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1. Purpose, scope and users

The aim of this document is to define the purpose, scope, principles, and activities of the Service
Design and Transition process.

This document is applied to all processes and activities within the SMS.

Users of this document are all employees of [organization name], as well as all external parties who
have a role in the SMS.

2. Reference documents

e [SO/IEC 20000-1:2018, clauses 7.5.4.e), 8.5.2.
e Service Level Management Process

e Change Management Process

e Configuration Management Process

e Business Relationship Management Process

3. Process overview

The scope of the Service Design and Transition process includes all new or changed services that

have the potential to have a major impact on services or customers, as defined in the Change Policy.

Objectives of the Service Design and Transition process are as follows:

3.1.  Control of activities and Configuration Items (Cls)

4. Process activities

4.1.

4.1.1.
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The Service Level Manager is responsible
Commented [20A10]:

4.1.2. Plan

As input to planning, the Planning and Design Coordination Manager ensures that the following are
considered:
L]

Commented [20A11]: These are mandatory, so please don’t
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5 2 2 & 3 i o company practices.
The Planning and Design Coordination Manager is responsible to plan new or changed services and, panyp

The Planning and Design Coordination Manager is responsible for ensuring that the following are
defined within the scope of planning activities (see SDP):
L]
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4.2. Design and development of new or changed services

4.2.1. Design

The Planning and Design Coordination Manager is responsible for ensuring that new or changed
services are designed and documented to include at least the following:
L]
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L]

L]

L]
The Planning and Design Coordination Manager is responsible to compare the design of new or
changed services

4.2.2. Build

The Release and Deployment Manager is responsible for ensuring that new or changed services are
developed in accordance with the design documented in the SDP.

4.3. Transition of new or changed services
4.3.1. Test

The Service Validation and Testing Practitioner is responsible to test new or changed services to
verify they fulfill the service requirements and documented design, and to complete the Service

4.3.2. Deployment

4.3.3. Report

When deployment of the services finishes,

5. Roles and responsibilities

5.1.  Planning and Design Coordination Manager

[Job title] assigns the Planning and Design Coordination Manager role.
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Responsibilities of Planning and Design Coordination Manager:

e Overall responsibility for carrying out planning and design activities within the scope of the

Service Design and Transition Process

5.2.  Service Validation and Testing Manager
[Job title] assigns the Service Validation and Testing Manager role.

Responsibilities of the Service Validation and Testing Manager:

e Plans and manages the tools needed to support testing within the scope of the Service

Design and Transition Process

5.3. Service Validation and Testing Practitioner

[Job title] assigns the Service Validation and Testing Practitioner role.

Responsibilities of the Service Validation and Testing Practitioner:
L]

6. Measurement and reporting

The Planning and Design Coordination Manager is responsible to:

Service Design and Transition Process ver [version] from [date]

Page 6 of 8

©2020 This template may be used by clients of Advisera Expert Solutions Ltd. www.advisera.com in accordance with the License

Agreement.

Commented [20A19]: These are only recommendations; you
can delete some or include additional elements according to your
company practices.

Commented [20A20]: Please insert the appropriate job title
according to your organization practices, e.g.: IT Manager, Service
Manager, etc.

Commented [20A21]: These are only recommendations; you
can delete some or include additional elements according to your
company practices.

Commented [20A22]: Please insert the appropriate job title
according to your organization practices, e.g.: IT Manager, Service
Manager, etc.

Commented [20A23]: These are only recommendations; you
can delete some or include additional elements according to your
company practices.



[organization name]

e Produce [quarterly] and [yearly] summary reports

e Based on measurements, identify any aspects that require improvement

Manager reviews and updates the CSFs and KPIs in the Matrix of Process Measurements to reflect
the new objectives.

7. Managing records kept on the basis of this document

Record name Storage Person responsible for Controls for record Retention time
location storage protection
Service [tool Planning and Design Planning and Records are kept for
Acceptance name] Coordination Manager | Design [3 years].
Criteria Coordination
Manager
Service [tool Planning and Design Planning and Reports are kept for
Design name] Coordination Manager | Design [3 years].
Package Coordination
Manager
Test Plan [tool Service Validation and | Service Validation Records are kept for
name] Testing Manager and Testing [3 years].
Manager
Reports [tool Planning and Design Planning and Reports are kept for
name] Coordination Manager | Design [3 years].
Coordination
Manager

8. Validity and document management

This document is valid as of [date].
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Owner of this document is [job title], who must check and, if necessary, update the document at Commented [20A42]: Please insert the appropriate job title
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9. Appendices
e Appendix 1 — Service Acceptance Criteria

e Appendix 2 — Service Design Package
e Appendix 3 —Test Plan

[Job title]

[Name]
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