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Preface

The IBM Process Reference Model for Information Technology (PRM-IT) is a generic
representation of the processes involved across the complete IT management domain. It contains
a foundational examination of the IT process topic. It is for this reason the graphical image of the
DNA double helix over the basic building block of a cell is used.

About this book

The reference manual IDEFQ Diagrams presents the full model in IDEFQ notation.

The PRM-IT Reference Library books

The PRM-IT Reference Library consists of thirteen books. The first book is the General Information
Manual, it is a brief examination of the subject of IT processes, and provides a tour of the model.

The nine reference manuals are AO through A8. The A0 Manage IT book examines the context of
the processes for IT, exploring the key external agents — stakeholders and their interactions with
IT. The reference manuals A1 through A8 provide the complete description of all aspects of the
process categories.

The reference manual IDEFQ Diagrams presents the full model in IDEFQ notation, and IDEFQ
Node Tree shows the ordered list of process categories, processes, and activities.

The final book, the Glossary, contains the definition of every process interface object for the model
and provides references to where the objects are used.

PRM-IT Reference Library

m  General Information m A6 Operations
m A0 Manage IT m A7 Resilience
m A1 Governance and Management System m A8 Administration
m A2 Customer Relationships m |IDEFQ Node Tree
m A3 Direction m |IDEFQ Diagrams
m A4 Realization m PRM-IT Glossary

m A5 Transition

Intended audience

An understanding of the full range of the processes relevant to IT in any business is of value to
those within the IT function responsible for the specification, creation, and delivery of IT services
(whether at the CIO or IT executive level), and who consider the direction and overall management
of IT. Or, individuals who work within any of its competencies, needing to interface with other parts
of the IT value chain or value net.

©Copyright IBM Corp. 2008 IBM Process Reference Model for IT (PRM-IT Version 3.0)



Equally, the stakeholders in the business of this IT capability will benefit from greater insight into
how IT serves them. This insight will enable them to better influence IT decisions and activities, to
their ultimate benefit.

Next steps

PRM-IT is a powerful management tool for purposes of investigating and identifying areas for
improvement. PRM-IT also provides a proven starting-point for the design and implementation of
new and upgraded IT management capabilities.

IBM IT consultants, architects, and specialists in global services who, working from this common
base, are equipped with a full range of methods, techniques, and tools to assist its customers
achieve their purposes.

IBM Process Reference Model for IT (PRM-IT Version 3.0) ©Copyright IBM Corp. 2008
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A1 Governance and Management System
A11 _IT Governance and Management System
Framework

A12 IT Governance and Management System

A45 Solution Acceptance

A5 Transition

A51 Change Management
A52 Release Management
A53 Deployment Management

Capabilities
A13 IT Governance and Management System
Operation

A14 IT Governance and Management System
Evaluation

A2 Customer Relationships

A21 Stakeholder Requirements Management
A22 Service Marketing and Sales

A23 Service Catalog Management

A24 Service Level Management
A25 Demand Management

A26 IT Customer Transformation
Management

A27 Customer Satisfaction Management

A3 Direction

A31 _IT Strategy

A32 IT Research and Innovation
A33 Architecture Management
A34 Risk Management

A35 Product Management

A36 Portfolio Management
A37 Program and Project Management

A4 Realization
A41 Solution Requirements

A42 Solution Analysis and Design

A43 Solution Development and Integration
A44 Solution Test

A54 Configuration Management
A55 Asset Management

A6 Operations
A61 Request Fulfillment

A62 Service Execution

A63 Data Management

A64 Event Management

A65 Incident Management

A66 Problem Management

A67 ldentity and Access Management

A7 Resilience

A71 Compliance Management
A72 Security Management
A73 Availability Management
A74 Capacity Management
A75 Facilities Management

A76 IT Service Continuity Management

A8 Administration

A81 Financial Management

A82 Supplier Management
A83 Service Pricing and Contract

Administration
A84 Workforce Management
A85 Knowledge Management

©Copyright IBM Corp. 4/24/081BM Process Reference Model for IT (PRM-IT Version 3.0) D - 1



IDEFQJ Diagrams
AO0: Manage IT — Context

AO: Manage IT — Context

PROJECT: PRM-IT V3 MODEL COMMENTS: |VERSION: |3.0 PAGE COMMENTS: |MODELLER: ‘CFB/.]RM ‘CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT
Ti
FILENAME:  |PRMITV30.IDD °p
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
_——— e —
{ IT Function \\
Information |
and Interests ‘ The
| Business
|
External |
Environment ‘
! A
®—" Business ‘
Input
8" Business Funding :
Business ‘
Environment Governance
Information :
|
! IT Governance
‘ and Management
Ma nage IT |~/ System Results IT Strategy

0

L —

vy

Business Output

Supplier Input —p
A0 Customer Output
Supplier
Output Customers
Suppliers J
Customer Input J
User Output
User
Input
ﬂ/\/i Users
NODE: A-0 TITLE: Manage IT - Context CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in whole or in part without the prior written permission of IBM




IDEFQJ Diagrams
AO: Manage IT

AO: Manage IT

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VFRSION' ‘3,0 PAGE COMMENTS: |MODELLER: |CFB/JRM | |CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT -
FILENAME: PRMITV30.IDD
MODIFY DATE: 14/01/08 07:45 PM (© Copyright IBM Corporation, 2008, Al Rights Reserved
Business — Environment
Business Governance  |nformation
Management c2 c1
System Business
Strategy
it ]
SLAs OLAs UCs
Governance ge;vl‘cs /
and atalog » 02
Management \ I ~N IT Governance
3 System 1 I and Management
P < IT Managerhent \ / IT Research System Results
s AT | Ecosystem Guidance
. Service Level Package IT Business
\ 4 A 4 larket Analsis T Portfolio Contribution and
Capabiliti
'C5 i Customer X
ustomer Relationships [—#
Q T Plan
A2
R 3 ( Project Chlarter
Stakeholder Sl el bestete » o4
>
Requirements Direction Business Output
B L Business sind
Project Proposal [ | IT Models|
AR
— Project Plgn P 03
F= i IT Strategy
Product Package 11 | Architecture Baselind Solution Design
and Roadmaps Solution_
Accepted
12
Business P | ||| o1 Requisiion
I it =T
npu 1~
Change Schedule P» 05
Solution Realization ‘Solution Solution Change Customer Dutput
Results and I ]
esulls and [ssues DEP'W""{J Information
Transition <
$-Cis i —— N Configuratioh
= — Information
) i Operational
Monitoring Dat
Asset Deployment (—_— I CrData AS 9 » 06
ltems and Data Update Package Identity and User Output
r . Adegss Right
4 Reglster
i T
Change nciden Operations
Request T
1%? ~ Compliance Plans
— Service Mefri¢ Dafa
" R Incidbrt ahd Report and Controls
User > A6 rl Security Policy
Input Service Request_ Asset
Authorized N
o7
Resilience |~ Supplier
Problem N :S Output
o
Service Resilience )
Plans
IIT Budget
A7j
- [J J e ——
Administration
13 s
Supplier Inp{t nderpinning
IT Financial Contracts
Reports
-
"
Business Funding
NODE: pAQ TITLE: Manage IT ‘(‘,URRF.NT PAGE: ‘

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

itten permission of IBM




IDEFQJ Diagrams

A1 Governance and Management System

A1 Governance and Management System

PROJECT: PRM-IT V3 MODEL COMMENTS: |VERSION: | 3.0 PAGE COMMENTS: |MODELLER: ‘ CFB/IRM ‘ CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT "oy
FILENAME: PRMITV30.IDD CH .
MODIFY DATE: |  14/01/08 07:45 PM (© Copyright IBM Corporation, 2008, All Rights Reserved
) Environment Business Business IT Strategy IT Budget
Regulations and  Information Management Strategy c5 c4
Standards c3 System c2
External Models C1 External Benchmarks o2
and Practices ™ "
lanagemen
Il?/larket Analysis L\ é Ecosystem
b
12 AN
Underpinning IT Governance
Contracts ¢ Framework

14

Compliance Plans
and Controls

IT Service Provider

1

Value Profile/D1

IT Management
System Framework

Jad

IT Governance YJ
and hd
Management
System
FrameworkA11 -L\

IT Quality Management

Framework

IT Governance
Capabilities

17
Architecture Baselines
and Roadmaps

-

IT Research
Guidance

16

and

System

J

IT Governance
Management

CapabilitiesA12 &«

IT Management
System Capabilities

¢

IT Quality System

Capabilities

IT Portfolio

Individual Process

Operational
Measures and Results

5

Y

Results and Reports .

Program and 7~

Project Reports/D2
Service Achievement”™

Reports/D4 N

13

IT Financial
Reports

Business Evaluation
Feedback

<

IT Governance

N
f—} IT Measurements
—

and

IT Management

Management

» \
¥, Action Items

System
Operationa13

IT Management System
Reports

IT Control Results

IT Quality System
Reports

‘P IT Governance
and

Management

I

System

Business
Input

Individual
Process
Evaluations ~—"

Customer Satisfaction >

-

Evaluation A

14

nd

<

J

Results and Trends/D1 «__

/
IT Governance
and Management
Audit Results

IT Governance
and Management
System Evaluation

o1

IT Governance
and Management
System Results

NODE: A1

TITLE:

Governance and Management System

‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

terial may not be reproduced in




IDEFQJ Diagrams

A11 IT Governance and Management System Framework

A11 IT Governance and Management System Framework

PROJECT:

PRM-IT V3

MODEL COMMENTS:

‘VERSION: |3.0

PAGE COMMENTS: | MODELLER: ‘CFB/JRM

‘ CONTEXT:

SECURITY:

IBM Intellectual Property

FILENAME:

PRMITV30.IDD

IBM Process Reference Model for IT

MODIFY DATE:

14/01/08 07:45 PM

© Copyright IBM Corporation, 2008, All Rights Reserved

-
o
o
o

Business
Strategy
C3

Business
Management

System
Cc2

Business
Management
Policies

IT Strategy
C4

A

Regulations and
Standards
c1

<

y

Py

Business
Governance
Capabilities

Define IT

IT Governance
and Management
Audit Results

1
External Models
and Practices

14

Governance

p o1

Framework

Compliance Plans
and Controls

12

( —

A A 4

A111

Business
Goals

-

Define IT
Management

Market Analysis

15

Goals

A112

IT Quality
Management
Goals

IT Governance
Framework

03

IT Quality Management
Framework

=

IT Management

System Goals

IT Service Provider
Value Profile/D1

Business
Management
Practices

_e

18
IT Quality System
Reports

Establish IT
Management
Policies

A113

IT Quality
Management
Policies

<

«
IT Management
System Policies

19
IT Governance
and Management
System Evaluation

N

IT Quality
Management
Practices

13
Underpinning
Contracts

17

J

IT Research
Guidance
16

Establish IT
Management

Practices

A114

IT Management
System Practices

Architecture Baselines

and Roadmaps

02
IT Management
System Framework

NODE: A11

TITLE:

IT Governance and Management System Framework

CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

terial may not be reproduced in

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A12 IT Governance and Management System Capabilities

A12 IT Governance and Management System Capabilities

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT on
o
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
IT Governance IT Quality Management IT Management IT Strategy IT Budget
6 Framework Framework System Framework ca c5
Cc1 Cc2
IT Governance C3
and Management
Audit Results
6 )
A 4
I Establish IT
IT Governance Governance a Of
and Management Capabilities >
System Evaluatior P IT Governgnce
12 A121 Capabilities
Architecture Basel o
and Roadmaps IT Process IT Management
Establish [Capabilities System Capabilities
1
External Models T Progg§s /
and Practices Capabilities | )
A122 IT Organizational
Capabilities
Establish IT
Organizational
13 iliti
IT Research Capabilities M
Guidance A123 IT Management
y, Information
Capabilities
Establish IT
Management
D, Information Ao
17 Capabilities
IT Portfolio A124
- / IT Operational
Environment
Establish IT | Capabilities
Operational I\J
Environment
Capabilities
A125
. A 4 IT Measurement
Establish IT gr;d ;:';?If‘:,;"s'
It
Measurement |¢7\— i
and Control
Capabilities ﬂ 03
IT Quality System
14 A126 Capabilities
IT Quality System
Reports
NODE: - A12 TITLE: IT Governance and Management System Capabilities ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in whole or in part without the prior written permission of IBM




IDEFQJ Diagrams
A13 IT Governance and Management System Operation

A13 IT Governance and Management System Operation

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT o,
=
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Quality System IT Governance IT Portfolio IT Budget IT Management
System Capabilties Capabilities Capabilities c1 co System ook T Stéa;egy
C3 c2 c4 c5
L
1
Operational
Measures and Results
13
Service Achievement
Reports/D4
12
Program and Produce IT
Project Reports/D2 Measurements P O1
4 IT Measurements
IT Financial
Reports —P A131
15
Customer Satisfaction
Results and Trends/D1 Ig Management
ontrol ltems
Operate IT
Governance » O2
»
M and IT Management
anagement Action Items
System Controls N
A132
04
IT Control Results
Monitor,
——p| Analyze and
Report IT - p 03
————— P  Outcomes IT Ma"agememsgst;?;
A133 P
NODE:  A13 TITLE: IT Governance and Management System Operation CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

terial may not be reproduced in whole or in part without the prior written permission of IBM



IDEFQJ Diagrams

A14 IT Governance and Management System Evaluation

A14 IT Governance and Management System Evaluation

PAGE COMMENTS: |MODELLER:

CFB/IRM || CONTEXT:

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT

FILENAME: PRMITV30.IDD

MODIFY DATE: 14/01/08 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved

o
o
o
-

IT Management

IT Quality System IT Governance IT Management

IT Governance

Business
Management
System
Cc9

ent IT Budget IT Portfolio IT Strategy
System Capabilities Capabilities Capabilities System Framework Framework c7 c1 c8
c3 c2 ca c5 c6 J J J

12 t g

IT Management System

Reports

14 ;

IT Financial

Reports Collate IT

I8 Management

Customer Satisfaction System

Results and Trends/D1 QOutcomes

A141
13
IT Control Results Collated IT
17 Management System
Individual Outcomes e Analyze IT
Process —| Governance and
Evaluations Management
15
Service Achievement System
Reports/D4 Performance
A142
IT Management and /)/\‘
i Governance System
External Benchmarks Performance Analysis
Audit IT
Governance
16
) . and

Business Evaluation

Feedback Management

A143

p 03
IT Governance
and Management
Audit Results

IT Governance and Management ~ gg:/ner?nu;nlzztzrlg
Audit Request ~ 01
. Management IT Quality System
R ReportsiD1.— System Reports
udit Reports,

— Performance IT Governan(cje2
IT Financial ™ A144 and Management
Audit Reports/D1 _ System Evaluation

NODE:  A14 TITLE: IT Governance and Management System Evaluation CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may not be reproduced in

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A2 Customer Relationships

A2 Customer Relationships

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Sa
FILENAME: PRMITV30.IDD “ey .
MODIFY DATE: |  14/01/08 07:45 PM © Copyright1BM Corporation, 2008 A IR igh ts R eserved
IT Management T Strategy IT Portfolio Architecture Baselines Security Policy [T Plan IT Budget Business and Business
Ecosystem c5 c9 and Roadmaps ., C6 cs [ IT l\?%dels Strategy
C2  Customer L L A | s
L Needs J
1
19
Service Resilience + + * / > 08
Plans 4 Project Proposal
12 ~N\ S Stakeholder
Customer Input Requirements » O
Customer Direction: >
and Intentions Y < Management Rzﬁﬁi:ﬂﬂz
5 4 > A21 . )
IT Research | — ie'r::le”s nt Services 09
Guidance Org?a%ri];;{ion J Proposal Market Analysis
— Servu?e (J - Marketing and
Sales Leads - Marketing Y J Sales Reports
N 7 and Sales
i ici * < IT Industry
Service Pricing Customer Inputs to A22 h »
and Contract Sales Transactions (1 gfosftigge r dervice Level P Knowledge
Information/D1>—" - ; evel
ﬁf:;:iencjiabg B < Service Gommunication s
I1OChange o Catalog Service Reyiew awange
Change Management Results R?”‘Eﬂ
— oliddted Busing: i
. =) I i = o
Information g Customer Review alue Classificatidn F > 9
112 Tnput : an
Product Package ! Service i T p 03
- ! ¢ Level 1 o SLAs OLAs UCs
16 — - Management | % p 02
Service Metric Data f 2 N Business Output
Saer}(\j/iseelgioeré?lience Service Level Aﬁ y Busingss|Demand o7
Reports/D1 TO Requirements Business Activity Patterng Service Ao " Optimizatior Service Level Package
B . n o
nderpinning Characteristics i 1 Customer Output
Contracts Management || p
o .
18 ®
Problem a2s ) P Service Demand Forecasts
Information J L — IT Customer Capability
L4Ell U S Adoption Interventions
Market Data ————— IT Customer |~ )®r| [ |1 IT Customer Capability
1" e Transformation |/ ¢ [~—|_Adoption Plan
Environment ~ Management J IT Customer Benefit
Information o Realization Report
A26 S| T IT Customer
115 Jution . j Transformation Themes
O/uto Bu5|_ness T ™ and Evaluation Principles
Plans and Metrics IT Customer Capability Customer > - o
Commitments Current Adoption Events Satisfaction Customer Customer | lCustorger Satisfaction
Business Climate i H ssue Communications
13 /J ust ' Input lssue Feedback Satisfaction N ot
Business > < Management Incident
Input ® A27 j
Customer - (
Satisfaction - j /\. Customer Satisfaction
Issue ~ P, Results and Trends
. . H H AGE:
NODE: A2 TITLE: Customer Relationships ‘CURRENT P

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A21 Stakeholder Requirements Management

A21 Stakeholder Requirements Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT -DE':.
FILENAME: PRMITV30.IDD "
MODIFY DATE: 14/01/08 07:45 PM @ Copyright BM Corporation, 2008 A IR ightsR eserved
IT Management IT Strategy Market IT Portfolio SecurgtPoTTcy
Ecosystem Cc2 Analysis c3
c1 C5
Establish
Stakeholder
Requirements /3 Stakeholder Requirements
> Management ¥, Management Framework
Framework
A211 Stakeholder
Needs
1
Customer
Needs Capture
Stakeholder
Infrastructure Needs
Needs B
~ A212 .
14 ~~ Feasibility
Request
IT Industry ~
Knowledge
P Transform
Needs into » O1
»
13 Stakeholder Stakeholder
Service Requirements Requirements
Catalog A213 |
12 Stakeholder Needs_
IT Research Disqualified Monitor and
Guidance Report > Stakeholder Needs and
Stakeholder ¥ Requirements Report
Feasibility ~ Needs and
Guidance Requirements
A214
Stakeholder
Requirements Evaluate
Status Update ~~—" Stakeholder Stakeholder
o Requirements 2 Requirements
[ Management = Maé‘agle’“t_em
Stakeholder Requirements Performance valuation
Management Activity Data A215
NODE:  A21 TITLE: Stakeholder Requirements Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in whole or in part without the prior written permission of IBM




IDEFQJ Diagrams

A22 Service Marketing and Sales

A22 Service Marketing and Sales

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'-EIEI
FILENAME: PRMITV30.IDD "
MODIFY DATE: |  14/01/08 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
Service Resilience T Portfolio ITPlan T Strategy |T Budget Architecture Baselines SLAs OLAs UCs
IT Management Plans c4 [o] c3 udge and Roadmaps cs
Ecosystem c1 c7 c5
C%% : ;
: Prioritized Market
I EStab,|ISh Wants and Needs
Stakeholder MSeLVI(?e r — Service Marketing
Requirements arketing 6 and Sales
18 and Sales ; J Framework
Framework
Market Data| oz I
Analyze p 02
o Market Market Analysis
Service Wants ki Service
Catalo and Needs Market Market Initiative
9 < A222 Plan Outcomes Proposal
" p| Create | o » o1
. < »
IT Research T < Malrjliztlng /J ’ Project Proposal
Guidance ( 7 n J Customer Selling
110 T A223 Information Services
Customer Satisfaction Market Execute 4 Marketing
Results and Trends " . ¥ and Sales
Segmentation Marketing J‘_ Collateral
12 — Plan Py
Customer
Organization A224 Sales Plan
Manage
6 (| Opportunities i 5 '— IT Financial Modeling
and Forecast ﬂd Request/S1
gales Leads v v
| — Sales,, s
g:ds m;irtigg: e Consult and 4’3 04
ervices
Prop_ose Proposal
111 Services 05
Service Level Rackage i
g Solut|o/£1232 o Services
" Agreement
IT Financial ~ Sales ( > Negotiate
Modeling Analysis/D1 Opportunity and Close o7
3 i IT Industry
Customer Inputs to oSeN[Ifei Knowledge
Sales Transactjons ppo LAEIZ Analyze
P and Report
Marketin » 06
Sales 9 Customer
7 Outcomes ar;i Salltes Profiles
Service Pricing eSUAgz8 Evalqate
and Contract Service
Information/D1 Marketing 03
Service Marketing and and Sales Marketing and
Sales Activity Data Performance | | Sales Reports
A229 X
Service
C i :Marketing
and Sales
Evaluation
NODE:  A22 TITLE: Service Marketing and Sales ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

IBM Process Reference Model for IT (PRM-IT Version 3.0)

reproduced in whole or in part wit




IDEFQJ Diagrams
A23 Service Catalog Management

A23 Service Catalog Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “n_ﬂ
FILENAME: PRMITV30.IDD "
MODIFY DATE: 14/01/08 07:45 PM @ Copyright BM Corporation, 2008 A IR ightsR eserved
IT Management IT Strategy Market Analysis IT PortfolioIT Budget Change Management Marketing and
Ecos():/glem ca c2 c5 c6 Framework/D3 Sales Reports
C1
Establish
Service )
Service Catalog
2 Catalog /; Management
Customer Management ; Service Packige ~~ Framework
Organization Framewg&% Specific Catalog
1 Define Requirements|
. »
Service i) > o1
ange
Market Plan/D1 | Package Requegst
] Catalog
- Requirements |
Catalgg Presentation A232 - Service C4talog
15 Requiremgnts Build and Content
ﬁroduct Package Service Description Maintain =N
Change Service
Information Catalog |
Content y  Service Catalog
A233 Croat p Views
reate an
" g Maintain
Services Sen/'ce,
Agreement o Catalog Views|
Target Market
Segment Requirements A234
) Publish
17 Service S> 02
Service Level Package ervice
g Catalog R Catalog
A235
Monitor,
Analyze and /S Service Catalog
M Report N Reports
Service Catalog Service
Usage Data Catalo
g236
Evaluate
‘ Service Service Catalog
. Catalog Management
Management ~ Evaluation
Ser_vi_ce Catalog Management Performance
Activity Data A237
16
Customer Satisfaction
Results and Trends
NODE:  A23 TITLE: Service Catalog Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams
A24 Service Level Management

A24 Service Level Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “DD_
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ CopyrightIBM Corporation, 2008 A IIRightsRe served
IT Management IT Strategy 1T Portfolio IT Budget Business  Security Policy
Ecosystem c2 c3 c5 Strategy c4
C1 ¢ /k c6
Establish t
111 —————P»| Service Level )
Underpinnin o Service Level
Contrapcts 9 Management ¥ Management Framework
12 P Framework
Customer A241 .
Organization Service Leve
Stakeholder
11 — Register
Service Develop > o2
; »
Catalog Service I\J Service Level
7 Level d Communication
roduct Package —pp»| Relationships
13 AZE2 ) (S Service Level
Service Pricing W Feasibility Request
and Contract Create and
Information/D1 L
Maintain
16 ° -~
Service Level Service Level P O1
Requirements Agreements SLAs OLAs UCs
A243
Availability and
T
Recovery Design "—| Monitor and
Criteria/D1 1 » 04
Service Level S Report Service Achi ver
Feasibility Response Service Level ervice Ac 'eézm:.-?;
115 Achievements N p05
Service Demand Forecasts A244
114 Customer
i Satisfaction
|Sgerwce Level Package Cond_uct lssue
Service Metric Data Service g
and Reports Review ~N - » _03
Service Request ~ N Service Review
Reports/D1 Nl [ A245 Results
Projected Service Outage/D1
10 — Y
Service Resiliencg ] < Formqlate < Service
Reports/D1 Service P Improvement Plan
M Improvement
Service Resilience Plan
Plans A246
113
Customer Satisfaction Evaluate
ngsults and Trends ) ‘ Service Level . Service Level
Incident o Management Management
) > )
Ilnformatlon J Service Level ; Performance Evaluation
goblem Management A247
|5Information Activity Data
Customer Review
Input
Service Provider 7 J
Review Input N
NODE: A24 TITLE: Service Level Management ‘ CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A25 Demand Management

A25 Demand Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'DDD
FILENAME: PRMITV30.IDD "
MODIFY DATE: |  14/01/08 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
IT Management IT Portfolio Business Business and 5| As OLAs UCs  Service IT Plan
Ecosystem C5 Strategy IT Models c1 Catalog c3
c4 $ c7 cé c2
3 Establish
Market Analysis Demand > Demand Management
Pl Management > Framework
16
IT Research FramewoAEl§1
Guidance
Value and
Classify p O1
Business Business Demand
Igusiness Demand Demands. N Business Value Classification
Characteristics > A252 Demand
Baselines
Consolidate /
Io Busi » 02
ML;:irLesss usiness h J Consolidated Business
Demand ° Demand Baselines
Patterns and ) and Forecasts
(|:10 ereme—— Forecasts ¢~ SZ::Iacsd P
ustomer Satisfaction -
Results and Trends A253 Baselines Service Demand Forecasts
17 i Forecast | o » 04
Business Activity Pattefns g:zr;isj ¥—’ Servi Project Proposal
and User Profiles Forecasts » ervice
Capacity Basslines | Demand |~ /- IT Financial Modeling
and Profiles/D1 NG| A254 \/' Request/S2
5 — Service _L @ - t————————————p 03
Service Resilience Demand Identify and Business Demand
Plans Modets Plan Optimization
Service Price Mode/D1 Demand Recommendations
Management
Marketing and Ini .g . > 05
Sales Reports n't'at'VAezsss Service Level Package
- Assess and
ﬁ,‘iﬁg‘;"nd | Report ;\ Demgnc: Managsmeni
Commitments Demand ~ utcomes Repor
12 Management
Service Achievement Outcomes
Reports A256
IT Financial T ‘ ‘ Evaluat
Modeling Analysis/D2 {__ valuate
Demand L~ Demand
Serviceand o P Management N Maé]aglerr:‘ent
Resource Tuning —— Demand Management Performance valuation
Directives/D1 . Activity Data A257
Capacity Reports/D1 ~

11
Service Review
Results

NODE: A25 ‘TITLE: Demand Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A26 IT Customer Transformation Management

A26 IT Customer Transformation Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'DE,D
FILENAME: PRMITV30.IDD "
MODIFY DATE: |  14/01/08 ‘ 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
IT Management IT Strategy IT Budget T Portfolio Business IT Plan SLAs OLAs UCs
Ecosystem c3 C6 c4 Strategy c5 c1
Cc2 i c7
15 v ; - ‘
Market Data Establish IT
13 Customer )
Market Analysis Transformation ~ IT Customer Transformation
N2 Management Framework
Management
11 Framework
Customer A261
Profiles IT Customer
Understand | Context
IT Customer [
Context IT Customer
11 B Transformation
A262 Candidates
Current
Business Climate 1 > Identify T J . o5
o Customer l\ IT Customer
P Transformation Transformation Themes
Customer Directions : o
i Opportunities |- and Evaluation Principles
and Intentions < pp! A263
18
IT Research > Develop IT P 06
14 Guidance Customer Sales&e%ﬁs
Stakeholder ; K »
Requirements Transformation Project Proposal
! — Proposal
Project Plan/D1 ,’ A264 N . . .
) ) ~— \ 4 > IT Financial Modeling
IT Financial -

- . — N Request/S3
Modeling Analysis/D3 | Enable and » 02
I;ilution Promote IT IT Customer Capability
Plans and Customer Adoption Interventions
Commitments Capability — 1
e — — Adoption P 03

ustomer Capability IT Customer Capability P A265 IT Customer Capability
Adoption Events A Enabling Requirements Adoption Plan
Knowledge ts/D3 ° o
12 N J Optimize IT p 04
Service Customer IT Customer Benefit
Catalog Benefit Realization Report
| S Realization
Proposed ’ A266
16 IT Customer Capability
Service Resilience Adoption Improvements Evaluate IT
Plans hd Customer IT Customer
L_ Transformation - Transformation
Management
110 )/ ’\Sarr]fagemem Evaluation
Business IT Customer Transformation € Ol‘manA02667
Metrics Management Activity Data
NODE:  A26 TITLE: IT Customer Transformation Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams

A27 Customer Satisfaction Management

A27 Customer Satisfaction Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'DDD
FILENAME: PRMITV30.IDD -
MODIFY DATE: |  14/01/08 ‘ 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
IT Portfolio  IT Management IT Strategy SLAs OLAs UCs Service
C5 Ecosystem c4 c1 Catalog
L c3 J Cc2
14 J
Customer ;Lé"
Organization Establish
Customer > Customer Satisfaction
. . »
1 Satisfaction ~ Framework
Customer Management °
Profiles M Framework Customer
A271 Satisfaction|
Data_
Customer Unsolicited
Satisfaction Capture =N
5 Targets Customer
Customer Satisfaction [
Satisfaction Data,,7, N Customer
Input e Satisfaction
Analysi:
Customer Satisfaction < Analyze na )IISIS » 02
2 Data_ Solicited < Cu§t0m§r Incident
Service Review Satisfaction !
Results — o1
A213 Customer Satisfaction
Product Performanceg ~ J Manage Issue Communications
Assessment/D1 NI “>
17 Customer Customer Satisfaction
Customer Satisfaction g\ Issue Resolution
Satisfaction Issue ~ Directives
Issue Resolution |~ Customer
A274 Satisfaction
Assess Patterns
16— Customer
Customer Satisfaction
Issue Feedback Patterns N
Cugtomgr —~ A275
Satisfaction Issue > Communicate
Resolution Response Customer > 03
13 J Satisfaction Customer Satisfaction
Service Achievemen Management Results and Trends
Reports
Resultg, o
Marketing and [ J
Sales Reports/D1 _| Evaluate
Customer Customer
Satisfaction 5 Satisfaction
ad Management
Z
Customer Satisfaction Management Evaluation
Management Performance
Activity Data A277
NODE: A27 TITLE: CURRENT PAGE:

Customer Satisfaction Management

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams

A3 Direction

A3 Direction

PROJECT: PRM-IT V3 MODEL COMMENTS: | VERSION: | 3.0 PAGE COMMENTS: |MODELLER: ‘ CFB/IRM ‘ CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT "o,
FILENAME: PRMITV30.IDD CH .
MODIFY DATE: 14/01/08 07:45 PM @ Copyright BM Corporation, 2008, A IR ightsR eserved
Environment  IT Management Underpinning . Budget Security Policy Market Analysis SLAs OLAs UCs Compliance Plans
Information Ecosystem Contracts c7 c1 c2 and Controls ) X
Technology 4 c3 Cc6 C5 cs ~ IT Service Provider
Capabilities ) ( \/’ Value Profile
and Trends — 9
——Pp 01
Business ) [ 4 IT Busi
& usiness
Strategy yyy T Stategy IT Capabil IT Business Value ™ Contribution and
In pability
IT Strategy Outlines Potentjal Capabilities
| » 02
~ 4 trat
f ( IT Strategy
: N y
A31 @ (T Industry Models
and Stgndards
Security IT Research IT Research o Viable
Plan/D2 Requests ~ — and P Innovation
Innovation p 08
19 — A32 IT Research
Solution Guidance
Deployed \ 4
17 .
Service Reyilien Architecture p 07
Plans — Business and
o Management T Madols
Solution Degsign
A33 Risk Assessment 010
. nd Mitigation fPlans Architecture Baselines
113 N - and Roadmaps
Solution IT Strategy < Risk » 05
Plans and Architectural Implications Management f Lo
Commitments P . 9 . Change
|10C p " Business — : h Request
onfiguration Risk Posture (]
Information P A34 P O11
Product Package
1 Product
Project Proposa| Management
14 p 03
Service Level Package . IT Portfolio
A35 IT Business
Value Report 06
8 Product Proposal Portfolio Project Charter
Change Management f—
Information
16 » 04
IT Financial ass )| e —_ Program IT Plan
Reports Charter
—e
" s ‘P Program » F’rog;?m
; an
Service Portfolio Decision and T Portfolio D] and Project ~ 09
Igatalog Resource Allocation  Performance Report Management Project Plan
Stakeholder Business i
Requirements ) Project o
15 Management f
Business Framework Q’ Program and
Input ¥ Project Reports
NODE: A3 TITLE: Direction ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A31 IT Strategy

A31 IT Strategy

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT 'DDEE
FILENAME: PRMITV30.IDD ‘e
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright BM Corporation, 2008 A IR ightsR eserved
IT Management i Technology ~ Underpinning |1 g qqet  Security Policy
Ecosystem Market A:alys's Capabilities Contracts Cus 9 Ccé
c2 c and Trends C3
¢ L C1 J
Establish IT
» Strategy < IT Strategy
Process P Process Framework
" — Framework ) )
Business A311 Business Strategic
Wantt d Need:
Strategy ants and Needs ~ 06
Understand IT Research
IT Customer —~ Business Requests
Transformation Themes Strate 4> _ o1
and Evaluation| Principles/D1 ~—" g9y — IT Service Prowdler
A312 Business Aligned Value Profile
IT Goals 04
IT Business Value
8 p| Determine IT Potential
IT Research —P Strateg_|c .L/
Guidance Potential |-
p 03
6 A313 |~ IT Capability
IT Strategy Outlines
Architectural Implications
P’ | Pp| Develop IT » o5
15 »
Architecture Baselines St,r,ate,gy IT Strategy
and Roadmaps| Initiatives Initiatives
A314 [ )
12 J ) p -
IT Portfolio prategic IT Value | Consolidate
P and p 02
Communicate IT Strategy
IT Strate: )
13 s
IT Plan IT Strategy
17 e Assessment
Viable Monitor and
Innovation Assess IT
Strategy
Effectiveness
A316
Evaluate IT
Strategy — IT Strategy
> Process [y ¢ S0
14 IT Strategy Process | Performance
IT Portfolio Activity Data A317
Performance Report
NODE: A31 TITLE: IT Strategy CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A32 IT Research and Innovation

A32 IT Research and Innovation

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT D-EIEh
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright BM Corporation, 2008 A IR ightsR eserved
IT Management IT Budget Business IT Strategy IT Portfolio
Ecosystem c4 Strategy c1 Cc5

C3 c2 J\

by b
Establish IT
Research and Q IT Research and
/—’ Innovation P Innovation Framework
Framew?{é(m IT Research and
Innovation Candidates
2 Identify IT
IT Research Research and
Requests Innovation
N .at o IT Research
> Candidates [ Project
I S A322 Charter
Technology R Request for
Capabilities Qualify J P IT Research
and Trends Candidates X_ ~—' Capabilities
and Define IT -
Research and N TR "
: esearc
I - Innoyatlon [ and Innovation
Business and ProJeCt§323 R Project Results
IT Models IT Research
Capabiliies Perform IT P Project Charter/S2
14 — - Research and ~
Solution_ Innovation
Deployed Project )
02
f A324 IT Research
Program and - N\ J Guidance
Project Reports/D3 |\ __ «
IT Research and Rejected IT Research Promote IT
Innovation Watch List and Innovation Candidates| Research and
o Innovation p O1
Results | V'i.b'e
A325 nnovation
Evaluate IT
Research and . ITResearch
d Innovation > and Innovation
IT Research and Innovation Performance Evaluation
Activity Data A326
NODE:  A32 TITLE: IT Research and Innovation CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams
A33 Architecture Management

A33 Architecture Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT D:._Eh
FILENAME: PRMITV30.IDD ‘e
MODIFY DATE: |  14/01/08 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
IT Management IT Budget |T Portfolio Industry Models Security Policy glectjgtg
Security Ecosystem c2 c6 and Standards C5 aCn‘I
M D Cc4 C3
anagement —
Framework/D4 ~—" L
1 RN *
IT Strategy Establish
P Architecture > Architecture Management
Management > Framework
110 Framework ~
Business A331 ‘
Input -
Review P 05
»
Overall IT Research
'E? - Environment Requests
S:Jrzltr;egsys gn d B Architecture]
Architecture | Need
A332
12 Architecture_ (T®
IT Capabili C t Stat
omn?.’;z " urrent State Create and _
i i 04
14 Maintain T oo
ITR h Architecture , e ey
G _desearc — Architectural Implications
uidance
a Modelgs3 |- o1
e Business and
:I,f;{f,t:fy Architecture_ S \—pp| Define and IT Models
Future Maintain / » 03
15— Architecture Architecture Baselines
Technology . R
Capabilities Baselines and | and Roadmaps
and Trends Roadmaps
A334 Architecture
Transition
111 Promote Initiatives
Project Charter Architecture P > 02
Transition Project Proposal
Security Directives/D1 - 4 Initiatives |
~— A335
Business and IT Modgls
Update Package/D1 N Govern Q Configuration
- Architecture J Information Request/S2
Solution Design Usage
A336 \ < Architecture
j 4?/ Compliance Decision
18 Architecture,
Solution Exception Evaluate )
Plans and Architecture L~ ’\/IArchlt(-)cturet
Commitments S lanagemen
Architecture Management Management ~—' Evaluation
9 Activity Data Performance
Configuration
Information
NODE:  A33 TITLE: Architecture Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A34 Risk Management

A34 Risk Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Dnn-ﬂ
FILENAME: PRMITV30.IDD e
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright BM Corporation, 2008 A IR ightsR eserved
IT Management Business [T Strategy  1c0 0109y Security Policy Security
Ecosystem  Strategy c2 Capabilities c3 Plan/D2
cé6 c4 and Trends c1
C5
ve—— J
Security g Establish
Management Risk .
N QRISK Management
Framework/D1 Management | &P Framework
5 Pl Framework
. A341
Project Proposal
| Identify -
Threats, \Eldentified Risks
Vulnerabilities
12 and Risks [
Business and P A342 Risk Assessmen
IT Models
Assess [J
" Risk  [*
Market Analysis j
N
A343 ~
14 P P O1
Business " - E;SK Mstlgf_at!?n Risk Assessment
Risk Posture | Define Risk jln/s etinition and Mitigation Plans
Mitigation | ¢
16 Plans and
Program Counter-
Plan
measures
A344
Enact and ) )
0 te Risk 2 Risk Intervgntlons
17 4 pera ¥ and Indicators
Project Plan Counter-
/ measures
13 A345
Solution Design
‘ | Assess a.nd T Risk Mitigation
18 Rep_ort R'Sk Y Assessment Reports
Program and Mitigation
Project Reports Resultgs ¢
N VY
Security Reports/D1
s
Individual — Evaluate
Process — . X
Evaluations/D1 ] ‘ Risk < Risk
*P| Management >, Management
Performance Evaluation
Risk Management N34T
Activity Data
NODE: A34 TITLE: RlSk Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams
A35 Product Management

A35 Product Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT DD“:\_
FILENAME: PRMITV30.IDD ‘e
MODIFY DATE: |  14/01/08 ‘ 07:45 PM © Copyright BM Corporstion, 2008.4 I Righ tsR eserved
IT Management IT Strategy ~ Businessand |1 Bydget SLAs OLAs UCs
Ecosystem C3 IT Models c2 5
c4 C1
111 L )
Portfolio Decision and')
Resource Allocation i
11
Market Analysis -
I3 s Establish
trategy
Initiatives Product = Product
14 P Management > Management
Viable Framework P Fr'cllr'\r;‘e\golltk
| i inancial Modeling
nnovation A351 f \/’ Request/S4
19
Service — Formulate
Catalog Product P o
c t Product Proposal
Eroject Proposal oncep P Product Vision
A352 ~
110
Stakeholder P Plan and p 02
Requirements Control Product Package
IT Financial ~ Product N Profiqgt Lifecycle
Modeling Analysis/D4 | LifecycA J Definition and Plan
N Pl < S8s3 [y
Service Resilience ® Product Lifecycle | 3
Plans ) h nitiate an
Milestone Achievement < Oversee N P Portfolio Approval Request
15
Solution Pro,duclt
Plans and Realization, [ "B Project Charter/S1
Commitments P Froject Lharter
) o Guide |/
Solution Realization Product ] Product
'T?SURS and Issues/D1 Realization Status Transition p o1
Service Level Package and Shaﬂget
18 . — eques
Change Operahgg\ss
Information
Product Introduction _J | Monitor and
Service Review Results/D1 | and Usage Status Assess > Product Performance
h— Product N Assessment
Performapacs%
Customer Satisfaction ‘
Results and Trends/D3 N\ Evaluate
‘ ‘ Product =u Produc:
Problem ) *P| Management lanagemen
Information/D1 _ 5 ~~' Evaluation
Product Performa&%%
Management
Activity Data
NODE: A35 TITLE: Product Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams

A36 Portfolio Management

A36 Portfolio Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT DD“:h
FILENAME: PRMITV30.IDD "o
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management Business Architecture Baselines Compliance Plans IT Strategy
Ecosystem Strategy and Roadmaps and Controls c2
Cc4 c3 c1 C5
| A\
l 5 v
Establish
Portfolio — Portfolio
) | Management > Management
Project ] Framework
g — Framework
Information «_| A361
110 .
Service Inv,entow IT Przjecl IT Portfoli Proposal
Catalog Projects and [—, and ortfolio . Additional
Services Service Categories > Information
IT Customer =~ Inventory IT 4 " Request
Transformation Themes A362 L Portfolio
and Evaluatioh Principles/D2 ~—" Baseline
16 Create and
IT Strategy i i hd
Initiatives > Malmam. T 03
5 ——— Portfolio Pfogram
Project Propogal Categories | Charter
A363
s Assess 04
Fl’éoduct Propgsal and IF_’I_n;posfecIj Project Charter
- rtfoli
Service Resilience Prlontlzg Targoetso °
Plans IT Portfolio | o1
A364 IT Portfoli
I\;iable ‘ Make IT - ortfolio
Innovation E')Dor_tf.O“o
Risk Assessment ems(lions
and Mitigation Plans an_ B 05
IR —— Commitments | T Pian
Stakeholder IT Portfolio|
Requirements A365 N Review
:\‘/‘Iarket Analysis : Conduct IT Results
p| Portfolio o7
H’ Budget Review PothfoIio Deuiijllon ?_nd
Customer Satjsfaction ~—— N Communicate esource Allocation
Results and Trends/D4 . » 02
Workf ™ A366 IT Business »
orkiorce ~~ IT Business
Management Value and IT Value Report
; ~— .
Information/DR2 Portfolio w
Service Pricing and I » 06
Contract Information/D2 «__ Performagscg T P?tfolio
112 - Performance Report
Program ang
Proj‘ect Regc rts . Evaluate
gem%e //E)(;hlevemem J Portfolio - Portfolio
eports/ ~—~ Y, Management Management
:? Financial Performance ~~" Evaluation
Reports Portfolio Management A368
—~ Activity Data
Business Metrics/D1
NODE: A36 TITLE: Portfollo Management ‘CURRENT PAGE:
©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n

reproduced in whole or in part wit




IDEFQJ Diagrams
A37 Program and Project Management

A37 Program and Project Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT D:.EIEh
FILENAME: PRMITV30.IDD o=
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy IT Management Compliance Plans Skills Plan/D1
c2 Ecosystem and Controls ( >
L C3 C1
: v i v
Business +
’\PATOJSC‘ Establish
F;”ﬂfgz(‘;ﬁ”t Program and Program
Project £ and Project
¥ Management
P Management Framework
Framework
1 A371
Program Program
Charter Status
Report
Program Change ~— Manage 4
Request N Program
P O1
< Program
14 B Project Plan
g AsT2 Definitior)
12 Define and
Project Charter Initiate
Project
Workf A373
orkforce
Management -~ < Pla.n » 02
Information/D1 " Project - ) —»>
Project Project Project Plan
i Status Tracking
‘ > A374 Report Report
Project N
Change Request Track and rj / [~ Implementation
B R rt & r\/ P Progress Data/S2
Risk Assessment epp A
and Mitigation Plans Project
14
Solution A375 | Control .
Plans and . § Project
Commitments Project & Directives
. f\ Project
Project Events = Completion
Project Directive” A376 Report
Outcomes N g
Close <>.
J Project . S P 03
Program and
Change — Project Reports
Implementation A377 Evaluate
Communication/D4 >~ Program and Program
Project b ?”0{
I rojec
'\garr]fagement ~~—'Management
Program and erformance Evaluation
Project Management A378
Activity Data
NODE:  A37 TITLE: Program and Project Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams
A4 Realization

A4 Realization

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag
FILENAME: PRMITV30.IDD Py .
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management Architecture BaselinesSecurity Policy Business IT Portfolio IT Strategy Security IT Plan SLAs OLAs UCs
Ecosystem and Roadmaps c8 Strategy c3 ca Plan/D3 c2 c5
c6 ¢ty c7 O\)
— 1
]
Project Charter NG S~ Solution
Requirements
13 w ( ~ Baseline
Project Plan
A A A 4
Solution <
14 Requirements p 06
gtakeholder < Solution
i 1
equirements : A4 g' Solution Analysis and Cor:rlriP:\:r?tg
16 Design Result:
Compliance Plans Solution and Issues : I _07
and Controls Requirements Solution Realization
Results and / Results and Issues
Issues Solution 1
15 f
Service Level Package AnaIyS|§ and
Design p 05
Solution Design ~— — F—— Solution Solution Desi
Request ¢ Ad2 [—\ Developmen olution Design
12 and Integration
Business and X e Results
IT Models Solution Design Y_and Issues
18 Package -
Configuration P Solution Py
|gformation Development P O1
Asset Deployment and F({)hanget
Items and Data Integration eques
A43 Y Solution \ 03
; ;est " cl Req!isition
esults
110 Solution and Issues > P 04
Cls Assembly Cl Data
Solution d Update Package
Test
Y Soluti
Solution_ ———— < ol lfl':sr;
»
Deployed Ad4 ~ Report
Security Risk ~ ~ Solution Acceptance
Assessment/D1 _ ¢ |__| Review Results
Solution JJ and Issues
Acceptance
Operational /\ — . 02
Documentation/D7 < A45 Solution_
Accepted
M/
Solution Realization ‘>  Project
Results and Issues J Events/S1
NODE: A4 TITLE: Realization CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A41 Solution Requirements

A41 Solution Requirements

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT =5,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Plan IT Strategy Business Architecture Baselines Security Policy SLAs OLAs UCs
Ecosystem c5 c6 Strategy and Roadmaps c3 c7
c1 Cc4 Cc2
N !
Program and A Solution
Project Management _ l i * ‘B Requirements
Framework/D1 ~ n Y ~—" Framework
Changed2 —— Establish
N aror Y\ Solution 5 Busi d IT Model
Project Charter H usiness an odels
2 — S o Requirements 4 Update Package
Project Plan Framewomu 1 /—;
15
Service Level Package Refine and
Verify Rejected
16 Business P Stakeholder
Business and Context Solution ~—' Requirements
IT Models A412 |~ | Scope and Stakeholder
13 1 Context > Requirements
Stakgholder Proposed ¥ Information
Requirements % Conditions Request
of Satisfaction .
Document and Requution
—. Reguirements
14 Analyze Stakeholder
Compliance Plans Solution " Validation
and Controls Requirements Accepted Request
o < A4T3 [ Solution Conditions N >
Prototype — - Requirements_ of Satisfaction Ve S'I QS
Work Products Solutl_on - Validated ‘Solution
Requirements D Validate |/ Requirements
: Results and
. < So!unon lesues
Solution Requirements .
Requirements i .
Stakeholder with hd Solution
Validation ~ Stakeholders < Project
Response pd Ad14 Plan L po2
D Solution
Solution Plans and
Requirements Commitments
Solution Defect List Manage
Requirements —_ Solution » Of
(B;lse“”e = Requirements Solution
ange Baseline Requirements
Request A415 Baseline
Solution Requirements
Change Proposal
17 J /)
Solution Realization
Results and Issues
Evaluate
Solution . Solution
P Requirements ¥, Requirements
N . Perf Evaluation
Solution Requirements errormance
Activity Data A416
NODE:  A44 TITLE: Solution Requirements CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A42 Solution Analysis and Design

A42 Solution Analysis and Design

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT RCH
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Plan IT Strategy IT Portfolio Security Architecture Baselines
Ecosystem C5 cé c4 Plan/D3 and Roadmaps
c1 c3 Cc2 Reusable /\. Solution Analysis and
i J—/ &\ Components % Design Framework
5 A IT Financial Modelin:
Business and 4> 9
IT Models V g F Request/S5
IT Financial —~ Establish
Modeling Analysis/D5 _\ Solution 02
Availability and Analysis and Change
Recovery Design > YS! Request
Criteria/D2 Design — Solution Design
13 T " Framewo/g% Additional
lszerwce Level Package 21 . " Information Request
R olution Configuration
EOIU".O" t 295'9"— | ,—b/\ Information
equirements onceptual = Request/S3
Baseline
— Create
Conceptual
i Solution » 05
Soluti J— . Py ( |l
F'Ii#sloannd Design Solution
Commitments A422 |— Soluti Plans and
ution Commitments
|é — Component
RZ;LTS; esign Identify and o </ Specifications
6 Select
Solution Realization Solution p O1
Results and Issues Components Solution Analysis and
A423 Design Results
Conﬁguration/\ and Issues
Baseline — \ » O3
_ P Create »
F|i7epor1/D1 Detailed CI Requisition
Configuration Solution 04
Information Design ﬁData
A424 |~ Update Package
Prototype
Worl - o7
~ -
Products/D1 w Validate Solution Design
18 Solution ~ Package
Security Risk k Design Soluti % c')6
Assessment/D1 With olution Design
Stakeholders
A425 Solution Design
. Solution Design Change Prdposal ] N Stakeholder
Solution - ? 3 N Acceptance
Design ~ Evaluate Request
Stakeholder N\ J N
Acceptance " Solution Solution Analysis
Response Analysis “» and Design
and Design Evaluation
Solution Analysis Performance
and Design A426
Activity Data
NODE:  A42 TITLE: Solution Analysis and Design CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A43 Solution Development and Integration

A43 Solution Development and Integration

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT RCH
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
Management  Architecture Baselines IT Strategy ~ IT Plan
Ecosystem and Roadmaps C3 C4
C1
Cc2
EStab.IISh Solution Development
Solution and Integration Plan _—_ Solution Development
y Development | » and Integration
- and Integration ~ Framework
Solution E K 03
Plans and ramew%m qu';:;;zct Solution Development Change
Commitments . or Service/S1 and Integration Environment Request
Define ,
2 Solution ) ? o1
Solution Design [Allocated Development N j/ Plaslsuggg
Package Asset ltems/D{ | and Integration Commitments
Asset Deploymeht tq Plan ag3; | Prepare P 05
Items and Data Solution Undat PCI kData
5 Development pdaie Fackage
g(ﬂulﬂona and Integration %
I6ep ove Environment .
R N Solution
cls M Acquire or [~ Components . Asset Deployment
| » Inquiries
Create L ond Requisitidps
Solution - Cl Requisition
14 — . Components |¢ e P 06
Solution Realization A434 | Soluti Solution
Results and Issugs | ?uno od Assembly
p| Integrate |/ 'Mesrate
Solution
Components 4
A435 “1 02
- Solution : é. i
Pp{ Refine | _J H olution
dT Tuned Development
an une and Integration
Integrated [V Results
Solution | Solution_ and Issues
A436 . ifi
Verlfy | ) Verified
Integrated |—&——
Solution Solution
Solution \ /; Verification
Verification A437 ~—" Request
Results >~ W Evaluate
(S ‘
Solution
Development
Solution Development and and Imegratlon
Integration Activity Data Performa%-igg
Solution
/\. Development
J and Integration
Evaluation
NODE:  A43 TITLE: Solution Development and Integration ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams
A44 Solution Test

A44 Solution Test

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT RCH
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Plan IT Strategy Security Architecture Baselines
Ecosystem C4 C3 Plan/D3 and Roadmaps
c1 c5 Cc2
I 4
Solution Establish
Plans and i
Commitments . Solution Test 4> Solution Test
Framework Request ¥, Framework
13 Ad41 for Product 04
Solution Design or Service/S2 . Change
Package Solution Request
Test Strategy)|
and Plans
. Dey elop N ~ P 05
Exisng 7> Solution Test | Solution
Jest Cases ~ Strategy and - Plans and
Configuration Plans g fest Commitments
Information Environment
pu < Ad42 Specifications
16 Solution Q Configuration
Solution Solution |~® Test P Information Request/S4
Requirements Test 7 Environment
Baseline Cases : Prepare and
Manage Solutior} Test
15 Solution Test Environment Baseline 03
Solution_ Environment [ = Cl Requisition
.
Deployed A443 02
: Cl Data
Solution
18 < Update Package
Solution Realization Test P g
Results and Issues Results
Perform
Solution Test | ~/
2 i b o
Solution R _IS_OIU“O” Solution
Assembly Ad44 est Test
Issues Results
and Issues
14 (p Analyze and
Cls Report
Solution Test » 06
»
p{ Results Solution
19 Test
Security Risk A445 Report
Assessment/D1
- J
Evaluate )
P Solution Test o Solion
o Performance I Evaluation
- A446
Solution Test
Activity Data
NODE: ~ A44 TITLE: Solution Test CURRENT PAGE:

©Copyright IBM Corp.

This material may n

4/24/08

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams

A45 Solution Acceptance

A45 Solution Acceptance

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT RCH
FILENAME: PRMITV30.IDD "
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management Architecture Baselines IT Strategy IT Plan SLAs OLAs UCs
Ecosystem and Roadmaps c4 c5 c3
Cc1 Cc2
Establish
Solution
- Solution Acceptance
] Acceptance > Framework
Framework
A451 Solution
Acceptance
Plan
1" Create / P 02
Solution Solution r j Solution
Plans and Acceptance hd Plans and
Commitments P PIanA452 Solution Commitments
Acceptance
Criteria
Define
S|5| " Solution &
olution
Requirements Acgeeta_nce R
Baseli riteria
I2ase ine 2453
Solution
Test S <
Report N < Perfqrm
Solution oo A p- O1
tion Acceptance
14 Acceptance olution ~
i i . N Review Results
Solution Design Review 2nd lssues
A454
\" Cem,fy <> Solution Acceptance
»
Slgl tion Realizatipn 5 Solution N Certification
uti 1zatl)
Results and Issugs Acceptance I Dols
ata
A455 Update Package
Package
7 Certified
Operational Soluti > 04
Documentation/D7 olution Solution_
Accepted
6 J A456
Security Risk
Assessment/D1
Configuration 1 Evaluate
on ; )
Audit Report/D3 {— Solution . Solution
Vad Acceptance >, Acceptance
3 Solution Acceptance | Performance Bvaluation
Solution Activity Data A457
Assembly
NODE: A45 TITLE: SOIution Acceptance CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may not be reproduced in

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A5 Transition

A5 Transition

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag
FILENAME: PRMITV30.IDD "oy 5
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
ge{v:ce IT Strategy SLAs OLAs UCs T IIE\/lanagErﬁenl Architecture Baselines IT Plan Compliance Plans IT Budget Environment Regulations
atalo cosystem i
o 9 c3 c5 CSY and R%e;dmaps c2 and C&;ﬂrols cs Information and Standards/D3
L e ) | I\ o7
I | .
[ I Project Proposal
112 ((—/A [
Change (
Request vvvvv(v
Change » 03
Management (ﬁange
13 — - Information
Solution Des@1 <
on <« /=~ Change Implementati
i <« A51 Release ange Cmp emen a‘[on
16 ’/1(\1 [ Acceptance ~ ommunlcac;:n
Product Package Change gﬁ:::i’l Change Schedule
\ > Solution Design
Release J ®.  Request/S1
" Management |
Solution
Plans and
° A52 02
Commitments Implementation Solution
P Dat Release =
10 /|| Progress Data Acceptance Release Deployed
Service Resijli \‘ Rquest
Plans
L Release Notice Deployment P 05
p Management Incident
Solution_
Accepted A53 \ IAsset Deploymen TR Customer
) j - ploy _¥» Satisfaction Issue/S2
Operational Inquiries

Schedules/D2 {]

15

Project Plan

and Requisitions o

17
Cl Data

Update Package

12
Cl Requisition

Configuration |
Information

ﬁqquest

09
Cls

Configuration
Management

4 Configuration
> "
¥ Baseline &mco)ﬁ

A54j

Configuration
Information

08
Asset Deployment

Service Request_
Authorized

18

Underpinning
Contracts

Asset
Management

A55

Items and Data

06
Asset Information

19 - -
IT Financial

Reports

NODE: A5

TITLE:

Transition

CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A51 Change Management

A51 Change Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT "o,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
ITPlan IT Strateg))T Management Compliance Plans  Service SLAs OLAs UCs Architecture Baselines Configuration
c5 c2 Ecosystem and Controls Catalog c3 and Roadmaps Baseline Report
c6 c7 c1 c4 cs
k J - & Change Management
% #‘V J J » Framework
Establish
Change
»| Management
1 9 2 Change -~ Change Request_
Framework Request » Reieoted
ghanget A511 | Create |Recorded N ejecte
eques!
and > Change Assessment
Record P Information Request
Change Change_
Categorized|
13 ———— Request P O1
Project Plan A512 Project Proposal
14 Accept — . .
Solution Desigh \_’ andp { > Projected Service Outage
16 C : N
ategorize 05
Configuration N Chgn e ( Change Schedule
Information K* A%13 H Chande p 09
A 4 Accoacad Change
t Assess |-/ p 08
Change Release
Change Assessment Acceptance
Information °
- - asta ) Change Impl >t t'04
2 ——— Asset Availability — ange Implementation
Operational Information/D1 \» Authorize ) Communication
Schedules/D2 and W
5 o Schedule » 03
Asset Deployment g Chaﬂg% vV Asset Deployment
Items and Data Asset Requisition e | Standard 17¥ > X | Inquiries
Status/D1 Change Coordinate |/ and Requisitions
Change
Implement » 07
Ilgelease ° i Cl Data
A atiops g Update Package
cceptance N . Change
Request Change_ Review Closed
Implemented and 06
Close Incident
7 F» Change ) Asset Data
Implementation A517 - J Update Package/S2
Progress Data >l Monitor and
Report p 02
Change Change
Change Status and Management Information
Information Request <
L ( A518 Evaluate
\ Change
Change
geplowsgt A ) P Management Management
ep?r S 4 Change Management Performance Evaluation
Service Request 7 Activity Data A519
Reports/D1
NODE: A51 TITLE: Change Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

IBM Process Reference Model for IT (PRM-IT Version 3.0)

reproduced in whole or in part wit




IDEFQJ Diagrams
A52 Release Management

A52 Release Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |[MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Sl
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
Compliance Plans |1 pjan IT Management Service chitecture Baselines — Configuration  SLAs OLAs UCs  Change Schedule
and Controls Cc6 Ecosystem Catalog and Roadmaps Baseline Report 4 c1
7 €2 c3 c5 c8
Release
A /k » Management
18 ~— Framework
Project Plan Establish P2
Service Resiliencs |~ Release Asset Depllr?r:ll;ri]r?en;
Plans M'fnagemerkm and Requisitions
14 ramew/%m o7
Product Package Implementation
Progress Data
Plan
13 Rel
Change N 04
9 Strategy Release
17 %J A522 | Stratecz)g!ly
Operational Solution Design
Schedules/D2 Request/S1
16 Design and q
Solution Build
Plans and Ral
Commitments " gogg,
5 — S A523 ) Update Package
Solution Design R 08
M —
Solution Release Release
Acceptea _Built P Test _and Acceptance
Operational ~ hvel”fy Rfugsst
D tation/D9 R
- :qumen ation/D9 Bease
P T E— A524
Configuration N / ) 05
Information — Release Notice
Q e Release Moni
sset Deployment Revision Request onitor and
{gems and Data Report . Release
Release Release P Reports
Acceptance |
A525
Deployment ~
Reports/D1 < \ Review and
\—’ Close 7 Release_
Rel ¥ Closed
Customer Satisfaction | [q
Results and Trends/D2|__ P A526 ]
1 J Release Review Results Evaluate
Change Implementation Release S~ Release
Communication Management Management
' Evaluation
Release Management Performance
Activity Data A527
NODE: A52 TITLE: Release Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A53 Deployment Management

A53 Deployment Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT So,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Plan T Management Compliance Plans Release Depl t
C3 Ecosystem and Controls a BéJSdget Strategy StAs OLAs UCs » Ma?]p;sgrr::zt
c2 c6 c1 C4 >
ﬁ Framework
110 V ' J “p Deployment
Project Plan Establish N A ¥ Program Plan
11
Service Deployment
Catalog W Management
15 Framework 03
Change AS531 Solution Design
Request/S1
Plan 05
16 Dei;ployment Asset Deployment
Service Resilience rogram Inquiries
Plans pu < A532 Deployment and Requisitions
C iliti
Prepare _
9 —
Operational Deploymt_ent S~
Schedules/D2 Capabilities |4 P Deallocated Assets/S1
N
golutiom A533
Accepted < Perform N Asset Data
13 iti
Ral Notic N A(;rra'm'SIttlo?' /d R P Update Package/S3
Asset Deployment ministration ; Security Work Request/S1
Items and Dat ] A534 | ~—" ] Identity and Access
Perform |1 j P Work Request/S1
Iégnﬁguration Deployment » 06
Information ) Cl Data
A535 w Update Package
18 . Verify
Service Requlest_ Deployment Solution_ > Deployment p o7
Authorized Items Installed ployn Implementation
and Activate Progress Data

ﬂ o1
Sofution_
Deployed

P

Incident

=

Servicg .. - RW\
eview
Ié | — Deployment » and Close
elease [
—~ Rework Need Deployment
Security Response/D3 '—— B
N~

4? 04
A537 CuStomer

Identity and /\ Monitor and Satisfaction Issue/S2
Access Response/D2 .\ Rebort > Deployment
" p ¥, Reports
12 / -*® Deployment
Change Implementation geployémem Progra/rgss
Communication ecords Evaluate
Deployment
Management
Deplgyment Management Performance
Activity Data A539
,—. Deployment
Management
" Evaluation
NODE: A53 TITLE: Deployment Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A54 Configuration Management

A54 Configuration Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT %o,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
Service IT Management Architecture Baselines Change Schedule Compliance Plans
Catalog Ecosystem and Roadmaps c1 and Controls
c2 c4 c5 c3
Asset Management ~ 3 c ESf!iathh
Framework/D1 \/' onfiguration s Configuration Management
14 Management N Framework
Solution Design Framework
A541
Solution R
Assembly/D1. " -
P Identify » O4
N . -
Configuration Change
1 Iltems Request
Change
Information
| Identified
1R g A542 | | cis
Cl Data
Update Package
3 c Cf(_)ntrol ) p 02
Change onfiguration Configuration
16 Items Baseline Report
Cl Requisition
18 \
Asset Information
[\ o1
A543 Cls
12 cl ?
Change Implementation Information Report
C icati \—b eport
|7°mmumca on Configuration comt >t‘03
i onfiguration
Configuration Status — Information
Information A544
Request
Verify and 4~ Configuration
Audit ¥ Audit Report
Configuration ~— Configuration
Audit Request. Items
A545
Asset Configuration Audit
Reconciliation” — _ Action Request Evaluate
Data/D1 Configuration —. Configuration
L2 Management
’\Sapfagemem " Evaluation
Configuration Management © ormaR&ee
Activity Data
NODE: - A54 TITLE: Configuration Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in




IDEFQJ Diagrams

A55 Asset Management

A55 Asset Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT %o,
FILENAME: PRMITV30.IDD "
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
T Architecture Baselines| IT Budget Regulafions Compliance Plans
Ecosystem and Roadmaps c4 and Standards/D3 and Controls
c2 c3 c5 ~— Asset Management
) c1 N Framework
Configuration
Management * Asset
Framework/D1>~—" - Asset sset Allocated
Establish Availability Requisition Asset ltems
Asset Information ~ Status
13 Management -

; o1
Service Request_ » \ / »
Authorized Framewgsr§1 l v Asset Deployment

. Items and Data

Deallocated Ready P " i
Assets * Y
Asset and hd > Asset Replenishment
»
Requisition Control - N Request
Asset Asset N Asset_
Asset/D1 Distribution A552 | Retired
Instruction P Control
[l D1 Asset P 02
|/-1\ — Avai Information /QSS?‘t Asset Information
sset Deployment AV4 [—Register )
Inquiries v InqUi ¢ K| _Conﬁguratlon

. B P Audit Request/S1
and Requisitions p < A553 ¢
2 S Monitor,

: Audit and Asset
Configuration A ~ s
Information Asset Reconcile \E ReCOHCIII%tI(in
Asset Data ~ Operational Asset ata
Update Package Data Records | i
Configuration /™ A554 | 7y AssetAudit
Audit Report/D1 p| Oversee = Action Request

Asset
:? Financial Contracts | _|
Reports and 7  AssetContracts
Financials P and Financial Data
Asset Information < J A555 Reti ,—~  Asset
— etire » L
or Report Request «_] _ P and P, Disposed
Dispose N
‘e pp| Of Asset
Asset Retirement Val A556
and Disposal Data Asset Retirement
_ and Disposal Ipstructions Report s~ Asset
¢ Asset >
. P Reports
Information
A557
- Evaluate
Asset_ Reactivated
¢ Asset
/\ —* | Management
14 Asset Management Perform
Underpinning Activity Data ir})gg
Contracts
Asset Q‘\ ManageAr::::
Licenses ' Evaluation
NODE: - A55 TITLE: Asset Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A6 Operations

A6 Operations

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag
FILENAME: PRMITV30.IDD %=y 5
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management 5| As OLAs UCs  Service IT Plan Compliance Plans __ Architecture Baselines Change Schedule IT Financial Security Policy
Ecosystem c6 Catalog ca and Controls and Roadmaps c2 Reports c8 Customer
c7 C5 c9 c3 C1 I Satisfaction
7 g 1 A Issue/S1
User L o1
Input Service 8] Output
P Service Request + Y equest ser Outpu
M Request esponse
12 N
Change Fulfillment d > o
Information < Service Request
Work s < A61 Authorized
Request; (P Servi¢e Exgcutio ® Work Request: fa > Operational Service
Work etri¢ Data) and Reports C(;)mplet(;d - 4 = Project Proposals
Data Input lo Service
15 i Py
Solution Execution .
» 04
Plans and >
Commitments Operational
A62 Monitoring Data
IT Administration
‘e ~
1 — < Data Lifecycle S » Support Data
Solution_ Request Data ' and Requests
Deployed Data_ Derived At > 03
18 — Management h\ Service Metric Data
Service Resilier\ce /_\ Data and Reports
Plans AB3 lanagement
° ) etric| Data P 09
Service [ = and Reports Change
Resilience || Data Event Request
Directives/D1 [~
Security = Management (,; 08
Monitoring Data/01 B | Data
B4 B Update Package
B n 4 Event Resolution
6 Event Incident » Directive
i Managemen
Incident anagement /; Incident_ Resolved
N »
‘ p 05
AB5 Incident
) Information
Problem
Management 11
13 P 06
Configuration A66 Problem
Information Information
Identity and p 02
Access Identity and
. Management Access Rights
14 hd AB7 Register
Solution Design v ]
Sty S e ety anc Acess s
Identity and Access ~ Monitoring Data
Work Request
NODE: A6 TITLE: 0perati°ns CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

n permission of IBM




IDEFQJ Diagrams
A61 Request Fulfillment

A61 Request Fulfillment

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT 'DDD
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Plan Service SLAs OLAs UCs
Ecosystem Catalog c2 )
c1 ~Request Fulfillment
ﬂ i » Framework
Change Management Establish
r5ramework/D2 Request
Solution Design Fulfillment
Framework
g AB11 /ﬂ 02
i3 s erwce‘
Service Resilience o Service Request, o
Plans Security Plan/D5 % Rejected — Response
1" Receive and "
I?{ervice Request Approve
Configuration Service B
Information —p Request | 05
A612 Service Request_ Incident
| o Fulfiled
Service Request_ ./
Knowledge ~ Approved Fulfill or hd
Assets/D2 Route P 04
J Service geh;['j‘g:t
" Request N\ Service Request
Operational B A613 [ i i
Documentation/D2 5 # Routing Information
) o3
Service Request 1 e Service Request_ Service Request_
6 Fulfilment Information N Close Closed Authorized
Problem Service
Information Request
B p O1
12 .
Change < AG14 Cugomer
i Satisfaction
Information Service Issue/S1
> Own, Monitor, gte‘?“es‘
Track and | g\ StaUS Senvice
Commumcate ) €Request
17 Service Reports
Incident Requesgsms
Information
Service Request
Customer Satisfaction /\ J Escalation
Issue Communicationg/D1 ~_ Py
Evaluate
Service Request ~ J ‘ L RequeSt F Flife_,]lques:
Status Input | Fulfillment uimen
Performance Evaluation
Request Fulfillment A616
Activity Data
NODE: A61 TITLE: Request Fulfl"ment ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A62 Service Execution

A62 Service Execution

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'-DD
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
Architecture Baselines SLAs OLAs UCs ITPlan |T Management Skills Inventory/D1 05
and Roadmaps c2 c3 Ecosystem ange
C4 c1 ( ) Request
03
Operational Service
19 - N Project Proposals
Solution Design (( ) .
~ Service Execution
A A 4 > Framework
5 Establish
Solution Service
Plans and Execution S~ .

- < w Operational
Commitments —B| Framework P, Schedules
12 — AB21 | ~ Work Requests_
Change N Integrated N Rejected
Information Solution Capabilities Work Schedule

- m and Operational Procedyres i

ﬁle;rr\:lsce Resilience — Schedwe r} p 010
and Adjust 1 Data Lifecycle

1 é 0I ; Workload -~ = Request

olution_ Recovered —P]

Deployed Service — AB22 ? Work Item » 07

Work [ Status Work Schedule Consumables IT AdminiStration

Requests ltem | Order ailépgzgugziz

Service Request_ o Assign and d /;Securily Work Request/S2

Authorized Delivery Control DeTvery ~ g

. Resources| R 02
Operational [ Delivery Resourges_ Identity and Access
chumentatlon/m ~ R Resour(ieesm — ) | Assigned 1\ Work Request
Incident_ Resolved Delivery Maintepance and

— A 09

Resources_ -z Replenishment Schedule Data_ Derived
esource " =
17 Recovered ) Status P Deliver
Service Service g
Resilience Work R > ?1
Directives/D1 —\) ork Requests_
Completed
114 AB24
Data » - 06
? N Consumption Operational
T « - Data Monitoring Data
p i Delivery Work Item_ Monitor and |/
ﬁ?;‘flﬁ;‘;iﬁ!"" Resources_ Multi Phase Report v
! P Released Service - P 04
Security J E ti Service Execution
Response/D1 <_ . xecution Metric Data and Reports
112 J Maintenance and Operations
Event Resolution Replenishment Data AB25 j 08
Directive * Incident
13 Resource Evalu_ate
Operational Adjustments R Serw(?e = Service Execution
Monitoring Data - g Execution >, Evaluation
Service Execution
14 Activity Data Performage(:z%
Work
Data Input
Identity and N
Access Response/D1 . __
NODE: A62 TITLE: Seerce Executlon CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in whole or in part wit i n permission of IBM




IDEFQJ Diagrams
A63 Data Management

A63 Data Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'D.D
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
Architecture Baselines  IT Management  |T Plan Compliance Plans  SLAs OLAs UCs Change Schedule
and Roadmaps Ecosystem Cc3 and Controls c6
16 — — c5 c1 c4
Service Resilienc) o1
Plans j Operational Service
Project Proposals
gervice Establish
Resilience Data
Directives/D1 A Management . Data
Framework P> Management
15 A31 Data Lifecycle ~ Framework
ICi;ange‘_ Management
niormation Plan Data  [Plan I
R - —P» Security Request/S1
Portfolio o ~ yRed
19 Lifecycle ;
Solution Design Y
—P AB32 Acquire and
Data_ External - Prepare Data_ Update Package
Data Prepared
A633
Data
1o - Control, ‘B Resource
Solution_ Deploy ~— Catalog
Deployed and
13— Maintain
Data_ Derived Data > 06
T A634 \ 4 Data
Data Lifecycle -
-l 4> Implementation
Request H Backup ®_ Progress Data/S1
and
) Restore
Security — Data | 2 Backed Up Data
'?’26590"56/'32 — AB35 J P, and Manifest
Operational AN Dispose /; Data_ Disposed
Monitoring Data Data_ Restored of Data \ ~ P 04
18 - Operational
Configuration [ ) Monitoring Data
Information AB36
1 / Disposal Notification j Monitor and
Event Resolution p 05
Directive Backup [ Restore e Report Incident
Request Request Data
" Management
Service Request_ Operations
Authorized AB37
g 02
Evaluate Data
Change Data Management
Implementation M Metric Data
el anagement
Communication/D1 "
Performance and Reports
Data Management AB38
Activity Data S~ Data
Management
Evaluation
NODE: A63 TITLE: Data Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

IBM Process Reference Model for IT (PRM-IT Version 3.0)

reproduced in whole or in part wit




IDEFQJ Diagrams
A64 Event Management

A64 Event Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |[MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E':.D_
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
7 IT Management ITPlan  Architecture Baselines  g| As OLAsUCs ~ Change Management
Solution Design Ecozy:tem ca and Roczdmaps c3 Framework/D1
12 j 9 > o1
Solution_ Operational Service
Deployed &‘ Project Proposals
p| Establish
Event
1B Management Py Event
Changel Framework 5 Management
Information ] AG41 l Framework
14
Service Resilience Detect
Plans and %veon?
Log Event N
Event_
N — g AG42 Significant
Operational
Monitoring Data Filter Event
15 02
Security Change
Il\élonltorlng Data/D1 /» L Request
Configuration AB43 Evem_ .
Information rocesse
18 Correlate .
Identity and Access Events and » 04
Monitoring Data Select Incident
Response L)
Event_ A644
Escalated J
¢
- Resolve P 06
Z:T Event Event Resolution
Event Event Directive
Analysis L/ Event_ Ready f
Updates™~—" Derived AB45 1 Cleoas(\j};eor
p 03
Cl Data
I\/ Close Event Update Package
- 0 Event_
¥ Closed
AB46
Evaluate
Event — Event
° Management
s Management Y Evaluation
Event Management Performance
Activity Data AB47
NODE: A64 TITLE: Event Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may not be reproduced in

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams

A65 Incident Management

A65 Incident Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'DDD
FILENAME: PRMITV30.IDD %
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
ITPlan  IT Management SLAs OLAs UCs
C3 Ecosystem c2
C1
17
Solution Design +
Establish
15 Incident < Incident
Service Resilience Management (/Management
Plans Framework Framework
» AG51 Incident_
) Logged
12 Id entlfy ;\ Asset Data
. P Update Package/S1
Incident and Log » O1
. »
—p Incident Cl Data
Update Package
P A652
k) -
. p|  Classify » 05
Configuration Incident and Service Request
Information Provide Initial o Incident_
Incident_ ~—P Support Classified Incident_
w Needing 1$ P A653 | Resolution
Reclassification i Plan
Operational PN Investigate
Documentation/D3 <__ and
Diagnose p 02
Incident Change
Knowledge ~ ) A654
Assets/D1 | Request
Resolve
j Incident and p» 03
n N Recover Incident_ Resolved
Operational S .
Monitoring Datg ewlcfess
M Incident_ Incident
Resolution Unsuccessful — Incident
ICI'f]anget . ICl%Se t Closed \/Communication
nformation nciaen
8 _J to User
Problem
Information AB56
13 Own
Event > Monit Yr
Change —~ onitor, » 04
Implementation Track and Thcident
Communication/p3 ~—" Communicate Information
Incidents
AB57
_ Evaluate
) ] Incident
Requestfor | ‘P Management
Incident Status . Perf
and Information —" InC|_dt_-.‘r|t Management errormance
Activity Data A658
Incident
L/’\ Management
~—" Evaluation
NODE: A65 TITLE: Incident Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A66 Problem Management

A66 Problem Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT E'DDD
FILENAME: PRMITV30.IDD "o
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Plan |T Management IT Financial Architecture Baselines SLAs OLAs UCs
c4 Ecosystem Reports and Roadmaps c3
[o3 C5
gervice Resilignce )\
Plans { *
Establish
8 Problem Q’?Aroblem .
P Managemen
Solution Design Management ~—'Framework
| Framework
A661
13 - Detect
::%?rir:tion and Log
Problem ,,\Pmb'em
Supplier Product 1 A662 ,—. Configuration
and Service - . 4> Information
Information/D1 N_p Categorize ~—" Request/S1
Service Resilience and
R D2 R Problem_
eports N Prioritize Prioritized
16— > "
Configuration Problggas
Information .
7 — P! Investigate
Operational and > Known
Monitoring Data Diagnose N ( X Emor
[
Event i < PrObl%rgéA
Iéhange I;_roblem_Rub Resolve _
iagnose: [}
Information o P! Problem (ﬁng;
Major R t
Operational G ‘ — Problem eques
Documentation/D4 \_— A665 J , Review
Service Outage ~ | * {' Results —~ Service
Analysis/D1 | Problem_ Problem_ Problem Lpp| Close and P Improvement
Reprioritization Further Investigation P Review d ~ Input
1 R t Resolution \*—’ A
¢ _ Reques Request Probl
Change Schedule roblem Problem
‘ g A666 [ Closed ¥
Change -
Implementation p{ Monitor, » 02
Communication/D2 |>—" Track and [ Problem
Report — Information
Request for Problems
Problem Status A667
and Information Evaluate
N % Problem
Management
Performance
Problem Management A668
Activity Data
Problem
G’\ Management
~—" Evaluation
NODE: A66 TITLE: Problem Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A67 Identity and Access Management

A67 Identity and Access Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT D”nn
FILENAME: PRMITV30.IDD o
MODIFY DATE: |  14/01/08 ‘ 07:45 PM (© Copyright IBM Corporation, 2008, All Rights Reserved

ITPlan 1T Management Business Identity Rules  Compliance Plans S| As OLAs UCs  Security Policy
and Controls c3 c5
C1

) ) J\

c4 Ecosystem
o2 )
17
Solution Design £;+

Establish
Identity and . Identity and
6 —p Access P> Access Management
Security Management ~ Framework
Plan/D1 | Framework
12 AB71
Service Request_ Evgluate ar)d
Authorized Verify Identity
and Access [
Identity and Request | Identity
1 Access Request A672 Request
Identity and Access
Work Request
Create and p- 01
Maintain Identity and
|dentit Access Rights
entity Register
L AB73 |
5 > Identity and
i Access Request " J Access Response
Security - | 9 Provide and
Directives/D2 Maintain
4 Access ~
Configuration R'thism
Information - 03
Incident
(- Monitor and
N Report < ldentity and
. »
3 Identlty and J Access Reports
Security Access
Monitoring Data/D1 A675 7
p 02
- * Identity and /ﬁcess

Request for

L
Identity and Access

I —~ Monitoring Data
Identity and Access | Directives Evaluate
Information ~ Identity and
Access
Identity and Management
Access Management Performance
Activity Data A676
S~ Identity and
Access Management
~ Evaluation
NODE: A67 TITLE:

Identity and Access Management

‘CURRENT PAGE:

©Copyright IBM Corp.

This material may no

4/24/08

e reproduced in

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A7 Resilience

A7 Resilience

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Say
FILENAME: PRMITV30.IDD Tog o
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy |IT Management IT Plan SLAs OLAs UCs Eln;/ironrn_ent Aldgntlt{;mr?t Service IT Budget Business
c3 Ecosystem C5 ; nformation  Access Rights catalog Industry Risk, Threats Strategy
gervice Metric Dat c6 g c2 Regulations c7 Register c4 $ and VDI/nerabiIities c c8 P 06
4R " ‘ and Standards/D1 c1 Change
and Reports : — Request
17 I C | . )
Business NG I Service Resilience
:?zut i Plans
Business
Business and {V Cormplignd ¢ Continuity
IT Models Compliance | Certiicgfidn L\ o [\ Policies
Management |~ P O1
9 Business Output
111 02
Asset Information s A71 Business Security Compliance'Plans
112 — sdeurity Plan Policies and Plang and $°n18'f
Solution Design y Incident
Security
" — — Management | — 03
Architecture Baselines i Security Policy
and Roadmaps Py \
7 AT2 (g
Securit ™ . ilabili .
e = SeuutyRepors || ¥ > oniorser
Availability ¥ Monitoring Data
17 Management fj
Stakeholder A Ny -
Requirements . 2 Service Resilience
5 Y, AT3 S' Z Reports
Incident N vailabili Capacity
Information vailability Reports Service
15 Reports gesilience
ierr\:icg R:quesL Capacity Directives
I4ut orize: Management
Operational
Monitoring Data °
A74 ;-
J . Facilities
léglution Capacity Plan Plans and
Plans and Facilities Specification:
I<1:gmmitments Management
ervice Level Package f\J » 05
Change Schedule l 5Data
6 — Update Package
Problem w L
Information .
19 / IT Service |
Change N Continuity | )
Information Management )
10 IT Sgrw_ce
Configuration A76 Continuity
Information j Plan
18
Solution_
Deployed
NODE: A7 TITLE: Resilience CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

n permission of IBM




IDEFQJ Diagrams
A71 Compliance Management

A71 Compliance Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT "o,
“a
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management Business [T Strategy ~ Regulations Security Polic
Ecosystem Strategy c1 and Standards/D1 C)ZS Y
c2 c3 c4

Business

Compliance

Plan "

J Establish
2 —e Compliance )

R N ~ Compliance Management
:Eiusmess Management 6 ’ Frar?1ework
nput | Framework Compliance

A711 Requirements
< Identify
Solution Compliance Compliance
Requirements Requirements Requirements_
Baseline/D1 ] B Assessed
A712
:33 - d p| Assess
usiness an N ;
T Modals < Compliance
" Requirements
N [
Asset Information P A713
Define
H 02
(;ann:rzlllsagclgn Compliance Plans
Risk Assessment - B and Controls
and Mitigation Plans/D1 . A714 ,— Compliance
Operational
~— Capabilities
" Implement
Service Metric Data Compliance
and Reports Controls Y Configuration

L P Audit Request/S2
Individual —~ A715
Process — ~— Compliance
Evaluations/D2 ~~— Audit Invocation

Audit and
15 Report p O1
i L
Security Reports Compliance Compliance
A716 Certification
~ Compliance
Program and ™ Evalgate ¥ Audit Reports
Project Reports/D1 | Compliance . Compliance
) * P Management > Maé‘jgﬁg;’x
Configuration Compliance Management Performance
Audit Report/D2 ] Activity Data A717
NODE: A71 TITLE: CURRENT PAGE:

Compliance Management

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A72 Security Management

A72 Security Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |[MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Cmy
o
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
Business Security Regulations IT Management |T Strategy IT Plan SLAs OLAs UCs Identity and
Policies and Plans and Standards/D1 Eco(s:ystem c2 c3 ca Access Rights
c7 c5 1 Regist
I | | gister
; ¢ I I J C6
Establish
18 Security ~ Security
o Management B Managermen
Framew/%r%(1 l amewo
> Produce and
Maintain S ,t% I(?3
: ecurity Policy
Identified— ng,ﬂgtyy R Securi > - Security
Risks/D1 ecurity ¥ Risk Assessment
~— Ar22 Risk Analysis
4 p| Analyze Security < Information Asset
Architecture Baseline] Threats, \/’ Security Classification
and Roadmaps Vulnerabilities o6
and RISKSA723 N Security Plan
13 — - 04
Solution Design Classify Service
. h Resilience
Operational . Information Dractivee
Documentation/D5 _| Asset Security Procedures ot
Ve Securgyy N and Infrastructure Change
I Security Directives| gequest
ecurity
12 »| Planand R
Asset Informati@ Implement l/J ._[V esponse
Security 1
Compliance Plans Pradicﬁ?zs B % Security 05
and Controls Violation ecurity
1o Operate Monitoring Data
Facilities . Security »J
glans_f_anc:_ S 7; Protection l \ p 02
pecifications ecurity . -
M Request MechamX?ngg Incident
Service Request_ Monitor,
Authorized Assess, p 07
gecurity Audit and Security Reports
Work Request Report
17 Security,
Incident
Information - Evalugte .
Security Security
N “t Management [P, Maé‘a;e;%‘nl
15 ecurity Managemen Performance valuati
Configuration Activity Data A72
Information
Identity and Access /™
Monitoring Data/D1
TITLE: CURRENT PAGE:

NODE: A72

Security Management

©Copyright IBM Corp. 4/24/08

This material may n

IBM Process Reference Model for IT (PRM-IT Version 3.0)

reproduced in whole or in part wit




IDEFQJ Diagrams
A73 Availability Management

A73 Availability Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “og
“a
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy IT Management S€TVICe Security Policy Solution Analysis and SLAs OLAs UCs T Plan
c4 Ecosystem Catalog c1 Design Framework/D1 c3 s
c2 Cé
5 Establish
Stakeholder \ P Availability /-~ Availabilty Management
Requirements > Management \o] Framework
Framew&%1
Determine
13 Availability
Architecture Basdlifies ) > .
and Roadmaps | Req“'remi?gtf
Business Impact 17| Forr_nUI_a,te
Assessment ] Availabili Availability
vailability Availability and
111 - and Recovery S~ Y
. Requirements . P > .
Solution q DeS|gn Criteria > Recovery([))gtslgn
Plans and AT733 Availability rieria
Commitments
" Targets
Projected Service|Outage/D2 - Define and 9
~ Implement
" Availability [
Security Targets and b
Monitoring Data — .
Related 2 Availability Metrics
14 Measures N Model
Solution Design AT34
o Monitor,
Operational PanaRlyze
Monitoring Data an ! 999” » 03
Availability [ |
A735 Availability
16 Reports
Configuration
Information | tiaat
Service Achievement| nvestigate o~ .
I Service Outage
Reports/D2 Unavailability > Analygis
Supplier Product and o1
Service Informatign/D2 R Change
) A736 9| Produce Request
17 <
Change Availability » O2
2Information Plan Avaﬁ)ility
) B
Incident ATST Evaluate Plan
shformation Availability | —  Availability
Problem ————P| Management Management
Information ) —~ Availability Management Performance Evaluation
Operational Documgntation/D6 Activity Data AT738
I9Facl ities
Plans and
Specifications
NODE: - A73 TITLE: Availability Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A74 Capacity Management

A74 Capacity Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘VERSION: ‘3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag,
"o
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Management IT Strategy IT Plan Service  SLAs OLAs UCs
Ecosystem Cc3 C4 Catalog c2
C5
L M v
Establish
14 f’ i
Change MCapaC|ty > Capacity Management
Information » anagement N Framework
Framework
18 — AT41 N
Solution
Plans and
Commitments
Model and /; N _Capam:y
12 Size Capacity = Requirements
Architecture B Requirements | )
and Roadmapg A742
o
Capacity Models j
and Results .
i~ Monitor, »
Analyze » o1
Capacity
13 and RePO” Operational Reports
Configuration Capacity Schedule
Information j Usage Directives /—Ck 02
A743 Capacity Delivery ange
s — Resource Reallocation Request
Operational Capacity Baselines | ¢ Directives
Monitoring Data and Profiles > N
Operationa N < Supervise [ < Costing and
Schedules/D1 |1 : Tuning and 1 [ P Charging Request/S1
9 Capacity Iy
Service Level Package Delivery .
Service Demand Forgcasts/D1 /\% A744 Service and
Service Achievement ~—~ Resource Tuning 03
Reports/D3 N Directives Service
Tuning and Resilience
1 Capacity Delivery »| Produce and Directives
Incident " < Maintai
Information ﬁllqcatlon < alr'] ain J .
ttcome Capacity Plan p 04
Capacity Plan
16 AT45
Problem
Information
o Evaluate
Change Schedule CapaC|ty ~~ Capacity Management
17 ~*®| Management Evaluation
Facilities Capacity Management Performance
Plans and Activity Data AT746
Specifications
NODE: - A74 TITLE: Capacity Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams
A75 Facilities Management

A75 Facilities Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag,
FILENAME: PRMITV30.IDD "o
MODIFY DATE: 14/01/08 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
SLAs OLAs UCs IT Management [T Strategy Bu§|pess Security Bus[ness Regulations IT Plan IT Budget Security Policy Identity and
cs Ecosystem c6 Policies and Plans Facilities and Standards/D1 c7 c8 c2 Access Rights
c4 Cc9 Plan c3 Register
110
Change

() :

Information
Asset Management
Framework/D2 N2
Establish
Supplier Management Facilities —~ Facilities
Framework/D1 N2 > Management ?/ Management
> Framework Framework
IT Service Continuity N P A751
Management Framework/D1
Security
Management C Plan » 04
Framework/D2 j Facilities Facilties
IS7 |ution Desi Plans and
olution Design Specifications
13 S~ Facilities
Security Plan Procedures
ecunty — ~~—"and Schedules
I|1-|1 Servi F> Are2 7 a Facility Request
ervice
Continuity '\Iﬂzzﬁl?; J Response
Plan —P
19 Request Facility
Configuration > N Request
Information ATS3 j Erlflllment p O1
6 an
Architecture Baselines 7S Change
and Roadmaps g. Request
" Facility 03
Request Cl Data
Capacity Plan ) Exceptions Operate and Update Package
M- ~
12 — Maintain > Asset Data
Availability o ¥ Update Package/S4
Plan Facilities
I8 / A754
Change Schedule
9 Facility » 02
o '.Y Request_ Incident
Service Request_ - Qualified Facility
Authorized ;aC'“tyt “B Incident
eques! E N =
valuate Closed
Change/DC J Facilities P Facilities
15 o | Management > Management
Evaluation
Incident Facilities Management Performance
Information Activity Data AT755
Facility ~
Incident_
NODE: -~ A75 TITLE: Facilities Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A76 IT Service Continuity Management

A76 IT Service Continuity Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “ag,
o
FILENAME: PRMITV30.IDD "
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy IT Management Service ~ BUSINeSS g6y Risk, Threats Security Policy IT Plan Security Plan SLAs OLAs UCs
E005ystem Catalog Continuity -~ ang Vuinerabilities C3 c1 cs5
Policies c7 cs8
\ i i | A
Security Estabhsh IT (
Management Service
Framework/D3 Continuity < IT Service Continuity
¥~ Management Framework
Management ; Business Sefrvice ~ 9
| Framework Continuity
A761 Identify Requirements
Business
Service IT Service
5 Continuity | Continuity
i Policies and
Architecture Baselines Requirements - -
Strat IT Service Continuity
and Roadmaps Aoz Create and ooy N Risk Reduction
intai »
Maintain IT f/ ~—~ Design Criteria
Service e
|g p o Continuity
ompliance Rlans
and Controls i Strategx763 A
17 ~
Configuratior) IT Service
Information Continuity 7
Requirements Create and
12 Maintain IT » 03
Change Service IT Service
Information Continuity |~ Conﬁg;g
Plan IT Service
évailabilityDanq — A764 Continuity
ecovery Desig| o
Criteria/D3 | 9 Prepare IT | Capabily p O1
N — Service Change
Facilties Continuity L} Request
Specifications Capability ‘ )
—_— AT765 Operational Service
. i Continuity Resilience
Solution Design o Infrastructure Directives
o X P Execute IT )
Problem' Service gJ > Nor_n'_1a||t_y
Information Continuity Notification
18 T
Solution_ NN T Service , — Plan,7es
Deployed Continuity IT Service Continuity
. Solution Test and Evaluate IT
Operational ~ % Audit Results Service T Semvi
Documentation/p8 ervice
Lo Continuity /\ " Continuity
Backed Up Datg~ ¥ Management
and Manifzst/m N - IT Service Continuity Management Evaluation
Continuity Notification Management Performag?%
Change/D1/\ - Activity Data
~—
NODE:  A76 TITLE: IT Service Continuity Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A8 Administration

A8 Administration

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Say
FILENAME: PRMITV30.IDD 7e I
MODIFY DATE: 14/01/08 07:45 PM © Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy IT Portfolio SLAs OLAs UCs  security Policy IT Management Service Business  Architeciure Baselines .
. c4 3 C6 c1 Ecosystem Catalog Strategy and Roadmaps Eln;nronm_ent
Business c7 c2 nformation
i C5 Cc9
Accounting Cc8
Framework *
15
. Technology
Business Capabilities
Input i W and Trends/D1
p Regulations and ‘ 03
an )
IT Plan Supplier Standards/D2 Supplier
Payments Output
2 Financial .

Management P 02

IT Budget
» <
A8 Customer ) L’ 05

Business Funding

13 Charges or Request to Purchase |T Financial
Compliance Plans Cost Data —® Invoices Supplier for Information| ‘.\ Orders Reports
and Controls \ . - Y

Pt Supplier b
14 Contract

Asset Information Management

Requirements

P 04
Customer Payment L

Underpinning
110 A82 Contracts
Cust Input
ustomer inpu Purchase Order Status j
17 * Asset
Business and .
IT Models Supplier S Sgwlce
1 Ivoices Pricing and
19 Contract » P o1
I2Ser\/|ce Level Package / Administration Customer Output
Service Metric Data ltems_ o s Information From A83
and Reports Procured Suppliers Service Pricing and
111 J Contract Information
lier Input
Supplier Inpu Workforce 9 Skills Plan
16 — . Management ~
Solution Design ﬂ ‘ . Workforce
> A4 5 Management
Information
18
IT Research
Guidance Advanced Practices Knowledge
Knowledge_ Management 2> Knowledge
Internal and Na#Z Assets
~—
External A85
Knowledge
Request
NODE: A8 TITLE: Admlnlstratlon CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

n permission of IBM




IDEFQJ Diagrams
A81 Financial Management

A81 Financial Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM ||CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT "o,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
Business  IT Strategy  Regulations and |T Management T Portfolio Service Underpinning - gice Pricing and SLAs OLAs UCs
Strategy c1 Standards/D2 Ecosystem Cc2 Catalog Contracts  ontract Information c3
ce6 c7 c4 c5 c9 s
1 /
Business
Al i .
Ff:;icvgi Establish S
44— P Financial ~— Financial Management
Compliance Plans Management 5 e Frar?\ework
and Controls Framework
'—» A811
IT Financial Modeling || Perform
Request ~ —p| Financial
T Plan ~p| Modeling < IT Financial
N ¥” Modeling Analysis
13 R g AB12 ~
Business Fundin
N <
Plan and < ? o2
Portfolio Decision an é:ogtrotl il ;Ud%%'
i uagets Lo
Il?gsource Allocation/D1{_ g 4 IT Financial
Purchase Order Statu ( A813 Reports
Individual IT Process | 7T J Perform
Activity Data 9 Financial S> I‘_31
N _ upplier
f Accounting 2erwce I Payments
16 as14 | ¢ oo o5
I(;uslamer Payment Budget Variance Cost Data
Supplier hd P Administer |V
Ilrbvmces ) Charging
Workforce ; 04
Management A8 W | Customer
Information 5 j Charges or
Invoices
15 = Ry Audit A IT Financial
Asset Information ] : Financials P, Audit Reports
<
Asset Contracts and 1] B
Financial Data/D1 'l A816
) Evaluate
17 Fi ial X .
Service Metric Data P Inancia S~ Financial
and Reports Management P Management
Performance Evaluation
Financial Management A817
Activity Data
NODE: A81 TITLE: FlnanC|a| Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A82 Supplier Management

A82 Supplier Management

PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT

FILENAME: PRMITV30.IDD

MODIFY DATE: |  14/01/08 07:45 PM (© Copyright IBM Corporation, 2008, All Rights Reserved

Business _ IT Strategy IT Budget IT Management s ity Poli Regulations and IT Financial
Strategy IT Sourcing c3 c2 Ecosystem ecunC):‘ olicy Standards/D2 Reports
(o5} Strategy - C5 c7 Cc1
) ~2 Supplier Management
* Py > Framework
Establish
13 — Supplier
Business and Management
IT Models
2 Framework
AB21 o1
IT Portfolio Supplier Request to
Po?t‘f)olio Supplier for Information
6 Manage
. . —> 02
Information From N POr’thle of Contract
Suppliers Suppliers Requirements
Information ] A822 N ~ IT Financial Modeling
About Suppliers «_| \/’ Request/S6
N | | Manage
equest for h
Product or Service \|_~ Supplier P 04
Contracts =N Underpinning
Contract < A823 ( C traﬁtg
5l Exceptions v Asset
SLAs OLAs UCs hd Manage
15 F Procurement » 06
Items ”,
— Purchase Purchase Order Status
Procured
Order —
i i tus A824
IT Financial Blatus ) Procurement p 03
Modeling Analysis/D6 [ Exceptions Purchase
Asset Replenishment o Orders
Request/D1 N Evaluate ~ a Supplier Performance
|§ ; Supplier ~N N2 Evaluation
upplier
Invoices Performance |
Asset Contracts and — >/ ISsl;z;;her Performance AB25 ]
Financial Data/D2 NZ L Provide ,— Supplier Product
. » " » i
Supplier N Suppller = al:?orsr:;\{ilgﬁ
Performance Data {__ Product and
Request for Lo Service
Supply Capability .
Information - Unavailable Product Informatl'&)&s
and Service Exceptions
o Evaluate Suppli
- - upplier
Supplier 7 Management
- Management P Performance
Supplier Management | Performance Evaluation
Activity Data A827
NODE:  A82 TITLE: Supplier Management ‘CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

reproduced in whole or in part wit

IBM Process Reference Model for IT (PRM-IT Version 3.0)




IDEFQJ Diagrams

A83 Service Pricing and Contract Administration

A83 Service Pricing and Contract Administration

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT Sog
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 ‘ 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
IT Strategy IT Management IT Portfolio Service SLAs OLAs UCs
c1 Ecosystem c2 Catalog ca
C3 C5
Financial Establish — Service Pricing and
Management Service P Contract Administration
Framework/D1 ~—" Pricing and ~ Framework
| Contract *
1 Administration Pricing
Cost Data > Framework o Algorithm
A831 | Pricing ;
Elements| Pricing
Collect Data
3 Pricing Data
Service Metric Data —
and Reports A832 Service Price Model
Projected -
Solution Cost «__
Provide
Costing and i Price ¢ - K > o1
Charging Request || " Service Pricing and
Alternatives Contract Information
12 N
Billin
Service Level Package AB33 Optiogns Proposed Customer
Contract Terms
Administer o’
Services Customer
Proposal/D1 Contract/
SeR/?ces S~ A t Service
Agreement/D1 greemgg‘;;‘; [ ) Contract Terms
Monitor
Marketingand ]| Pricing
Sales Reports/D2 | Effects
Pricing AB35
Analysis|
-
hd Evaluate
Service Service Pricing
o Pricing and 4> and Contract
Administration
R
N . S/' an,trad, Evaluation
Service Pricing and Administration
Contract Administration A836

Activity Data

NODE: A83

TITLE:

Service Pricing and Contract Administration

CURR!

ENT PAGE:

©Copyright IBM Corp. 4/24/08

IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may not be reproduced in whole or in part without the prior written permission of IBM




IDEFQJ Diagrams
A84 Workforce Management

A84 Workforce Management

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0 PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:
SECURITY: IBM Intellectual Property IBM Process Reference Model for IT S,
FILENAME: PRMITV30.IDD °
MODIFY DATE: 14/01/08 07:45 PM @ Copyright IBM Corporation, 2008, All Rights Reserved
- i et Architecture Baselines
Regulations and Business T Management IT Strategy SLAs OLAs UCs  Security T Budg
Standards/D2 S“’%‘ggy Ecosystem c2 ca Plan/D4 c1 and Rg:dmaps
cr Business Workforce es ( >
Policies and Practices
Legal and
Regulatory Requirements
Establish
Workforce
> Workforce
»
External Workforce Management J Management Framework
rameworks /_b
and Practices Framewggm 03
WorEforce
Workforce Management
Plan Information
1" Forecast
IT Plan and Plan ~
~—»| Workforce . Workforce
f’ Adjustment
A842 [ ~—’ Requisition
Administer . Deploved
eploye
Human Resource ~ Human \E WorT(foyrce
Adjustment N Resources skill
Asa3 | ¢ Redquirements
Tra|ning
Labor I~ Requirements
Inventory
Information Manage
Skills B O1
Skills Plan
13
IT Research A844
Guidance
02
Advanced Practices
12 .
Solution Design Skills Evaluate
Inventory o Workforce > Workforce Management
" [ Management >, Evaluation
Knowledge Performance
Asset: Workforce Management A845
ssets Activity Data
NODE:  A84 TITLE: Workforce Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08 IBM Process Reference Model for IT (PRM-IT Version 3.0)

This material may n reproduced in whole or in part wit




IDEFQJ Diagrams
A85 Knowledge Management

A85 Knowledge Management

PAGE COMMENTS: |MODELLER: |CFB/JRM || CONTEXT:

PROJECT: PRM-IT V3 MODEL COMMENTS: ‘ VERSION: ‘ 3.0

SECURITY: IBM Intellectual Property IBM Process Reference Model for IT “a,
FILENAME: PRMITV30.IDD o
MODIFY DATE: |  14/01/08 ‘ 07:45 PM (© Copyright IBM Corporation, 2008, All Rights Reserved

IT Management IT Strategy 1echnology

IT Portfolio Architecture Baselines Security Policy
Cc1

Business
Strategy Ecosystem c3  Capabilities c4 and Roadmaps
c2 c6 and Trends/D1 c5
¢ 'ﬁ — \ C7
sﬂowiedge Establish Knowled
lanagement ~ /Q nowledge
Methods and \ % Knowledge ¥ Management Framework
Techniques Management e Knowledge Management
Framework > 9 0
e Infrastructure
A851
Knowledge
Plan
" Create and
Skills Plan ————— P Maintain S
Knowledge Sources ( . KnOWIGdge
3 and Categories < Plan B
] P AB52
Knowledge_ Knowledge_
Internal and Knowledge Items N Unstructured
External ‘ Acquire 0 Knowledge
b Knowledge P Acquisition Requests
12
Advanced Practices Knowledge |
A853 | ) Appraised gnd
Structured
Evaluate and /; Knowledge Submission
Structure / ~ Response
Knowledge
[
A854 [
Knowledge —@ - -
L Gaps P Disseminate p O1
Rg Knowledge . J Knowledge
14 — Operational Assets
Knowledge A855 Documentation
Request Monit
*- onitor.
Knowledge P . ~ Knowledge
Request Queue ASI;ZS’)SO?tnd E/ Reports
Knowledge | Knowledge
Management Status
Feedback - AB56
Evaluate
Knowledge . Knowledge
Management Management
| Performance Evaluation
Knowledge
Management ABS7
Activity Data
NODE: A85 TITLE: KnOWIedge Management CURRENT PAGE:

©Copyright IBM Corp. 4/24/08

This material may n

IBM Process Reference Model for IT (PRM-IT Version 3.0)

reproduced in whole or in part wit




	Table of Contents
	Preface
	About this book

	IDEFØ Diagrams
	A0: Manage IT - Context
	A0: Manage IT
	A1 Governance and Management System
	A11 IT Governance and Management System Framework
	A12 IT Governance and Management System Capabilities
	A13 IT Governance and Management System Operation
	A14 IT Governance and Management System Evaluation
	A2 Customer Relationships
	A21 Stakeholder Requirements Management
	A22 Service Marketing and Sales
	A23 Service Catalog Management
	A24 Service Level Management
	A25 Demand Management
	A26 IT Customer Transformation Management
	A27 Customer Satisfaction Management
	A3 Direction
	A31 IT Strategy
	A32 IT Research and Innovation
	A33 Architecture Management
	A34 Risk Management
	A35 Product Management
	A36 Portfolio Management
	A37 Program and Project Management
	A4 Realization
	A41 Solution Requirements
	A42 Solution Analysis and Design
	A43 Solution Development and Integration
	A44 Solution Test
	A45 Solution Acceptance
	A5 Transition
	A51 Change Management
	A52 Release Management
	A53 Deployment Management
	A54 Configuration Management
	A55 Asset Management
	A6 Operations
	A61 Request Fulfillment
	A62 Service Execution
	A63 Data Management
	A64 Event Management
	A65 Incident Management
	A66 Problem Management
	A67 Identity and Access Management
	A7 Resilience
	A71 Compliance Management
	A72 Security Management
	A73 Availability Management
	A74 Capacity Management
	A75 Facilities Management
	A76 IT Service Continuity Management
	A8 Administration
	A81 Financial Management
	A82 Supplier Management
	A83 Service Pricing and Contract Administration
	A84 Workforce Management
	A85 Knowledge Management


