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This flow chart has a specific

process focus, but also

indicates where other 

processes contribute.
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SLA’s should include a 

portion that describes the 

expected results of the 

service (usually expressed 

as transactions per second, 

or waiting time for results, 

etc.)
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A common form of Demand 

Management is to introduce 

charging for IT Services 

(alternatively offering 

“discount” pricing during off 

peak times).
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Improvements will generally 

result in some form of 

additional expenditure or a 

change to performance 

levels requiring the need to 

redefine SLAs.Capacity Tuning
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Important note: 

Internationally recognized 

flowchart symbols are used

when their use is unambiguous
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This flow chart prepared by

The Art of Service

as a representative example.
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The production of the 

Capacity Plan is one of the 

responsibilities of the 

assigned Capacity Manager. 

This role is also responsible 

for the review of new 

technologies & performance 

testing, 

Ensuring that 

the FUTURE 

requirements 

are considered 

and 

understood.

Understanding 

usage patterns, 

peaks & 

troughs; with a 

view on 

meeting SLA 

requirements

Literally 

managing the 

component 

parts of the 

infrastructure. 

Parts that have 

finite capacity.

Resilience; a joint Resource Capacity Management 

and Availability Management concept – where 

components are reviewed for any inherent weakness and 

recommendations made on cost effective solutions

Data is 
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Capacity 

DataBase 
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The power of the 

Change process is in 

the definition of 

Change Models. Such 

models allows a 

consistent approach to 

changes that fall within 

similar pre-set criteria 

(e.g. cost, impact, 

safety, opportunity, 

cost saving potential).

Monitoring needs to 

be on-going and 

needs to include all 

infrastructure 

elements at 

“throughput” and 

“response time” 

levels.

SLA breached/

threatened

ITIL is a Registered Trade Mark of the Office of Government Commerce, in the United Kingdom


