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Service Transition 

• Zentrale Ziele 

- Neu entwickelte Change-, Configuration-, Release- und 

Deployment-Prozesse auf Basis der einzuführenden Services 

(Designs) anwenden und weiterentwickeln. 

- Bewertung und Risikoeinschätzung des Designs 

- Bewertung der ersten Betriebsphase und Anlauf-Support (Go/No-

Go) 

- Management der Organisation und des kulturellen Wandels 

während des Überganges 
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Integration im Service Life Cycle 
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Plan Service
Transition

Perform
(Do)

Review
(Check)

Close
(Act)

Service Transition

Business Case
Service Transition                    
Statement of Work
Service Management plan
Organization models
Service Transition team 
charters
Management Sponsors
Team and skill 
assessment
Change Management 
process initiated
Profile and awareness 
assessment on cultural                                 
values
Joint verification plan
Communication plan
Reviewed    
legal/contract/commercial 
bases
Risk Management strategy 

Perform Service Transition    
Kick Off
Initiate Communications    
Plan
Initiate Service Transition    
processes and workflow
Initiate Supplier/Partner 
activity and reporting
Manage customer 
relationships
Initiate legal/contract 
management
Assess, review and 
manage risks
Establish quality 
management checks for all 
processes during service 
transition

Evaluate quality and act   
upon discrepancies
Perform regular customer  
and team reviews involved 
in service transition
Refine service transition 
processes and solutions 
based on SLAs etc and 
communicate
Maintain the management 
of change in all areas
Test escalation processes
Ensure transition is within 
scope and cost models
Maintain risk management 
throughout

Review organizational and 
cultural changes
Validate SLAs are met
Perform customer and 
team reviews for feedback 
and lessons learnt
Produce post-
implementation review 
report for change 
management
Sign off contract and cost 
models
Obtain business sign off 
for Service Transition
Define plan for ongoing   
Continual Service 
Improvement

Service Transition Phasen 
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Prozesse: Service Transition 

• Transition Planning and Support (Koordination ST) 

• Change Management (CM) 

• Service Asset and Configuration Management (SACM) 

• Release and Deployment Management 

• Service Validation (wird im Detail nicht geprüft) 

• Evaluation 

• Knowledge Management 
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Definitionen / Begriffe 

• Service Knowledge Management System (SKMS) 

• Configuration Management System (CMS) 

• Configuration Item (CI) 

• Service Change 

• Change Typen 

• Release Unit 

• 7 R‘s des Change Managements 

• Data => Information => Knowledge => Wisdom – Struktur 

(DIKW)  
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Service Knowlege Management System SKMS 

• CMDB plus 

- Erfahrung der Mitarbeiter 

- Periphere Angelegenheiten 

- user Anzahl und –Verhalten 

- Leistungszahlen der Organisation 

- Lieferanten und Partner Anforderungen 

- Fähigkeiten und Erwartungen 

- Typische Anwender Skill Levels 
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DB 
CMDB2 

CMDB 

CMDB1 

Presentation 
Layer 

Knowledge 
Processing 

Layer 

Information 
Integration 

Layer 

Data and 
Information  
sources and 

Tools 

Portal 
IT Governance 

Service Portfolio 
Reports 

Continual 
Improvement 

Risks and Issues 

Quality 
Management View  

Policies, Processes, 
Procedures, forms, 

templates, 
 checklists 

Learning and 
Training View 

Services View 
Dashboard 

Service Catalogue, 
Utilities and Warranties 

Service Bundles/ 
Packages 

Service Reports 

Asset and  
Configuration View 

Financial Asset 
CMS Information 
Status Reports 

CMDB data 
Definitive Sources 

Service Desk and 
Support View 

Service Catalogue, 
Customers, Users, 

Stakeholders, Assets 
Incidents, Problems, 
Changes, Releases, 

Configurations 
Performance 

Self Service View 
Service and Product 
Catalogue Contracts, 

FAQs 
My assets – 

Procurement, Install, 
Move, Add, Change 

processing and 
monitoring 

Search, Browse, Store, Retrieve, Update, Publish, Subscribe, Collaborate 

Query and Analysis Reporting 
Performance Management 

Forecasting, Planning, Budgeting Modelling 

Monitoring Scorecards, 
Dashboards Alerting 

Service Knowledge 
Management Base 

Common Process, 
Data and Information Schema Mapping 

Meta Data 
Management 

Data reconciliation Data synchronization Extract, Transform, 
Load Mining 

Data Integration 

Unstructured Structured 

Document 
Store 

File Store 

Definitive Media 
Library 

Software 
Documentation 

Multi-media 

Application, 
System and 

Infrastructure 
Management 

 

Event and Alert 
Management 

Legacy 
Systems 

Enterprise 
Applications 

Access Management 
Human Resources 

Supply Chain 
Management 

Customer Relationship 
Management 

S
er

vi
ce

 T
ra

ns
iti

on
 

9 

As
se

t a
nd

 C
on

fi-
 

gu
ra

tio
n 

M
an

ag
em

en
t 



Configuration Item 

• … ist ein Asset oder eine Service Komponente oder irgendein 

anders Element der IT-Infrastruktur, das unter Kontrolle des 

Configuration Managements steht oder stehen wird 

• …sie variieren in Größe, Komplexität und Typ 

• können zusammengefasst und gesteuert werden 

• Es werden unterschieden: 
- Service Life Cycle CIs 

- Service CIs 

- Organisations CI 

- Internes CI 

- Externes CI 

- Interface CI 
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Configuration Management System (CMS) 

• Speicherplatz aller CIs 

• … zeigt die Beziehungen zwischen Service Komponenten und 

den dazugehörigen Incidents, Problems, Known Errors und 

Changes 

• Beinhaltet auch die Unternehmensdaten zu Mitarbeitern, 

Lieferanten Standorten Kunden und Anwender 

• Kann mehrere CMDBs enthalten 

• Beispiel: Service CI beinhaltet Einzelheiten zu seinem 

Lieferanten, Kosten, Kaufdatum, Lizenz?, Wartungsverträge, 

SLA‘s, etc. 

S
er

vi
ce

 T
ra

ns
iti

on
 

11 

As
se

t a
nd

 C
on

fi-
 

gu
ra

tio
n 

M
an

ag
em

en
t 



Configuration Management System 

• CMS beinhaltet … 

- Definitive Media Library (DML) 

- Definitive Spares 

CMDB

Information about the CIsPhysical CIsDML

DML and CMDB

Releas
e 
Record

Electroni
c CIs

Build new 
Release

Test new 
Release

Implement new 
Release
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Play together… 

Configuration Management System 

Service Knowledge 
Management System 

Configuration Management 
Databases 

Decisions 
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CMS 1 oder meh- 
rere CMDB’s 

Information 

Data 

Knowledge 

Wisdom => Handeln 



Definitionen zu Change Management 

• Request for Change (RfC) 

• Service Change 

• Change Typen 

- Standard Change 

- Normal Change 

- Emergency Change 

• Change Modell 

• CAB 

• ECAB 
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- Emergency Change Advisory Board

- beratende Funktion. Entscheidung liegt beim Change Mger



Service
Operations

SupplierBusiness Service Provider

Manage the 
business

Strategic 
change

Tactical 
change

Operational 
change

Manage the 
business 

processes

Manage the 
business 

operations

Service 
change

Manage the 
suppliers’ 
business

Manage 
external 
services

External 
operations

Manage IT services

Service 
portfolio

Positionierung Aufgaben Change 
Management 
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7 R‘s des Change Managements 

• Wer stellt den RFC? – Who raised 

• Was ist der Grund für den Change? – Reason 

• Was ist das erwartete Ergebnis des Changes? – Return 

• Was sind die Risiken? – Risk 

• Welche Ressourcen werden benötigt? – Resources 

• Wer ist verantwortlich für erstellen, testen und implemen-

tieren? – Responsible 

• Welche Beziehung hat der Change zu anderen Changes? – 

Relationship 
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Change Mangement 

• Ziel 

- … dieses Prozesses ist es sicherzustellen, dass Changes 

aufgezeichnet, bewertet, autorisiert, geplant, getestet, 

implementiert, dokumentiert und kontrolliert werden 

• Umfang 

- Change Management erstreckt sich auf alle Service Assets und 

Configuration Items über den gesamten Life Cycle des 

Service/der Services 

- Changes mit signifikanter Auswirkung wie Änderungen an der 

Organisation, an Policies, an Geschäftsabläufen, etc., sind 

ausgenommen oder bilden die Grundlage für einen Service 

Change 
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scheduled

closed

*Includes build andtest the change

Create 
RFC

Change 
proposal 
(optional)

Authorize 
Change proposal

Record the 
RFC

Review  
RFC

Assess and 
evaluate change

Authorize 
Change

Plan updates

Co-ordinate change 
implementation*

Initiator requested

Change 
Management Ready for evaluation

Change 
authority

Change 
Management

Change 
Management

Evaluation report

implemented
Review and close 

change record

Work orders

Work orders

authorized

Ready for decision

Update change and configuration inform
ation in CM

S
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Metriken? 

S
er

vi
ce

 T
ra

ns
iti

on
 

C
ha

ng
e 

M
an

ag
em

en
t 

19 



Rollen 

• Change Manager 

• CAB Mitglieder 

• Performance und Risk Manager 

S
er

vi
ce

 T
ra

ns
iti

on
 

C
ha

ng
e 

M
an

ag
em

en
t 

20 


