[image: image1.png]Kitty Hawk Aeronautics




W-3: Knowledge & Skills Profile


ITIL V3

	Role
	Core guide

	Service Desk Manager/staff
	Service Operation

	Incident Manager/Technical Support staff
	Service Transition and Service Operation

	Operations Management
	Service Transition and Service Operation

	Change Manager/Change Requestor
	Service Transition

	Solution Development
	Service Design

	Testing/Production Assurance
	Service Transition and Service Operation

	Service Level Manager
	All core publications

	Application/Infrastructure Architect
	All core publications

	Supplier Relationship Management
	Service Design

	IT Steering/Governance
	Service Strategy, Service Design

	CIO/IT Director
	All core publications

	IT Service Manager
	All core publications

	Portfolio Manager
	All core publications

	Account Manager
	(Service Strategy) A Role that is very similar to Business Relationship Manager, but includes more commercial aspects. Most commonly used when dealing with External Customers.

	Business Customer
	(Service Strategy) A recipient of a product or a Service from the Business. For example, if the Business is a car manufacturer then the Business Customer is someone who buys a car.

	Business Relationship Management
	(Service Strategy) The Process or Function responsible for maintaining a Relationship with the Business. Business Relationship Management usually includes:

· Managing personal Relationships with Business managers 

· Providing input to Service Portfolio Management 

· Ensuring that the IT Service Provider is satisfying the Business needs of the Customers. 

This Process has strong links with Service Level Management.

	Business Relationship Manager
	(Service Strategy) A Role responsible for maintaining the Relationship with one or more Customers. This Role is often combined with the Service Level Manager Role. See also Account Manager.

	Call Centre
	(Service Operation) An Organization or Business Unit that handles large numbers of incoming and outgoing telephone calls. See also Service Desk.

	Client
	A generic term that means a Customer, the Business or a Business Customer. For example, Client Manager may be used as a synonym for Account Manager.

The term client is also used to mean:

· A computer that is used directly by a User, for example a PC, handheld computer or workstation 

· The part of a client-server application that the User directly interfaces with. For example an e-mail Client. 

	Customer
	Someone who buys goods or Services. The Customer of an IT Service Provider is the person or group that defines and agrees the Service Level Targets. The term Customers is also sometimes informally used to mean Users, for example ‘this is a Customer-focused Organization’.

	External Customer
	A Customer who works for a different Business to the IT Service Provider. See also External Service Provider, Internal Customer.

	Facilities Management
	(Service Operation) The Function responsible for managing the physical Environment where the IT Infrastructure is located. Facilities Management includes all aspects of managing the physical Environment, for example power and cooling, building Access Management, and environmental Monitoring. 

	Help Desk
	(Service Operation) A point of contact for Users to log Incidents. A Help Desk is usually more technically focused than a Service Desk and does not provide a Single Point of Contact for all interaction. The term Help Desk is often used as a synonym for Service Desk.

	Internal Customer
	A Customer who works for the same Business as the IT Service Provider. See also Internal Service Provider, External Customer.

	IT Directorate
	(Continual Service Improvement) Senior Management within a Service Provider charged with developing and delivering IT services. Most commonly used in UK Government departments.

	Process Manager
	A Role responsible for Operational management of a Process. The Process Manager’s responsibilities include Planning and coordination of all Activities required to carry out, monitor and report on the Process. There may be several Process Managers for one Process, for example regional Change Managers or IT Service Continuity Managers for each data centre. The Process Manager Role is often assigned to the person who carries out the Process Owner Role, but the two Roles may be separate in larger Organizations.

	Process Owner
	A Role responsible for ensuring that a Process is Fit for Purpose. The Process Owner’s responsibilities include sponsorship, Design, Change Management and continual improvement of the Process and its Metrics. This Role is often assigned to the same person who carries out the Process Manager Role, but the two Roles may be separate in larger Organizations.

	Service Desk
	(Service Operation) The Single Point of Contact between the Service Provider and the Users. A typical Service Desk manages Incidents and Service Requests, and also handles communication with the Users.

	Service Manager
	A manager who is responsible for managing the end-to-end Lifecycle of one or more IT Services. The term Service Manager is also used to mean any manager within the IT Service Provider. Most commonly used to refer to a Business Relationship Manager, a Process Manager, an Account Manager or a senior manager with responsibility for IT Services overall.

	Service Owner
	(Continual Service Improvement) A Role that is accountable for the delivery of a specific IT Service.

	Service Provider
	(Service Strategy) An Organization supplying Services to one or more Internal Customers or External Customers. Service Provider is often used as an abbreviation for IT Service Provider. See also Type I Service Provider, Type II Service Provider, Type III Service Provider.

	Stakeholder
	All people who have an interest in an Organization, Project, IT Service etc. Stakeholders may be interested in the Activities, targets, Resources or Deliverables. Stakeholders may include Customers, Partners, employees, shareholders, owners etc.

	Super User
	(Service Operation) A User who helps other Users, and assists in communication with the Service Desk or other parts of the IT Service Provider. Super Users typically provide support for minor Incidents and training.

	Supplier
	(Service Strategy) (Service Design) A Third Party responsible for supplying goods or Services that are required to deliver IT services. Examples of suppliers include commodity hardware and software vendors, network and telecom providers, and outsourcing Organizations. See also Underpinning Contract, Supply Chain.

	Support Group
	(Service Operation) A group of people with technical skills. Support Groups provide the Technical Support needed by all of the IT Service Management Processes. See also Technical Management.

	Technical Management
	(Service Operation) The Function responsible for providing technical skills in support of IT Services and management of the IT Infrastructure. Technical Management defines the Roles of Support Groups, as well as the tools, Processes and Procedures required.

	Type I Service Provider
	(Service Strategy) An Internal Service Provider that is embedded within a Business Unit. There may be several Type I Service Providers within an Organization.

	Type II Service Provider
	(Service Strategy) An Internal Service Provider that provides shared IT Services to more than one Business Unit. 

	Type III Service Provider
	(Service Strategy) A Service Provider that provides IT Services to External Customers.

	User
	A person who uses the IT Service on a day-to-day basis. Users are distinct from Customers, as some Customers do not use the IT Service directly.
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