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1 Service desk

2 Functional escalation
3 Hierarchical escalation
4 Confidentiality

5 Intellectual property

5 Identity
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! Known Error Database

2 Console management/operations bridge
3 Middleware

4 Directory services
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7-Step Improvement Process
Access Management

Availability Management

Capacity Management

Change Management

Demand Management

Evaluation

Event Management

Financial Management

Incident Management

Information Security Management
IT Service Continuity Management
Knowledge Management

Problem Management

Release and Deployment Management
Request Fulfillment

Service Asset and Configuration Mgmt
Service Catalogue Management
Service Level Management

Service Measurement

Service Portfolio Management
Service Reporting

Service Validation and Testing
Strategy Generation

Supplier Management

Transition Planning and Support
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! Capability Maturity Model Integration

2 Control Objectives for Information and related Technology
3 Projects in Controlled Environments

4 Project Management Body of Knowledge

> Management of Risk

6 eSourcing Capability Model for Service Providers

" Enhanced Telecom Operations Map

8 Six Sigma
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2 Black belt

8 Master black belt
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