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The first important step is identifying and managing all the stakeholder groups that an
organization deals with.

The first and most obvious stakeholder group is the customers, as in service management
the organization's main goal is to facilitate customer outcomes. Other examples of
stakeholder collaboration include:

* Developers working with other internal teams

* Suppliers collaborating with the organization

* Relationship managers collaborating with service consumers

* Customers collaborating with each other

* Internal and external suppliers collaborating with each other

The contribution to improvement of each stakeholder group at each level should be
understood, as should the most effective methods to engage with them. Depending on the
service and the relationship between the service provider and the service consumer, the
expectations about the level and type of collaboration can vary significantly. It is important
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to involve stakeholders, and address their needs at all levels. Determining the type,
method, and frequency of such messaging is one of the central activities related to
communication.

https://www.bmc.com/blogs/itil-guiding-principles/
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An asset is defined as anything that is useful or valuable within a product or service. This
value is generally determined financially: how much an asset costs versus how much it
saves.

https://www.bmc.com/blogs/it-asset-management/
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Reference: https://advisera.com/20000academy/blog/2019/06/17/sfia-and-itil-a-winning-
combination-for-it- businesses/
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Sponsor: A person who authorizes budget for service consumption; e.g., the Finance
Manager
https://www.bmc.com/blogs/itil-key-concepts-service-management/#:~:text=Sponsor%3A
%20A%20person%
20who%20authorizes,%3B%20e.9.%2C%20the%20Finance%20Manager.
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The purpose of incident management is to minimize the negative impact of incidents by
restoring normal service operation as quickly as possible. Incident management can have
an enormous impact on customer and user satisfaction, and the perception of those
stakeholders of the service provider.
https://www.bmc.com/blogs/itil-incident-management/
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When focusing on value, the first step is to know who are the customers and key
stakeholders being served.

Next, it is important to have an understanding of what consitutes value from the
consumer's perspective.
https://www.bmc.com/blogs/itil-guiding-principles/#:~:text=When%20focusing%200on
%?20value%2C%20the, value%20from%20the%20consumer's%20perspective.
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Utility is the term used to describe the functionality of a service, or how well it meets the
needs and expectations of the customers and users. Utility can be expressed as 'what the
service does' or 'the functionality offered by a product or service to meet a particular
need'1. Utility is one of the two elements of service value, along with warranty2.
References: ITIL Foundation - ITIL 4 Edition, page 4; ITIL4 - A Pocket Guide, page 14.
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The organizations and people dimension sets out the people aspects of service
management to be considered when designing, operating and changing service offerings.
People include employees, managers, executives, customers, supplier employees, or
anybody else who is involved in the creation or consumption of services.
https://assyst.ifs.com/blog/itil4-organizations-and-people#:~:text=The%20organizations
%20and%20people%

20dimension%20sets%200ut%20the %20people%20aspects,creation%200r
%20consumption%200f%

20services.
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The purpose of 'obtain/build' value chain activity is "to ensure that service components are
available when and where they are needed, and meet agreed specifications." Service
components for 'deliver and support' and service components for design and transition are
key outputs of 'obtain/build' value chain activity.
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IT asset is any financially valuable component that can contribute to the delivery of an IT
product or service.

The scope of IT asset management typically includes all software, hardware, networking,
cloud services, and client devices
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https://wiki.process-symphony.com.au/framework/lifecycle/process/it-asset-management-
itil-4/#:~:text=1T%
20asset%20is%20any%20financially,cloud%20services%2C%20and%?20client
%?20devices.
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The ITIL SVS describes how all the components and activities of the organization work
together as a system to enable value creation.

The SVS is made up of specific inputs, elements, and outputs relevant to service
management. The key inputs to the SVS are opportunity and demand. The output of the
SVS is value delivered by products and services.

Opportunity refers to options or possibilities to add value for stakeholders or otherwise
improve the organization.

Demand refers to need or desire for products and services among internal and external
consumers.

https://www.bmc.com/blogs/itil-service-value-system/
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The organizations and people dimension sets out the people aspects of service
management to be considered when designing, operating and changing service offerings.
People include employees, managers, executives, customers, supplier employees, or
anybody else who is involved in the creation or consumption of services.
https://assyst.ifs.com/blog/what-are-the-four-dimensions-of-itil-4
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The purpose of the service configuration management practice is to ensure that accurate
and reliable information about the configuration of IT assets, and the relationships that
support them, is available when and where it is needed. IT assets are any financially
valuable components that can contribute to the delivery of an IT product or service2.
Configuration items are any component that needs to be managed in order to deliver an IT
service3. References: ITIL Foundation - ITIL 4 Edition, page 15; ITIL 4 - A Pocket Guide,
page 36; ITIL 4 Practice Guide: Service Configuration Management, page 7.
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The purpose of the service level management practice is to set clear business-based
targets for service performance, so that the delivery of a service can be properly assessed,
monitored, and managed against these targets1. This practice conducts reviews to validate
that services are covering the needs of the customer and to identify areas for
improvement2. References: ITIL Foundation - ITIL 4 Edition, page 16; ITIL 4 - A Pocket
Guide, page 37; ITIL 4 Practice Guide: Service Level Management, page 7.
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Don't start from scratch and build something new without considering what you already
have. It's almost always better to improve what you currently have than to throw it all away
and start again, although you must also be able to recognise when a complete
replacement is, in fact, needed.

Not only is this approach less wasteful than starting from scratch - because it preserves
value that you already have - but it also helps you to keep your people on board. They're
much more likely to support the changes you need if their previous contributions have
been appropriately valued.

Don't rely on metrics and reports to tell you what the current situation is. When you carry
out an assessment you should observe what is happening for yourself, and just use the
metrics to support your observations.
https://www.sysaid.com/blog/itil/the-7-guiding-principles-of-itil-4-practical-advice-to-help-
you-make-decisions
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A change that must be implemented as soon as possible without strictly following the
standard process e.g. to resolve an incident or implement a security patch.

The process for assessment and authorization is expedited to ensure quick
implementation, so scheduling and documentation is not a priority.

The change authority may be separate from what is standard or normal practice, typically
smaller in number but with greater capacity to expedite approval.
https://www.bmc.com/blogs/itil-change-enablement/
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Don't over-engineer solutions. Think about what you can do now.

Like focus on value, this principle is heavily focused on the prevention of waste. Waste
correlates with complexity. Higher complexity means there are more opportunities for
waste to creep into a system.

Focus on delivering the desired outcome, not building the most elegant and elaborate
solution. Use the minimum number of steps to deliver that outcome, ensuring you are not
over-processing (delivering quality above and beyond what is required).
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This is one of the most important questions for continual improvement. This question helps
to define measurable targets for the IT service provider that will help to reach the vision of
the company in the long-term. At this stage, we look at the identified key performance
indicators from the previous step and determine what values we want to target for each of
these indicators. This decision must be made with the business's vision in mind, but also
with a sense of what is practically possible.
https://blog.masterofproject.com/continual-improvement-model/
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The purpose of the monitoring and event management practice is to systematically
observe services and service components and record and report selected changes of state
identified as events1. This practice helps to identify and prioritize any issues or
opportunities for improvement in the delivery or support of services2. The other statements
describe the purposes of different practices: incident management (A), service request
management (B), and change enablement (D)3. References: ITIL Foundation - ITIL 4
Edition, page

14; ITIL4 - A Pocket Guide, page 31; ITIL4 Practice Guide: Monitoring and Event
Management, page 7.
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The change enablement practice maximizes the number of successful service and product
changes by ensuring that risks have been properly assessed, authorized, and managed
within a schedule1. Change authorization is the activity of verifying that a proposed change
is desirable, viable, and achievable before committing to its implementation2. The change
type (standard, normal, or emergency) and model (a predefined approach for handling a
specific type of change) is the basis for assigning the change authority (the role that can
authorize a change)2. The other statements are incorrect because:

* A standard change is a low-risk, pre-authorized change that follows an agreed procedure
and does not require authorization at the point of implementation2.
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* An emergency change is a high-priority change that must be implemented as soon as
possible to resolve an incident or implement a security patch2. An emergency change
must be authorized by an emergency change authority (ECA), which is usually a subset of
the normal change authority (CAB)2.

* Ensuring that changes are authorized before their deployment is done by the change
enabler (the role that coordinates all aspects of a change)2. References: ITIL Foundation -
ITIL 4 Edition, page

16; ITIL4 - A Pocket Guide, page 39; ITIL4 Practice Guide: Change Enablement, page 7.
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The service level management practice defines, documents and manages the service
levels of all the services and products. Service level management should provide the end
to end visibility of all the organizational services. Service level management has to
establish and provide the service views with service level target ensure meeting defined
service levels by collecting, analyzing, storing and reporting all the defined target metrics of
the services regularly (periodically) perform the service reviews and ensure the services
meet the organization's needs continuously identify, capture, review & report the issues
related to services, its performance against the defined service targets.

Reference: https://www.knowledgehut.com/tutorials/itil4-tutorial/itil-management-practices-
processes
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You need to use all of your resources as effectively and efficiently as you can. This means
that you should automate wherever you can, and use people only for tasks that can't be
automated. It also means that you need to think carefully about what you can automate
and about the circumstances where only a person will do; and about simplifying those
processes you do decide to automate to eliminate wasteful or inefficient steps.

You should always optimize the work BEFORE you automate it, as automating something
that is inefficient or ineffective may just result in you doing the wrong thing faster!
https://www.sysaid.com/blog/itil/the-7-guiding-principles-of-itil-4-practical-advice-to-help-
you-make-decisions
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Reference: https://www.bmc.com/blogs/itil-service-request-management/
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Effective incident management often requires a high level of collaboration within and
between teams as this can facilitate information-sharing and learning, as well as helping to
solve the incident more efficiently and effectively. There may also be a need for good
collaboration tools so that people working on an incident can work together effectively. One
technique that takes advantage of collaboration is termed swarming. This brings many
different stakeholders together to work on the issue. Management of incidents may require
frequent interaction with third party suppliers, and routine management of this aspect of
supplier contracts is often part of the incident management practice.
https://www.bmc.com/blogs/itil-incident-management/
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A help desk is considered to be focused on break-fix (what ITIL calls incident
management), whereas a service desk is there to assist with not only break-fix but also
with service requests (requests for new services) and requests for information (such as
"how do | do X?").
https://www.atlassian.com/itsm/service-request-management/help-desk-vs-service-desk-
vs-itsm#:.~:text=A%
20help%20desk%20is%20considered,|%20d0%20X%3F %E2%80%9D).
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Reference: https://www.bmc.com/blogs/itil-continual-improvement/
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A known error is a problem that has been analysed but not resolved1. This means that the
root cause of the problem has been identified, but a permanent solution has not been
implemented yet2. A known error can be recorded in a known error database (KEDB) and
linked to related incidents and problems3. References: ITIL Foundation - ITIL 4 Edition,
page 15; ITIL 4 - A Pocket Guide, page 35; ITIL 4 Practice Guide: Problem Management,
page 8.
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In order to be aligned to customer outcomes and expectations, SLM requires focus and
effort to engage and listen to the requirements, issues, concerns, and daily needs of
customers:

Engagement is needed to understand and confirm the actual ongoing needs and
requirements of customers, not simply what is interpreted by the service provider or has
been agreed several years before. ITIL4 refers to value as being co-created, since it needs
the input and validation of customers.

Listening is important as a relationship-building and trust-building activity, to show
customers that they are valued and understood. This helps to move the provider away
from always being in 'solution mode' and to build new, more constructive partnerships.
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Each customer is unique, and the service provider must not have a one-size-fits-all
approach.

The activities of engaging and listening provide a great opportunity to build improved
relationships and to focus on what really needs to be delivered. They also give service
delivery staff an experience-based understanding of the day-to-day work that is done with
their technology, enabling them to deliver a more business-focused service. When the
customer is engaged and listened to, they feel valued and their perception of the service
and service management activities improves.
https://www.bmc.com/blogsl/itil-service-level-management/
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Nonrepudiation provides an assurance that the sender of data is provided with proof of
delivery and the recipient is provided with proof of the sender's identity, so neither can later
deny having processed the data.

Further, this concept can apply to any activity, not just the sending and receiving of data; in
a more general sense, it is a mechanism to prove that an activity was performed and by
whom. Nonrepudiation is typically comprised of authentication, auditing/logging, and
cryptography services.
https://www.sciencedirect.com/topics/computer-science/nonrepudiation
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Reference: https://www.sysaid.com/blog/entry/the-7-guiding-principles-of-itil-4-practical-
advice-to-help-you- make-decisions
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A guiding principle is a recommendation that provides universal and enduring guidance to
an organization, which applies in all circumstances, regardless of changes in its goals,
strategies, type of work, or management structure.
https://www.bmc.com/blogs/itil-guiding-principles/#:~:text=A%20guiding%20principle%20is
%20a,0f%

20work%2C%?200r%20management%20structure.
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The purpose of the supplier management practice is to ensure that the organization's
suppliers and their performances are managed appropriately to support the seamless
provision of quality products and services1. This practice involves creating closer, more
collaborative relationships with key suppliers to improve efficiency, effectiveness, and
innovation2. References: ITIL Foundation - ITIL 4 Edition, page

16; ITIL4 - A Pocket Guide, page 38.
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Reference: https://www.bmc.com/blogs/itil-key-concepts-service-management/
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The purpose of the continual improvement practice is to align the organization's practices
and services with changing business needs through the ongoing identification and
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improvement of services, service components, practices, or any element involved in the
efficient and effective management of products and services1. This practice needs the
right culture to be embedded across the entire organization, as it requires a shared vision,
commitment, empowerment, collaboration, learning, and measurement2. References: ITIL
Foundation - ITIL 4 Edition, page 15; ITIL4 - A Pocket Guide, page 34; ITIL4 Practice
Guide:

Continual Improvement, page 7.
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Reference: https://www.bmc.com/blogs/itil-problem-management/
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Cls are simply any component that needs to be managed in order to deliver an IT service.
A server, a virtual server, or even the configuration of an application could be considered a
Cl, for example
https://www.bmc.com/blogs/itil-asset-configuration-management/#:~:text=among%?20your
%?20Cls-,Configuration%20items%20(Cls),considered%20a%20C1%2C%?20for
%?20example.
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The purpose of the service request management practice is to support the agreed quality
of a service by handling all pre-defined, user-initiated service requests in an effective and
user-friendly manner. Service request management is dependent upon well-designed
processes and procedures, which are operationalized through tracking and automation
tools to maximize the efficiency of the practice. To be handled optimally, service request
management should follow these guidelines:

* Service requests and their fulfilment should be standardized and automated to the
greatest degree possible.

* Policies should define which service requests will be fulfilled with limited or even no
additional approvals so that fulfilment can be streamlined.

* The expectations of users regarding fulfilment times and costs should be clearly set,
based on what the organization can realistically deliver.

* Opportunities for improvement should be identified and implemented to produce faster
fulfilment times and take advantage of automation.
https://www.bmc.com/blogs/itil-service-request-management/
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Reference: https://www.symphonysummit.com/products/what-is-it-service-management-
itsm/
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The purpose of the service configuration management practice is to ensure that accurate
and reliable information about the configuration of services, and the Cls that support them,
is available when and where it is needed. This includes information on how Cls are
configured and the relationships between them.
https://wiki.process-symphony.com.au/framework/lifecycle/process/service-configuration-
management-itil-4/
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Reference: https://www.bmc.com/blogs/itil-service-request-management/
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Obtain/build is one of the six activities of the service value chain, which is a set of
interconnected activities that an organization performs to deliver a valuable product or
service to its consumers and to facilitate value realization1. Obtain/build activity relates
with buying new products, as well as designing, developing, and testing new or changed
service components2. This activity ensures that service components are available when
and where they are needed and meet agreed specifications3. References: ITIL Foundation
- ITIL 4 Edition, page 10; ITIL4 - A Pocket Guide, page 21; ITIL4 Practice Guide: Service
Value Chain, page 9.
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An SLA is defined as a documented agreement between a service provider and a
customer that identifies both services required and the expected level of service.

SLAs are used to measure the performance of services from the customer's point of view,
and it is important that they are agreed in the wider business context.

Some of the key requirements for successful SLAs include:

* They must be related to a defined 'service' in the service catalogue. Individual metrics
without a specified service context are unhelpful.

* They should relate to defined outcomes and not simply operational metrics. This can be
achieved with balanced bundles of metrics, such as customer satisfaction and key
business outcomes.

* They should reflect an 'agreement': an engagement and discussion between the service
provider and the service consumer. It is important to involve all stakeholders, including
partners, sponsors, users, and customers.

* They must be simply written and easy to understand and use for all parties.
https://www.bmc.com/blogsl/itil-service-level-management/#:~:text=Service%20Level
%Z20Agreements%20 (SLAs)&text=Some%200f%20the%20key%20requirements,and
%20n0t%20simply%20operational %

20metrics.
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Customers are one of the key stakeholder groups that service providers should cooperate
with. Customers are the persons who define the requirements for a service and take
responsibility for the outcomes of service consumption1. Customers can be internal or
external to the service provider's organization2. Customers are essential for value co-
creation, as they provide feedback, resources, and demand for services3. References: ITIL
Foundation - ITIL 4 Edition, page 5; ITIL 4 - A Pocket Guide, page 18; [ITIL
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4 Practice Guide: Customer Relationship Management], page 7.
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Reference: https://www.thinkhdi.com/library/supportworld/2019/evolution-itil-new-
operating-model-itil-4.

aspx
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Reference: https://www.knowledgehut.com/tutorials/itil4-tutorial/it-service-management-
concepts
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The incident management practice aims to minimize the negative impact of incidents by
restoring normal service operation as quickly as possible1. This practice involves logging,
categorizing, prioritizing, investigating, resolving, and closing incidents2. The service desk
practice provides a single point of contact for users and customers to report issues, make
requests, or seek guidance1. This practice involves providing communication with users,
capturing feedback, managing user satisfaction, and facilitating continual improvement3.
References: ITIL Foundation - ITIL 4 Edition, page 14; ITIL 4 - A Pocket Guide, page

32; ITIL 4 Practice Guide: Incident Management, page 7.
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The problem management practice follows a three-phase approach to reduce the
likelihood and impact of incidents by identifying actual and potential causes of incidents
and managing workarounds and known errors1. The three phases are:
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* Problem identification: the process of finding problems that are the cause or potential
cause of one or more incidents2.

* Problem control: the process of analysing the root cause and impact of a problem and
developing a workaround or a permanent solution2.

* Error control: the process of managing known errors throughout their lifecycle, from
recording to removal2. References: ITIL Foundation - ITIL 4 Edition, page 15; ITIL4 - A
Pocket Guide, page

35; ITIL4 Practice Guide: Problem Management, page 9.
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The purpose of the problem management practice is to reduce the likelihood and impact of
incidents by identifying actual and potential causes of incidents and managing
workarounds and known errors1. Workarounds are temporary solutions that reduce or
eliminate the impact of an incident or problem for which a full resolution is not yet
available2. Known errors are problems that have a documented root cause and a
workaround3. References: ITIL Foundation - ITIL 4 Edition, page 15; ITIL 4 - A Pocket
Guide, page 35; ITIL 4 Practice Guide: Problem Management, page 7.
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No service, practice, process, department, or supplier stands alone. The outputs that the
organization delivers to itself, its customers, and other stakeholders will suffer unless it
works in an integrated way to handle its activities as a whole, rather than as separate
parts.
Taking a holistic approach to service management includes establishing an understanding
of how all the parts of an organization work together in an integrated way (remember the
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four dimensions of service management?), including having an end-to-end visibility of how
demand is captured and translated into outcomes. In a complex system, the alteration of
one element can impact others and, where possible, these impacts need to be identified,
analysed and planned for.

To apply this principle successfully, consider this advice:

* Recognize the complexity of the systems

* Collaboration is key to thinking and working holistically

* Where possible, look for patterns in the needs of and interactions between system
elements

* Automation can facilitate working holistically
https://www.bmc.com/blogs/itil-guiding-principles/
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A change is defined as the addition, modification, or removal of anything that could have a
direct or indirect effect on services
https://www.bmc.com/blogs/itil-change-enablement/#:~:text=A%20change%20is
%20defined%20as,0r%

20indirect%20effect%200n%20services.
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Reference: https://wiki.process-symphony.com.au/framework/lifecycle/process/service-
configuration- management-itil-4/
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Each activity contributes to the value chain by transforming specific inputs into outputs.
The inputs could be demand from outside the value chain, or outputs of other activities,
while the transformation is facilitated by ITIL practices, undertaken using internal or third-
party resources, processes, skills, and competencies.
https://www.bmc.com/blogs/itil-service-value-chain/
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The ITIL continual improvement model, which provides organizations with a structured
approach to implementing improvements
https://www.bmc.com/blogs/itil-continual-improvement/
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There are many ways in which practices and services can be optimized. Regardless of the
specific techniques, the path to optimization follows these high-level steps:

* Understand and agree the context in which the proposed optimization exists
* Assess the current state of the proposed optimization
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* Agree what the future state and priorities of the organization should be, focusing on
simplification and value

* Ensure the optimization has the appropriate level of stakeholder engagement and
commitment

* Execute the improvements in an iterative way

* Continually monitor the impact of optimization
https://www.bmc.com/blogs/itil-guiding-principles/
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The purpose of the improve value chain activity is to ensure continual improvement of
products, services, and practices across all value chain activities and the four dimensions
of service management.
https://wiki.process-symphony.com.au/framework/lifecycle/service-value-
systemitil-4/#:~:text=The%
20purpose%200f%20the%20improve,four%20dimensions%200f%20service
%Z20management.
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In ITIL, there are six activities in the service value chain which represent the steps an
organization takes in the creation of value:

Plan

Engage

Design and Transition

Obtain/Build

Deliver and Support

Improve

https://www.bmc.com/blogs/itil-service-value-chain/
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The ITIL guiding principle 'keep it simple and practical' advises organizations to use the
minimum number of steps and resources needed to accomplish an objective1. A good way
to apply this principle is to adopt a practice which is easy to follow, understand, and
communicate2. This helps to avoid unnecessary complexity, bureaucracy, and
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duplication3. References: ITIL Foundation - ITIL 4 Edition, page 7; ITIL 4 - A Pocket Guide,
page 25; ITIL 4 Practice Guide: Keep It Simple and Practical, page 9.
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"Service desk staff require training and competency across a number of broad technical
and business areas. In particular, they need to demonstrate excellent customer service
skills such as empathy, incident analysis and prioritization, effective communication, and
emotional intelligence.
https://www.servicedeskinstitute.com/the-case-for-itil4-foundation-service-desk-analyst-
training/#:~:text=% E2%80%9CService%20desk%20staff%20require%20training,effective
%Z20communication%2C%20and%

20emotional%20intelligence.
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To protect the information needed by the organization to conduct its business. This
includes understanding and managing risks to the confidentiality, integrity, and availability
of information, as well as other aspects of information security such as authentication and
non-repudiation.

https://www.bmc.com/blogs/itil-management-practices/
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* Emergency changes. These are changes that must be implemented as soon as possible;
for example, to resolve an incident or implement a security patch. Emergency changes are
not typically included in a change schedule, and the process for assessment and
authorization is expedited to ensure they can be implemented quickly. As far as possible,
emergency changes should be subject to the same testing, assessment, and authorization
as normal changes, but it may be acceptable to defer some documentation until after the
change has been implemented, and sometimes it will be necessary to implement the
change with less testing due to time constraints. There may also be a separate change
authority for emergency changes, typically including a small number of senior managers
who understand the business risks involved."
https://itsm.tools/why-what-change-management/#:.~:text=Emergency
%Z20changes.&text=Emergency%
20changes%20are%20not%20typically,they%20can%20be%20implemented%20quickly.
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Over time, the focus of service desks has broadened from simply logging and resolving
technical issues, to proving more comprehensive support for people and the business.
They are increasingly being used to get various matters arranged, explained, and
coordinated. The service desk has a major influence on user experience and how the
service provider is perceived by the users. By understanding and acting on the business
context of transactional activity (i.e. logging tickets), the service desk is better placed to
add value to the organization.

Reference: https://www.bmc.com/blogs/itil-service-desk/
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Service management is a set of specialized organizational capabilities for enabling value
for customers in the form of services. These capabilities include tangible things like capital,
people, and equipment, and can also include intangible things like knowledge,
management and skills. These capabilities can also include intangible things, like
knowledge, management, and skills.
https://www.bmc.com/blogs/itil-key-concepts-service-management/#:~:text=Service
%20management%20is%
20a%20set,like%20knowledge%2C%20management%20and%20skills.
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Reference: https://www.bmc.com/blogs/itil-change-enablement/
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The 'progress iteratively with feedback' guiding principle encourages organizations to
break down complex initiatives into smaller, simpler, and more manageable units of work1.
This principle also recommends seeking and acting on feedback from stakeholders,
avoiding big-bang approaches, and adapting plans based on new information2. However,
this principle does not advise prohibiting changes to plans, analysing the whole situation in
detail, or reducing the number of steps that produce tangible results, as these would be
contrary to the iterative and adaptive nature of this principle3. References: ITIL Foundation
- ITIL 4 Edition, page 7; ITIL4 - A Pocket Guide, page 27; ITIL4 Practice Guide: Progress
Iteratively with Feedback, page 9.
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A service level agreement (SLA) is a documented agreement between a service provider
and a customer that identifies both services required and the expected level of service1. A
necessity to a successful SLA is that the language and terms used in the SLA should be
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commonly understood by all parties, to avoid ambiguity, confusion, and disputes2. The
other statements are not true because:

* Base the SLA on system-based metrics that are useful to the service provider: The SLA
should be based on customer-based metrics that are meaningful to the customer and
reflect the value of the service2.

* In order to promote consistent service, they should be carried forward, unchanged, from
one year to the next: The SLA should be reviewed and updated regularly to reflect
changing business needs, customer expectations, and service performance?2.

* Vague targets, such as those related to user experience should be avoided: The SLA
should include both quantitative and qualitative targets, such as those related to user
experience, satisfaction, and perception, as well as availability, reliability, and security2.
References: ITIL Foundation - ITIL 4 Edition, page 16; ITIL 4 - A Pocket Guide, page 37;
ITIL 4 Practice Guide: Service Level Management, page 8.
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User: A person who uses services; e.g. the company employees.
https://www.bmc.com/blogs/itil-key-concepts-service-management/
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ITILdefines a problem as a cause, or potential cause, of one or more incidents. A known
error is a problem that has been analyzed but not resolved.
https://www.bmc.com/blogs/itil-problem-management/
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