use of event management tools to increase visibility of the 
infrastructure and IT service delivery (SO 7.2, CSI 7.1.3)

Video and Voiceover

Exercise 30 mins 
(to include review)

Measurement Exercise Text

Quiz 12 mins 
(to include review)

5 quiz questions to consolidate learning Multiple Choice Questions



© Copyright 2015 Good e-Learning, all rights reserved. This e-Learning course is delivered by Good e-Learning, and accredited by EXIN. 

No part of this publication may be reproduced, resold, stored in a retrieval system, or distributed in any form or by any means, without the prior permission of the copyright owner.  
Such requests for permission may be submitted to: marketing@goodelearning.com. Good e-Learning is a trading name used by Educational Systems Ltd.

ITIL® is a Registered Trademark of AXELOS Ltd.

ITIL® Managing Across the Lifecycle - Lesson Plan

10

Module 7: Implementing and Improving Service Management Capability (4 hours, 30 mins)

Module 8: Exam Preparation (4 hours, 30 minutes)

Session Title Duration Learning Objective Delivery Method

Introduction This module covers various techniques for implementing service 
management capability and for assessing service management 
maturity and performance to enable effective service management 
improvement. It also addresses how organizational change can be 
best achieved.

Lesson 1: 
Implementing 
Service 
Management

3 hours  
(for Lessons 1 to 4)

Implementing service management:
•  Understanding the high-level goals and objectives of the 

organization. Identifying the external (legislation, competitors etc) 
and internal (organizational structure, culture etc) drivers  
(CSI 3.1, CSI 3.5)

•  Service strategy implementation taking a service lifecycle 
approach (SS 8.2)

Video and Voiceover

Lesson 2: 
Assessing Service 
Management

Assessing service management:
• Assessing the current situation regarding service provision:

• Strategic assessment (SS 4.1.5.1 – 4.1.5.3)
• SWOT analysis (CSI 5.5.9)
•  Gap analysis and IT service management maturity assessment 

(CSI 5.2.5, CSI 5.3.10.1)
• ISO/IEC 20000 certification (CSI A.6)
• Six Sigma (CSI A.15)
• COBIT (CSI A.5)
• CMMI (CSI A.13, CSI Table 5.3)

•  Assessing current and defining future required maturity levels, 
quality and cost of provision (SS 4.1.5.14, SS 4.2.4.12, CSI 5.2, CSI 
figure 5.2)

•  Using benchmarking to identify need for improvement for each 
service lifecycle stage (CSI 5.3)

Video and Voiceover

Lesson 3: 
Improving Service 
Management

Improving service management:
•  Planning for improvement with short-, medium- and longer- term 

improvement initiatives (CSI 3.4)
•  Using the CSI approach and Deming Cycle to ensure that 

the organization continues to move forward with continual 
improvement (CSI figure 3.1, CSI 3.8)

•  The seven-step improvement process, to measure progress 
and enable potential improvements to the service lifecycle to be 
identified (CSI 4.1.5)

Video and Voiceover

Lesson 4: 
Implementing and 
Improving Service 
Management and 
Services

•  Key considerations for implementation and improvement of both 
the practice of service management and the services themselves:
•  Having the appropriate business case which shows the return 

on investment and the value to business either tangible or 
intangible (SS 3.6 up to SS 3.6.2, SS 4.2.3, SS 5.6.6, CSI 5.6)

• Stakeholder change management (SS 6.2, ST 5.2, CSI 8.4)
•  Key considerations when planning and implementing service 

management technologies (SO 8.5)

Video and Voiceover

Exercise 1 40 mins 
(to include review)

Assessment Risks Exercise Text

Exercise 1 40 mins 
(to include review)

Improvement Opportunities Exercise Text

Quiz 15 mins 
(to include review)

6 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This module summarizes the material covered in the previous 
modules and prepares candidates for the examination. It is likely 
that most course providers will wish to offer, and review, at least one 
mock examination opportunity, and it is important that candidates 
have an opportunity to familiarize themselves with the case study 
which will be used for the examination.

Exam Preparation 4 hours, 30 mins Video and Voiceover



© Copyright 2015 Good e-Learning, all rights reserved. This e-Learning course is delivered by Good e-Learning, and accredited by EXIN. 

No part of this publication may be reproduced, resold, stored in a retrieval system, or distributed in any form or by any means, without the prior permission of the copyright owner.  
Such requests for permission may be submitted to: marketing@goodelearning.com. Good e-Learning is a trading name used by Educational Systems Ltd.

ITIL® is a Registered Trademark of AXELOS Ltd.

ITIL® Managing Across the Lifecycle - Lesson Plan

11

ITIL Terminology
After studying this course you should be able to understand the meanings of the following terms in the context of 
managing across the lifecycle. A full ITIL glossary with definitions is available from within the course and as a PDF download.

Accounting

Analytical Modelling  

Application Portfolio

Asset

Billing

Budgeting

Business Case

Business Impact Analysis

Business Objective

Business Relationship

Business Unit

Capability

Capacity Plan

Capital Cost

Change Proposal

Charging Policy

Contract

Control Perspective

Core Service

Cost Centre

Cost Element

Cost Model

Cost Type

Cost Unit

CSI Register

Customer Agreement

Customer Portfolio

Customer-Facing Service

Depreciation

Design Co-ordination

Direct Cost

Economies of Scale

Effectiveness

Efficiency

Enabling Service

Enhancing Service

Excitement Factor

External Customer

External Service Provider

Financial Year

Fixed Cost

Function Service Charter

Indirect Cost

Insourcing

Internal Customer

Internal Rate of Return

Internal Service Provider

ISO 9001

ISO/IEC 20000

IT Service Management

IT Steering Group

Kano Model

Management Information

Management System

Market Space

Mission

Modelling

Near-Shore

Net Present Value   

Network

Notional Charging

Off-Shore Value

On-Shore

Operational Cost

Opportunity Cost

Pattern of Business Activity

Plan-Do-Check-Act

Portfolio 

Profit Centre

Project

Project Portfolio

Real Charging

Return on Investment Manager

Service Analytics

Service Catalogue

Service Contract

Service Knowledge Management 
System

Service Level Agreement

Service Model

Service Option

Service Owner

Service Portfolio

Service Provider

Service Provider Interface

Supplier

Supporting Service

Total Cost of Utilization

Type I Service Provider

Type II Service Provider

Type III Service Provider

Unit Cost

User Profile

Value Chain

Vision

  


