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IMPLEMENTATION AND MODIFICATION SERVICES OPERATIONS SERVICES
MAJOR ENHANCEMENTS - STEP CHANGE MINOR MODIFICATIONS OPERATE SUPPORT

KEY SERVICE OBJECTIVE: Solution as per requirements, with the least service disruption. KEY SERVICE OBJECTIVE: Solution as per requirements, with the least service disruption. KEY SERVICE OBJECTIVE: Service availability and optimal performance KEY OBJECTIVES: Turn unknown errors into known errors and direct for next steps
BUSINESS MODELING DISCIPLINE BUSINESS MODELING DISCIPLINE SERVICE LEVEL MANAGEMENT SERVICE DESK

REQUIREMENT MANAGEMENT DISCIPLINE CAPACITY MANAGEMENT Ensure resource available to meet agreed customer requirements economically PROBLEM MANAGEMENT

ANALYSIS AND DESIGN DISCIPLINE ANALYSIS AND DESIGN DISCIPLINE AVAILABILITY MANAGEMENT INCIDENT MANAGEMENT

IMPLEMENTATION DISCIPLINE IMPLEMENTATION DISCIPLINE CONTINUITY MANAGEMENT

TEST DISCIPLINE TEST DISCIPLINE

DEPLOYMENT DISCIPLINE DEPLOYMENT DISCIPLINE RESOURCE APPROACH:

RESOURCE APPROACH: TYPE OF SERVICE: Repetitive per Occurrence (Incident) for the life of the solution.

PROJECT MANAGEMENT DISCIPLINE PROJECT MANAGEMENT DISCIPLINE TYPE OF SERVICE: Continuous, Repetitive for the life of the solution. SERVICE PRICING CONSIDERATIONS: User Base, Systems Complexity, Rate of Change, Business Risk & Value, Service Level, Incident Severity

SERVICE PRICING CONSIDERATIONS: Systems Size (Devices), Systems Complexity, Technology Type, Business Value – Service Level SERVICE PRICING TYPE: FEE PER CALL Cost per call per severity. Base fee for availability and fee per event.

SERVICE PRICING TYPE: FIXED FEE PER SOLUTION Cost per solution per week/month/year. TECHNICAL ENVIRONMENTS: Staging (Pre-Production) and Production

TECHNICAL ENVIRONMENTS: Staging (Pre-Production) and Production STRATEGIC CONSIDERATION: Lower Cost, Less Eventualities (Incidents)

RESOURCE APPROACH: RESOURCE APPROACH: STRATEGIC CONSIDERATION: Lower Cost, Automation

TYPE OF SERVICE: TYPE OF SERVICE: Time and Materials (Cost/Value) with defined start and defined finish. SERVICE COMPONENT DEFINITION

SERVICE PRICING CONSIDERATIONS: SERVICE PRICING CONSIDERATIONS: Systems Complexity, Technology Type Business Risk, Impact & Value, Modification Size SERVICE COMPONENT DEFINITION Work Stream Tasks Artifact Outcome

SERVICE PRICING TYPE: COST PER PROJECT SERVICE PRICING TYPE: Work Stream Tasks Artifact Outcome INCIDENT AND PROBLEM MANAGEMENT

TECHNICAL ENVIRONMENTS: Development and Testing Environments TECHNICAL ENVIRONMENTS: Development and Testing Environments SYSTEMS ADMINISTRATION Call Management Case Data

STRATEGIC CONSIDERATION: Advanced Business Innovation Expertise and Business Process Implementation or Re-engineering Focus STRATEGIC CONSIDERATION: Business Optimization and Continuous Improvement Availability Logs Available Application Known Issue Management Case Data

Monitoring and Tuning Monitoring Logs Optimal Performing Application Unknown Issue Trouble Shooting Case Data Known Error with Work Around

SERVICE COMPONENT DEFINITION SERVICE COMPONENT DEFINITION Audits Audit Logs and and Reports Compliance Service Restoration Case Data

Work Stream Tasks Artifact Outcome Work Stream Tasks Artifact Outcome Security and Access Management Security Policy and Service Requests Managed Access Modification Requests Modification Service Request

REQUIREMENT REQUIREMENT Capacity Management Capacity Monitoring Logs Sufficient Application Capacity Monitoring Monitoring Logs

Known product or modification requirements Requirements Specification Continuity Management Continuity and Failover Plan Restorable Application

DESIGN DESIGN DOCUMENT

Design of the Product or Modification Designed Product or Modification Design of the Product or Modification Design and Testing Specification Designed Product or Modification DOCUMENTATION Knowledge Base and Case Data Knowledge Base

BUILD/IMPLEMENT BUILD/IMPLEMENT Systems Administration Specification Systems Administration Specification Up to date Systems Specification.

Construct the Product or Modification Construct the Product or Modification Systems Health and Audit Reporting Systems Health Audit Report Informed Client and Management

TEST TEST Configuration Management Baseline CMDB and Install Binaries MANAGE

Test Product or Modification Completed Test Cases Tested and quality verified product or modification Test Product or Modification Test product or modification as per designed tests. Completed Test Cases Tested product or modification Management Reporting and Client Interfacing Management Report

DEPLOY DEPLOY MANAGE Exception Handling NA All exceptions managed

Deploy/Release Product or Modification Successful Production deployment Deploy/Release Product or Modification Successful Production Deployment Management Report Management, Co-ordination and Control NA Managed Service

Exception Handling NA All exceptions managed Continuous Improvement NA

DOCUMENT DOCUMENT Management, Co-ordination and Control NA Managed Service

Continuous Improvement Continuously improve practices and outcomes NA

User Help Documentation User Help Documentation Informed and Productive User User Help Documentation User Help Documentation Informed and Productive User

Configuration Management Baseline Configuration Management Baseline CMDB and Install Binaries

MANAGE MANAGE
Management Reporting and Client Interfacing Management Report Informed Management and Customers Management Reporting and Client Interfacing Management Report Informed Management and Customers

Exception Handling Risk and Issues Log All exceptions managed Exception Handling Risk and Issues Log All exceptions managed

Management, Co-ordination and Control Project Management Plan Managed Service Management, Co-ordination and Control Project Management Plan Managed Service

Continuous Improvement Change Log Project Manager Continuous Improvement Continuously improve practices and outcomes Change Log Project Manager

- INPUT -
BUSINESS SERVICE DEFINITION

- OUTCOME -
BUSINESS SERVICE OUTCOME
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TYPICAL DISCIPLINES (USDP/RUP® SDLC): - Demonstrate that assumptions in design is feasible for execution 
- Identify change defects in quality 
- Obtain clear visibility of future state after the change 
- Obtain software requirements to support change 
- Facilitate common understanding of the change 
- Assess (potential) impact of change 
- Understand current problems and identify improvement opportunities

TYPICAL DISCIPLINES (USDP/RUP® SDLC): - Demonstrate that assumptions in design is feasible for execution 
- Identify change defects in quality 
- Obtain clear visibility of future state after the change 
- Obtain software requirements to support change 
- Facilitate common understanding of the change 
- Assess (potential) impact of change 
- Understand current problems and identify improvement opportunities

TYPICAL PROCESSES  (ITIL®): Draw up, monitor and control the 
service level agreements and their underlying service quality TYPICAL PROCESSES  (ITIL®): - Central point of customer contact with IS organization

- Provide initial assessment of all incidents and attempt resolution from 
known solution knowledge base
- Keep users informed 
- Report on service support activities
 

REQUIREMENT MANAGEMENT 
DISCIPLINE

- Obtain Agreement on what the change should do  
-  Provide implementers with better understanding of what the change must do 
- Delimiting the system and defining the boundaries for the change 
- Establish basis for technical planning 
- Establish basis for estimating cost and time for the change  
- Define access interface for interaction with the system

- Obtain Agreement on what the change should do  
-  Provide implementers with better understanding of what the change must do 
- Delimiting the system and defining the boundaries for the change 
- Establish basis for technical planning 
- Establish basis for estimating cost and time for the change  
- Define access interface for interaction with the system

- Prevent and reduce incidents and 
provide quick resolution to ensure structured use of resources. 
- Turning unknown errors into known errors.
- Provide a workaround scenario.
- Raise change or modification requests.
- Raise service requests.

- Transform requirements into a design for the change  
-  Evolving a robust technical architecture for the change 
- Adapt design in line with environment constraints, like performance, locality, 
etc.

- Transform requirements into a design for the change  
-  Evolving a robust technical architecture for the change 
- Adapt design in line with environment constraints, like performance, locality, etc.

Ensure the availability of IT services as specified by the 
customer in service level management

Restore service as soon as possible while minimizing any negative effect 
on business processes.

- Define the change's structure or framework (code / class / module/ object 
structure)  
- Construct the implementation objects / classes / components 
- Test objects / classes / components as units 
- Integrate units into a packaged change

- Define the change's structure or framework (code / class / module/ object 
structure)  
- Construct the implementation objects / classes / components 
- Test objects / classes / components as units 
- Integrate units into a packaged change

Safeguarding the performance and continuation against any eventuality based on 
planning and preventative measures

RESOURCES (Profile-IT®): PRODUCTION AND SUPPORT ROLES: 
Support Analyst (Level 1 and 2)

The Support Analyst manages the problem resolution process for 
operational systems to completion and reports on system availability and 
compliance with agreed service levels. 

- Identify change defects in quality 
- Demonstrate that assumptions in design is feasible for execution
- Validate the execution and function of the change 
- Validate that the requirements are met process architecture, and for defining 
the business processes, use cases 

- Identify change defects in quality 
- Demonstrate that assumptions in design is feasible for execution
- Validate the execution and function of the change 
- Validate that the requirements are met process architecture, and for defining the 
business processes, use cases 

RESOURCES (Profile-IT®): PRODUCTION AND SUPPORT ROLES: Technical 
Administrator, Tools Specialist

Production and Support Roles are those roles not  directly related to the definition, 
management, development and test of software, but are needed in order to support 
the software development, process or final product in production, or in order to 
produce additional materials required by the final product to continue performing in 
accordance with the intended purpose.

MANAGEMENT: Service Level Manager, IT 
(Operations) Manager

The Manager set organizes roles primarily involved in managing and 
configuring the software engineering and delivery process.

- Package and shipping, or -  Installation and final testing in operating (QA, or 
Pre-Production) environment 
- Transition to production release

- Package and shipping, or  
-  Installation and final testing in operating (QA, or Pre-Production) environment 
- Transition to production release

MANAGEMENT: Service Level Manager, IT 
(Operations) Manager

The Manager set organizes roles primarily involved in managing and configuring the 
software engineering and delivery process.

Steady demand and low risk. 
Requires skilled resources available – however resources are very much tool and knowledge base supported at Level 1 
support.
More skill and experience required for level 2 support.
Keep resources as long as possible to ensure continuity – contract resource not recommended and too costly.
Scope for training and mentoring less skilled resource especially at Level 2 through mentors and supervisors.. 

CONFIGURATION AND CHANGE 
MANAGEMENT DISCIPLINE - Storing and controlling change artifacts

- Storing and controlling versions of artifacts and change components
- Storing and controlling project/change operation data like costs, utilization, etc.

CONFIGURATION AND CHANGE MANAGEMENT 
DISCIPLINE

- Storing and controlling change artifacts
- Storing and controlling versions of artifacts and change components
- Storing and controlling project/change operation data like costs, utilization, etc.

Steady demand and high risk. 
Requires best (skill and experience) resources available.
Keep resources as long as possible to ensure continuity – contract resource not recommended.
Scope for training and mentoring less skilled resource.

- Provide framework for execution of change
- Provide guideline for: staffing, execution (cost, division of labour, structure, 
motivation, increments and iterations), and monitoring
- Provide risk management framework

- Provide framework for execution of change
- Provide guideline for: staffing, execution (cost, division of labour, structure, 
motivation, increments and iterations), and monitoring
- Provide risk management framework

RESOURCES (Profile-IT®): ANALYSTS: Business Process Analyst, 
Systems Analyst, Test Analyst

The Analyst Role Set is a group of roles primarily concerned with the elicitation 
and documenting of various layers of solution requirements (Business, Non-
Functional, Functional, etc.)

RESOURCES (Profile-IT®): ANALYSTS: Business Process Analyst, Systems 
Analyst, Test Analyst

The Analyst Role Set is a group of roles primarily concerned with the elicitation 
and documenting of various layers of solution requirements (Business, Non-
Functional, Functional, etc.)

DESIGNER IMPLEMENTERS: Business 
Process Designer, Software Architect, 
Technical Designer, User Interface Designer, 
Database Designer, Implementer, Test 
Designer

The Design and implementer role set organizes those roles primarily involved in 
designing and implementing solution.

DESIGNER IMPLEMENTERS: Business Process 
Designer, Software Architect, Technical Designer, 
User Interface Designer, Database Designer, 
Implementer, Test Designer

The Design and implementer role set organizes those roles primarily involved in 
designing and implementing solution.

MANAGERS: Project Manager, Change 
Control and Project Configuration Manager, 
Test Manager, Deployment and Release 
Manager

The Manager set organizes roles primarily involved in managing and 
configuring the software engineering and delivery process.

MANAGERS: Project Manager, Change Control and 
Project Configuration Manager, Test Manager, 
Deployment and Release Manager

The Manager set organizes roles primarily involved in managing and configuring 
the software engineering and delivery process.

Variable demand requires variable supply. High risk work.
Opens opportunity for using contract labour that are higher skilled and available when required – engaged for the project only.
Use best (skilled and experienced) resources available.
You have few chances of getting the outcome right, so don't compromise on capability.
Not recommended to train junior resources on this service.

Demand still variable, but more structured and steady. Less risk in this work.
Have a pool of dedicated resources supplemented by contract resource when demand increase. Contract resource tend to be higher 
skilled and available when required. 
Use best resources (skills and experience) available, however there is scope for training less experienced resources through mentors.

Custom Per Case with defined start and defined finish.

Systems Complexity, Technology Type, Business Value/Cost, Modification Size

Net Present Value (NPV) of project acceptable to business. Total investment as 
per approved business case.

COST PER CHANGE OR MODIFICATION / COST 
FOR RESOURCE AVAILABILITY

Base fee for resource availability plus time and materials for modification or 
change.

Receive escalated calls from 1st level support, 
classify as known or unknown errors or other 
(data correction, training, feedback, etc.).  
Update case information, and provide 
customer feedback, regularly. 

Informed Customer, Assigned 
Incident

Availability Management and System 
Restoration

Ensure availability of application within the boundaries 
of the system constraints and the agreed Service 
Level. Restore System in the case of an eventuality to 
its previously known working state.

If known error, communicate status and work 
around (if available) to customer.

Work Around, Informed 
Customer

Monitoring systems performance, logs and execute 
tuning and maintenance tasks as per the permitted 
administrative task specification (actions that does not 
require testing). Logging latent issues that risks the 
systems performance and availability, with Support 
that may require change or system modifications.

Trouble shoot and ensure trouble shooting of 
unknown issues and application service 
failures, by appropriate team. Turning 
unknown errors into known errors. Involving 
all applicable parties to achieve this outcome. 
Typically includes Technical Administrator, 
Software Architect.

Routine audits of solution for usage, versioning, 
backup confirmation, compliance with policies, laws, 
best practices, etc.

Arrange for service restoration as soon as 
possible while minimizing any negative effect 
on business processes. See to it that service 
is restored to the previously known working 
state if possible.

Restored Service and/or 
Application Modification 
Request

Apply security policies and manage access to the 
system (adding, deletion and permission management 
of users, etc).

Raise Modification Requests with the 
Modification Service for problem mediation if 
change is required for resolution of known 
error, and see to it that fix is deployed as per 
business priority and release schedule.

Executed Modification (Solution 
or Process Improvement)

Ensure efficient management and allocation of 
resources used by the system, and flag capacity 
constraints or growth with Support in time for 
remediation where required.

Monitoring systems performance, application 
logs, etc. Logging latent issues as Support 
Incidents where required.

Request for Application 
Modification, Application 
Modification

Analysis and Requirements Management for the 
Product or Modification

Identify all actors, use-cases, functional and 
non-functional requirements and anything 
else relating to the expected product or 
modification outcome. Include business 
process requirements, technical requirements 
and test requirements.

Requirements 
Specification

Analysis and Requirements Management for 
the Product or Modification

Identify all actors, use-cases, functional and non-
functional requirements and anything else relating to 
the expected product or modification outcome. 
Include business process requirements, technical 
requirements and test requirements.

Known product or modification 
requirements

Restoration of service into a Disaster Recovery 
environment or back-up scenario in the event of a 
disaster. Testing of continuity management for 
possible eventuality.

Design of  target business processes, and/or 
technical solution for the product or 
modification and test scenarios to verify 
compliance with requirements (including 
software, user interface, persistence (data 
management), logical, physical environment, 
etc.)

Design and Testing 
Specification

Design of  target business processes, and/or 
technical solution for the product or modification and 
test scenarios to verify compliance with requirements 
(including software, user interface, persistence (data 
management), logical, physical environment, etc.)

Specify and track all case information on 
known and unknown errors, user help, 
workarounds, case status, support 
instructions, escalations, responsible parties, 
customer impacts, etc.

Up to date and complete 
Knowledge Base.

Specify and keep up to date the documented 
operational and system administration requirements 
for system.

Call Management and Customer Satisfaction 
Reporting

Report on call numbers, frequencies, 
outcomes, trends, systems quality, user 
feedback, customer satisfaction, etc.

Call Management and Customer 
Satisfaction Report

Informed Client and 
Management

Construct the product or modification as per 
the design. Specify and package the 
deployment instructions.

Product or Modification 
(binaries, script, etc.)

Completed, deployable Product or Modification with 
accepted defects

Construct the product or modification as per the 
design. Specify and package the deployment 
instructions.

Product or Modification (binaries, script, 
etc.)

Completed, deployable Product or 
Modification with accepted defects

Report on systems health, usage, versioning, trends, 
compliance, etc..

Specify and Keep up to date the current state of the 
system in the Configuration Management Database 
(CMDB) and ensure current copies of all installed 
software binaries.

Up to date and available copies of 
Application install binaries

Test product or modification as per designed 
tests.

Report at senior management level on key 
service metrics.

Informed Management and 
Customers

Handle any exceptions where the standard 
operating practices does not deliver the 
desired outcome.

Transition product or modification into 
production for use by the client.

Installable Binaries/scripts 
and Deployment 
Instructions

Transition product or modification into production for 
use by the client.

Installable Binaries/scripts and 
Deployment Instructions

Management Reporting and Client 
Interfacing

Report at senior management level on key service 
metrics.

Informed Management and 
Customers

Management of the Service (Planning, 
Staffing, Process, Tools, etc.)

Handle any exceptions where the standard operating 
practices does not deliver the desired outcome.

Continuously improve practices and outcomes Continuous Improvement of 
outcomes.

Management of the Service (Planning, Staffing, 
Process, Tools, etc.)

Installation and Systems Administration 
Specification

Specify the documented installation, 
operational and system administration 
requirements for product or modification.

Systems Installation and 
Administration 
Specification

Up to date Systems Installation and Administration 
Specification.

Installation and Systems Administration 
Specification

Specify the documented installation, operational and 
system administration requirements for product or 
modification.

Systems Installation and Administration 
Specification

Up to date Systems Installation and 
Administration Specification.

Continuous Improvement of 
outcomes.

User Help Documentation to assist with the 
use of the product or modification.

User Help Documentation to assist with the use of 
the product or modification.

Update the current state of the system in the 
Configuration Management Database 
(CMDB) and ensure current copies of all 
installed software binaries.

CMDB and Install Binaries Up to date and available copies of Application install 
binaries

Update the current state of the system in the 
Configuration Management Database (CMDB) and 
ensure current copies of all installed software 
binaries.

Up to date and available copies of 
Application install binaries

Report at senior management level on key 
service metrics and status of the initiative.

Report at senior management level on key service 
metrics and status of the initiative.

Handle any exceptions where the standard 
operating practices does not deliver the 
desired outcome.

Handle any exceptions where the standard operating 
practices does not deliver the desired outcome.

Management of the Service (Planning, 
Staffing, Process, Tools, Financials, etc.)

Management of the Service (Planning, Staffing, 
Process, Tools, Financials, etc.)

©All Rights Reserved – Use with permission from Profiled People Ltd. only.

Continuously improve practices and 
outcomes

Profile-IT® material referenced is the property of Profile-IT Limited (www.profile-it.biz)
ITIL® material referenced is the property of the Office of Government and Commerce (UK) (www.itil.gov.uk)
RUP® material referenced is the property of IBM® (www.rational.com). USDP – Unified Software Development Process (http://en.wikipedia.org/wiki/Unified_Software_Development_Process)
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