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ITIL® v3 2011 - Service Strategy

Service Pipeline

Service Portfolio

Sourcing Strategy

Perspective - Vision & Mission.
Position - Policies & distinctiveness.
Plans - Method & execution.
Patterns - Ongoing actions & adjustments.
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Strategy Management

Service Portfolio Management

Business Relationship Management

Financial Management

Demand Management

Core

Internal

External

Enabling

Enhancing

Service

1. De�ne the market and identify customers
2. Understand the customer
3. Quantify the outcome
4. Classify and visualize the service
5. Understand the opportunities (market spaces)
6. De�ne services based on outcomes
7. Service Models
8. De�ne service units and packages
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Lease License Provide

Manage Operate Maintain

Recover Resolve Repair

Store Protect Monitor

Process Ful�l Record

Analyze Assess Audit

Modify Transform Transport

Design Develop Engineer

Connect Integrate

ManagementA1

OrganizationA2

ProcessesA3

KnowledgeA4

PeopleA5
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ApplicationsA7

InfrastructureA8

Financial CapitalA9

AssetsService Archetypes

Access/Rental

Managed

Remedial

Custodial

Administrative

Evaluation

Transformational

Creative

Communication

Lines of Service
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Package

Type I - Internal Service Provider
Type II - Shared Service Unit
Type III - External Service Provider
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Reversed

Questionable

Business Case
ROI IRR NPVBIA

Sourcing Strategy
Insourcing
Outsourcing
Co-sourcing aka multi-sourcing
Partnership
Business Process Outsourcing (BPO)
Application Service Provision
Knowledge Process Outsourcing (KPO)
Cloud
Multi-vendor sourcing
Managed sourcing
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Sourcing Governance

De�ne
Analyze
Approve
Charter

Budgeting
Accounting
Charging

External funding
Internal funding

Rolling plan funding
Trigger based plans
Zero-based funding

Customer
Assets

Service
Assets

Patterns of Business Activity
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User Pro�les

Customer portfolio
Customer agreement portfolio
De�ned business outcomes
Service requirements

Customer satisfaction

Strategy
Policy
Plans
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Monitor

Direct

Governance

Implementation
Assess current state
De�ne target state
Gap analysis
Project identi�cation
Project estimation
Project consolidation
Roadmap

Challenges
Complexity
Coordination and control
Preserving Value
E�ective measurement


