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Changes made to Service Design - 1st Impression

Page number in 
printed book

Section Change made

iv Contents ‘References’ changed to indented black type. ‘283’ changed to 
black type

x Preface, Contact information After the first paragraph, the following paragraph was inserted:

‘If you would like to inform us of any changes that may be 
required to this publication please log them at www.best-
management-practice.com/changelog’

x Preface, Contact information The APMG email address changed to ‘servicedesk@apmgroup.co.uk’

xi Acknowledgements, ITIL  
authoring team

‘Ashley Hannah’ changed to ‘Ashley Hanna’

xi Acknowledgements, Further 
contributions, 3rd para

‘organisations’ changed to ‘organizations’

xi Acknowledgements, Reviewers List of reviewers changed to list given below

13 2.3.2 Processes, last para ‘organisation’ changed to ‘organization’

23 Figure 3.1 ‘Realisation’ changed to ‘Realization’

33 3.6.2 Designing supporting systems… In Figure 3.6, ‘Service Knowledge Management System’ was 
added to top of database shape containing the Service Portfolio

35 3.6.2 Designing supporting systems… In last bullet list before section 3.6.3, penultimate bullet point 
changed to ‘Information Security Management System (ISMS)’

36 Figure 3.8 Change ‘Organisation’ to ‘Organization’

36 Figure 3.9 Change ‘Organisation’ to ‘Organization’

63 4.1.4 Policies, principles and basic 
concepts

In Figure 4.4, under ‘Security Services’ on left hand side, 
‘Authorisation’ changed to ‘Authorization’

69 4.2.5.1, para beneath Figure 4.7 ‘proformas’ changed to ‘pro-formas’. ‘proforma’ changed to 
‘pro‑forma’ 

79 4.2.91 Critical Success Factors In first sentence, ‘Catalogue’ replaced with ‘Level’

87 4.3.5.4 The underpinning activities… In Figure 4.12, in bottom right hand box, ‘utilisation’ changed  
to ‘utilization’

100 Left-hand column, 4th bullet point ‘SPoFs’ to ‘SPOFs’

112 High-availability design, line 2 ‘SPoFs’ to ‘SPOFs’

115 Right-hand column, 1st bullet point ‘SPoFs’ to ‘SPOFs’

127 4.5.2 Scope In Figure 4.21, in bottom right hand box, ‘On going’ changed  
to ‘Ongoing’
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Page number in 
printed book

Section Change made

116 Left-hand column, line 16 ‘SPoFs’ to ‘SPOFs’

117 Single Point of Failure analysis ‘SPoF’ to ‘SPOF’ wherever mentioned on this page.

133 Line 1 ‘SPoFs’ to ‘SPOFs’

134 Immediate recovery 8th line, remove space before inverted comma after ‘located’ and 
add space after

145 4.6.5 Process activities, methods and 
techniques

In Figure 4.27, bold text on left hand side of figure changed to 
‘Information Security Management System (ISMS)’. Also, change 
‘categorise’ to ‘categorize’

147 4.6.6.2 Outputs 2nd bullet point changed to ‘An Information Security 
Management System (ISMS)’

148 4.6.8 Information Management 3 instances of SMIS changed to ISMS

193 6.4.4 IT Designer/Architect In last para, 2nd and 8th lines, ‘organisations’ changed to 
‘organizations’

214 8.5.1 Prerequisities for success In left hand column, 4th line from bottom, ‘Service Transition 
Pack’ changed to ‘Service Design Pack’

214 8.5.2 Critical Success Factors… In penultimate bullet point on page, ‘Service Transition Pack’ 
changed to ‘Service Design Pack’

229 Appendix A, Table A.1 In right hand column, 3rd line of bullet point, ‘organisational’ 
changed to ‘organizational’

288 Glossary – Acronyms list Bottom of page, ‘SPF’ changed to ‘SPOF’

289–315 Glossary – Definitions list The following acronyms have been deleted from the glossary 
definition headings: (ASP), (ACD), (AMIS), (BCM), (BCM), (BCP), (BIA), 
(BSM), (CMIS), (CAB), (COTS), (CFIA), (CI), (CMS), (CSI), (CSF), (eSCM-SP), 
(FTA), (ISM), (ISMS), (IT), (ISO), (ITSCM), (ITSM), (ISG), (LOS), (M_O_R), 
(MTBF), (MTBSI), (MTTR), (MTRS), (OGC), (OLA), (PBA), (PIR), (PFS), 
(QMS), (RFC), (ROI), (SoC), (SAC), (SCM), (SFA), (SIP), (SKMS), (SLA), 
(SLM), (SLR), (SPM), (SPOF), (SOR), (SCD), (TOR), (TCO), (UC), (VBF)

290 Glossary – Definitions list ‘(ACD)’ and ‘(AMIS)’ deleted

291 Glossary – Definitions list Under ‘Brainstorming’ ‘Service Operation’ changed to 
‘Service Design’

311 Glossary – Definitions list Under ‘Single Point of Failure’, ‘SPF’ changed to ‘SPOF’

319–334 Index The page numbers for most of the ‘definition’ sub entries have 
been changed – see below

320 Index Under ‘Business Service Management’, ‘definition’ should be 
indented and ‘business unit, definition’ should not be indented

322 Index Under ‘Continual Service Improvement’, ‘definition’ should  
be indented

324 Index ‘fulfillment’ changed to ‘fulfilment’

325 Index Under ‘Information Security Management System’, ‘definition’ 
should be indented

327 Index ‘NAS see Network Attached Storage’ deleted

328 Index ‘proforma’ changed to ‘pro-forma’

329 Index ‘request fulfillment’ changed to ‘request fulfilment’

331 Index Under ‘Service Desk’, inserted ‘of’ between ‘implementation’ and 
‘new services’
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Reviewers
Justin Alford, Sprit Consulting; Rajeev Andharia, Sun; Antonio Arevalo, SATEC; Kamal Kishore Arora, Infosys Technologies; G. 
Arvinda; Martin Andenmatten, Independent; Brian Barber, Sierra Systems; Pierre Bernard, Pink Elephant; Jason Besant; Twane 
Boettinger, First Canadian Title; Juergen Breithaupt, INFORA Gmbh; Javier Marques Cabrero, Deloitte; Neil Chadwick; David 
Colburn, Coldwater Creek; Bob Costa, US Army; Wills Damasio, Quint Wellington Redwood; Catalin Danila, GlaxoSmithKline, SRL 
Romania; Juergen Dierlamm, Rechtsanwaitkanzlei Dierlamm; Peter Doherty, CA; Thomas Dressler, EDV-Beratung; Fouad El Sioufy, 
TUV Rheinland Secure iT GmbH; Jaime Eduardo Facioli, Kalendae IT Service Management; Juergen Feldges, DNV; Prasad Gadgil, 
Satyam Computer Services Ltd; Kingshuk Ghosh, HP; Sandeep Gondhalekar, Quint Wellington Redwood; John Graham, Educad; 
Juergen Gross, Independent; Ib Guldager, CSC; Tsuyoshi Hamada, HP; Eero Heikkonen, Efecte; Christoph Herwig, Accenture; 
Thomas Hess, Pluralis AG; Maria Hondros, Microsoft; Thomas Jahn; Chris Jones, Ariston Strategic Consulting; Daniel Keller, Swiss 
SUIT; Brian Kerr, Axios Systems; Robert Kuhlig, mITSM; Hendrikje Kuhne, Ktp-organisationsterberatung; Dirk Koetting, EDV 
– Konzepte; Madhav Lakshminarayanan; Jane Link, Acerit Limited; Ernst Guido Leidheuser, Telelogic; Ryan Lloyd, MKS; Eduardo 
Magalhaes; Paul Martini, HP; Raimund Martl, HP; Ruth Mason, JMA-IT; Tan Heng Meng, Starhub; Rohit Nand, Infosys; Edward 
Newman; Glen Notman, Pink Elephant; Tuomas Nurmela, TietoEnator Processing & Network Oy; Benjamin Orazem, SRC.SI; Fadi 
Otoum; Gerard Persoon, E.Novation; Neil Pinkerton, Laughingtree; Christian Probst, Quint Wellington Redwood; Rajwardhan 
Purohit; Rajesh Radhakrishnan, IBM; Zahra Rahemtulla, BearingPoint; Arvind Raman, Infosys; Brian Rowlatt, LogicaCMG; Sutirtha 
Roy Chowdhury, Sierra Systems; Parmjit Sangha; Alexander Sapronov, HP; Frances Scarff, OGC; Alan Shepherd, Deutsche Bank 
AG; Renato Maia Silva; Moira Stepchuk, Pultorak; Russell Steyn, Foster Melliar; Stephen Straker, Fujitsu; Rich Sylva, Microsoft; 
Jose Tamo, Qualiti7; Brett Tilney; Michael Tomkinson, BT; Mathias Traugott, Swisscom Mobile; Ken Turbitt, BMC Software; Wiley 
Vasquez, BMC Software; Brian Verbrugge, RBC; Ettiene Vermeulen, Datacentrix; Joachim von Caron, Lufthansa Systems; Andreas 
Weinberger, DekaBank; Sven Werner, Unilog Avinci GmbH; Ken Williamson, Tyler Stone Consulting; Ann Winter; Theresa Wright, 
Computacenter Services; Geoffrey Wyeth, Independent; Rob Young, Fox IT; Michael Zimmermann Gmbh

Index
‘definition’ page references should be amended as follows:

Main entry Old ‘definition’ page ref New ‘definition’ page ref

Application sizing 289 290

Architecture 35, 289 35, 290

Assessment 289 290

Asset 289 290

Asset Management 289–290 290

Balanced Scorecards 290 291

Benchmarking 290 291

Best practice 290 291

Business/customer 291 292

Business Continuity Management 291 292

Business Continuity Plans 291 292

Business Impact Analysis 291 292

Call 292 293

Call Centre 292 293

Capabilities 292 293

Capacity 292 293

Capacity Management 292 293

Capacity Management Information System 292 293

Capacity Plan 292 293

Capacity planning 292 293

Category 292 293

Certification 292 293

Change 292 293

Change window 293 294

Charging 293 294
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

Classification 293 294

Closed 293 294

Closure 293 294

COBIT 293 294

Cold standby 293 294

Commercial off-the-shelf 293 294

Compliance 293 294

Component 293 294

Component Capacity Management 293 294

Component Failure Impact Analysis 293 294

Concurrency 293 294

Configuration 294 295

Configuration baseline 294 295

Configuration control 294 295

Configuration identification 294 295

Configuration Item 294 295

Configuration Management 294 295

Configuration Management System 294 295

Continual Service Improvement 294 295

Continual Service Improvement System 294 295

Continuous availability 294 295

Continuous operation 294 295

Contract 294 295

Control 294 295

Control perspectives 294-295 296

Cost benefit analysis 295 296

Cost-effectiveness 295 296

Costs 295 296

Counter-measure 295 296

Crisis Management 295 296

Critical Success Factors 295 296

Culture 295 296

Customers 295 296

Dashboard 295 296

Deliverables 295 296

Dependency 295 296

Deployment 295 296

Design 295 296

Detection 295 297

Development 295 297

Diagnosis 296 297

Differential charging 296 297

Document 296 297

Downtime 296 297

Driver 296 297

Economies of scale 296 297

Effectiveness 296 297
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

Efficiency 296 297

Environment 296 297

Error 296 297

eSourcing Capability Model for Service Providers 296 297

Estimation 296 298

Evaluation 296 298

Event 296 298

Event Management 297 298

Exception report 297 298

Expanded incident lifecycle 297 298

External Service Provider 297 298

External sourcing 297 298

Facilities Management 297 298

Failure 297 298

Fast recovery 297 298

Fault 297 298

Fault tolerance 297 298

Fault Tree Analysis 297 298

financial management 297 298

Fit for purpose 297 299

Fulfilment 297 299

Functions 297 299

Governance 297 299

Gradual recovery 298 299

Guideline 298 299

High availability 298 299

Hot standby 298 299

Immediate recovery 298 299

Impact 298 299

Incident 298 299

Incident record 298 299

Incident Management 298 299

Indirect cost 298 299

Information Security Management 298 300

Information Security Management System 298 300

Information Security Policy 298 300

information technology 298 300

Infrastructure Service 298 300

Intermediate recovery 299 300

Internal Service Provider 299 300

Internal sourcing 299 300

International Organization for Standardization 299 300

ISO/IEC 27001 299 300

ISO/IEC 20000 299 300

IT infrastructure 299 301

IT operations 299 301

IT Service 299 301
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

IT Service Continuity Management 299 301

IT Service Continuity Plans 299 301

IT Service Management, definition 299 301

IT Service Provider 299 301

IT Steering Group 299 301

ITIL 299 301

Job description 299 301

Job scheduling 299 301

Key Performance Indicators 300 301

Knowledge base 300 301

Known error 300 302

Lifecycle 300 302

Line of service 300 302

Live 300 302

Live environment 300 302

Maintainability 300 302

Major incident 300 302

Managed services 300 302

Management Information 300 302

Management of Risk 301 302

Management System 301 302

Manual work-arounds 301 302

Maturity 301 302

Mean Time Between Failures 301 302

Mean Time Between Service Incidents 301 303

Mean Time To Repair 301 303

Mean Time to Restore Service 301 303

Metrics 301 303

Middleware 301 303

Model 301 303

Modelling 301 303

Monitoring 301 303

Objectives 301 303

Off-shore 301 303

Off-the-shelf 301 303

On-shore, definition 301 303

Operate 302 303

Operation 302 303

Operational 302 303

Operational cost 302 303

Operational Level Agreements 302 303

Optimize 302 303

Organizations 302 304

Outcome 302 304

Outsourcing 302 304

Overhead 302 304

Partnership 302 304
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

Pattern of Business Activity 302 304

Performance 302 304

Performance Management 302 304

Pilot 302 304

Plan–Do–Check–Act model 303 304

Planned downtime 303 305

Planning 303 305

PMBOK 303 305

Policy 303 305

Portable facility 303 305

Post-Implementation Review 303 305

Practice 303 305

Prerequisites for success 303 305

Pricing 303 305

PRINCE2 303 305

Priority 303 305

Problem 303 305

Problem Management 303 305

Procedure 303 305

Process 303 305

Process control 303 306

Process owner 304 306

Pro-forma 304 306

Project 304 306

Quality 304 306

Quality Management System 304 306

RACI model 304 306

Reciprocal arrangements 304 306

Record 304 306

Recovery 304 306

Recovery option 304 306

Redundancy 304 306

Relationship, definition 304 306

Relationship process 304 307

Release 304 307

Release and Deployment Management 304 307

Release Management 305 307

Release record 305 307

Reliability 305 307

Repair 305 307

Request for Change 305 307

Request fulfillment 305 307

Requirement 305 307

Resilience 305 307

Resolution 305 307

Resources 305 307

Response times 305 307
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

Responsiveness 305 307

Restore 305 307

Retire 305 307

Return on Investment 305 308

Return to normal 305 308

Review 305 308

Rights 306 308

Risk assessment 306 308

Risk management 306 308

Risks 306 308

Role 306 308

Root cause 306 308

Running costs 306 308

Scalability 306 308

Security 306 308

Security Management 306 308

Security Policy 306 308

Server 306 308

Service 306 309

Service Acceptance Criteria 306 309

Service Asset 306 309

Service Capacity Management 306 309

Service Catalogue 306 309

Service Continuity Management 306 309

Service culture 306 309

Service Design 223, 306 223, 309

Service Design Package 307 309

Service Desk 307 309

Service Failure Analysis 307 309

Service hours 307 309

Service Improvement Plan 307 309

Service Knowledge Management System 307 309

Service level 307 309

Service Level Agreements 307 309

Service Level Management 307 309

Service Level Package 307 310

Service Level Requirements 307 310

Service Level Target 307 310

Service Management 307 310

Service Management Lifecycle 307 310

Service Manager 307 310

Service Operation 308 310

Service Owner 308 310

Service Portfolio 308 310

Service Portfolio Management 308 310

Service provider 308 310

Service reporting 308 311



�

Main entry Old ‘definition’ page ref New ‘definition’ page ref

Service request 308 311

Service Strategy 308 311

Service Transition 308 311

Service Warranty 308 311

Serviceability 308 311

Shift 308 311

simulation modelling 308 311

Single Points of Failure 308 311

SMART 308 311

Specification 309 311

Stakeholders 309 311

Standards 309 311

Standby 309 312

Statement of Requirements 309 312

Status 309 312

Strategic 309 312

Strategy 309 312

Supplier 309 312

Supplier and Contract Database 309 312

Supplier Management 309 312

Supply chain 309 312

Support group 309 312

Support hours 309 312

Supporting service 309 312

SWOT analysis 309 312

System Management 309 312

Tactical 310 313

Technical Management 310 313

Technical service 310 313

Technical support 310 313

Terms of Reference 310 313

Test 310 313

Third-line support 310 313

Third party 310 313

Threats 310 313

Threshold 310 313

Throughput 310 313

Total Cost of Ownership 310 313

Transaction 310 313

Transition 310 313

Trend analysis 310 313

Tuning 311 314

Underpinning contract 311 314

Urgency 311 314

Usability 311 314

Use case 311 314

User 311 314
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Main entry Old ‘definition’ page ref New ‘definition’ page ref

Utility 311 314

Validation 311 314

Value chain 311 314

Value for money 311 314

Value network 311 314

Variance 311 314

Verification 311 314

Version 311 314

Vision 311 315

Vital Business Function 311 315

Vulnerability 311 315

Warm standby 312 315

Warranty 312 315

Work instruction 312 315

Workaround 312 315

Workload 312 315
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