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The YaSM® Process Map: Process diagrams in three levels of detail

The core of the YaSM® Process Map is a set 

of process diagrams in three levels of detai l

• Level 1: The top-level diagram presents an 

overview of the YaSM processes.

• Level 2: 19 overview diagrams show for 

each YaSM main process how it is related 

to the other main processes and what sub-

processes it contains.

• Level 3: 102 input/output diagrams and 

BPMN diagrams provide detailed views of 

the process activities and the process 

interfaces.

• Links (in ARIS referred to as “assign-

ments”) make it easy to navigate in the 

process model: Going down to a more 

detailed view or moving up to a higher-

level diagram takes only a mouse-click.

The following pages contain vector graphics – 

zoom in to see the process models in detail.

Level 1:

Overview of YaSM 
service management 
processes

Level 2:

19 YaSM main processes

Level 3:

102 YaSM sub-processes 
(input/output diagrams and BPMN diagrams) 
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Detail level 1: YaSM service management processes 

YaSM top-level-

diagram

Top-level overview of 

the YaSM service 

management 

processes.

Project plan
(updated)

Maintain the
service portfolio

Underpinning
security policy
(authorized)

Manage
customer

relationships

Prepare for
disaster events

Financial budget
(authorized)

Manage
suppliers

Service portfolio
(updated)

Manage human
resources

Assess and
coordinate
changes

Register of security
risks (authorized)

Compliance register
(authorized)

CI record (verified)

Change schedule
(updated)

Service
management

policies (authorized)

Manage projects

External service
agreement (signed)

Process model
(updated)

Service continuity
plan (released)

Manage service
financials

Customer service
agreement (signed)

Skills inventory
(updated)

Manage
configuration
information

Service definition
(activated)

Financial report
(completed)

Ensure security

Register of
managed disaster

events (authorized)

Ensure
compliance

Set up and
maintain the

service
management...

Service implmnt.
blueprint

(completed)

Strategic plan
(updated)

Service operation
manual (drafted)

Set the strategic
direction

Design new or
changed
services

Improve the
services

Build new or
changed
services

Service review
report (completed)

Operate the
services

Service quality
report (completed)

Service definition
(drafted)

Service
improvement plan -

SIP (updated)

YaSM service lifecycle processes

Supporting YaSM processes

Project plan
(updated)

Maintain the
service portfolio

Underpinning
security policy
(authorized)

Manage
customer

relationships

Ensure
continuity

Financial budget
(authorized)

Manage
suppliers

Service portfolio
(updated)

Manage human
resources

Assess and
coordinate
changes

Register of security
risks (authorized)

Compliance register
(authorized)

CI record (verified)

Change schedule
(updated)

Service
management

policies (authorized)

Manage projects

External service
agreement (signed)

Process model
(updated)

Service continuity
plan (released)

Manage service
financials

Customer service
agreement (signed)

Skills inventory
(updated)

Overview: YaSM service management processes

Manage
configuration
information

Service definition
(activated)

Financial report
(completed)

Ensure security

Register of
managed critical

events (authorized)

Ensure
compliance

Set up and
maintain the

service
management...

Service implmnt.
blueprint

(completed)

Strategic plan
(updated)

Service operation
manual (drafted)

Set the strategic
direction

Design new or
changed
services

Improve the
services

Build new or
changed
services

Service review
report (completed)

Operate the
services

Service quality
report (completed)

Service definition
(drafted)

Service
improvement plan -

SIP (updated)

YaSM service lifecycle processes

Supporting YaSM processes
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Detail level 2: “Operate the services”

YaSM main 

processes

There are 19 process 

models of this type 

on detail level 2.
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© IT Process Maps GbR
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Close incidents
and service

requests

External supplier
process

Resolve
incidents in 2nd

level support

Assess and
coordinate
changes

Change model
(released)

Resolve
incidents in 1st
level support

Process objective:
To resolve an incident (service interruption) within the
agreed time frame. The aim is the fast recovery of
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6

Detail level 3: “Resolve incidents in 1st level support”  -  Input/output diagram

YaSM sub- 

processes

There are 102 EPC 

process models of 

this type on detail 

level 3.

Resolve incidents in 1st Level Support - EO

© IT Process Maps GbR
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Detail level 3: “Resolve incidents in 1st level support”  -  BPMN diagram

Resolve incidents in 1st Level Support - BPMN

© IT Process Maps GbR

YaSM sub- 

processes

There are 102 EPC 

process models of 

this type on detail 

level 3.
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Detail : Process structure

8

The YaSM process structure

The YaSM® Process Map offers complete 

coverage of the YaSM service management 

processes.

• The following pages provide a complete 

view of the process hierarchy contained in 

the YaSM® Process Map.

• Each of the processes on detail levels 1 and 

2 is represented by a process overview 

diagram (see example on page 5).

• Each sub-process on detail level 3 is 

represented by an input/output diagram 

and a BPMN diagram with a detailed 

account of the process interfaces and 

process activities (see examples on pages 6 

and 7).

The following pages contain vector graphics – 

zoom in to see the process models in detail.

Sub-processes (detail level 3) linked 

to input/output diagrams and BPMN 

diagrams.

Processes on detail levels 

1 and 2 linked to process 

overview diagrams.

P r o c e s s  o v e r v i e w  d i a g r a m s I n p u t  /  o u t p u t  d i a g r a m s  

a n d  B P M N  d i a g r a m s  
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YaSM process structure: Service lifecycle processes

P r o c e s s  o v e r v i e w  d i a g r a m s I n p u t / o u t p u t  d i a g r a m s  a n d  B P M N  d i a g r a m s
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I n p u t / o u t p u t  d i a g r a m s  a n d  B P M N  d i a g r a m s  
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YaSM process structure: Supporting service management processes [1/2]

P r o c e s s  o v e r v i e w  d i a g r a m s I n p u t / o u t p u t  d i a g r a m s  a n d  B P M N  d i a g r a m s  
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YaSM process structure: Supporting service management processes [2/2]

P r o c e s s  o v e r v i e w  d i a g r a m s I n p u t / o u t p u t  d i a g r a m s  a n d  B P M N  d i a g r a m s  

Supporting service 

management 

processes [2/2]
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M a s t e r  o b j e c t  a n d       

l i n k  t o  c h e c k l i s t
Service request

record
Service request

model

Incident record Incident model

Problem record

CI record Configuration model

Configuration audit
report

Recovery plan

Service operation
manual

Planned service
outages

Relationships Typical  contentsLifecycle

12

YaSM documents and records (“YaSM data objects”)

The YaSM processes require inputs and 

create outputs, typically  in the form of 

documents or records.

• These documents and records are repre-

sented in the YaSM® Process Map with 

“Cluster/Data model” objects and symbols.

• For each of the 77 YaSM data objects, 

there is

• A checklist or document template in 

Microsoft Word  format to describe its 

contents

• An object lifecycle diagram to illustrate 

which YaSM processes create, update, 

read and archive the object.

• The YaSM data object model helps with 

understanding the purpose of each object 

in the YaSM model, by providing a 

complete overview of the YaSM objects 

and their key relationships.

• 19 additional checklists explain the typical 

contents of the service management 

policies (there is one policy for every YaSM 

process).

Object l ifecycle 

diagrams

Data object

model

Checklists/  

document templates

Log incidents
and service

requests

LP4.6.2

Resolve
incidents in 1st
level support

LP4.6.6

Incident record
(open)
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Test report
.

Change model
.

External service
agreement

.

Operational service
agreement

.

Service request
record

.

Service definition
.

Strategic objectives
.

Financial budget
.

Configuration model
.
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.

Change record
.

Service request
model

.

Skills development
plan

.Underpinning
security policy

.

Compliance register
.
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.
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.
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.
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.

Manage projects

SP6

Service readiness
confirmation

.
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.
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.
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.
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YaSM data objects associated with service lifecycle processes

YaSM data objects associated with supporting service management processes

13

Overview of YaSM data objects

YaSM 

data objects

This diagram pro-

vides a complete list 

of the documents and 

records (“data 

objects”) used in the 

YaSM® Process Map.
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YaSM data object model

The YaSM data 

object model

A complete over-

view of the key 

relationships 

between the YaSM 

documents and 

records.

Service request
record

Service request
model

Incident record Incident model

Problem record

CI record Configuration model

Configuration audit
report

Recovery plan

Service operation
manual

Planned service
outages
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YaSM object lifecycle diagram: “Incident record”

Archives

Master object and link to checklist:

ReadsUpdatesCreates

Resolve incidents in 1st level
support

Produce service quality reports

Monitor incidents and service
requests

Categorize and prioritize problems

Resolve major incidents

Resolve incidents in 1st level
support

Log incidents and service requests
Pro-actively inform users and

clients

Log incidents and service requests

Resolve incidents in 2nd level
support

Log incidents and service requests

Review and close changes

Resolve major incidents

Review supplier performance

Review the security controls

Resolve incidents in 2nd level
support

Support incident and service
request resolution

Operate the security controls

Monitor the services

Pro-actively identify problems

Close incidents and service
requests

Customer process

Incident record
(closed)

Incident record
(closed)

Incident record
(closed)

Incident record
(closed)

Incident record
(open)

Incident record
(resolved)

Incident record
(rejected)

Incident record
(open)

Incident record
(closed)

Incident record
(raised)

Incident record
(raised)

Incident record
(open)

Incident record
(rejected)

Incident record
(closed)

Incident record
(closed)

Incident record
(open)

Incident record
(open)

Incident record
(raised)

Incident record
(closed)

Incident record
(open) Incident record

(resolved)

Incident record
(open)

Incident record
(resolved)

Incident record
.

U p d a t e s R e a d s A r c h i v e sC r e a t e s

YaSM object 

l ifecycle diagrams

The YaSM® Process 

Map contains 

75 diagrams of this 

type, one for each 

YaSM data object.
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YaSM checklists/ document templates

Checklists /  

document templates

The YaSM® Process 

Map contains 95 

checklists in Word  

format, describing 

the typical contents 

of the YaSM data 

objects (documents 

and records).
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RACI matrix: Participation of the YaSM roles in the YaSM processes

Pop-up hints show 

the process 

objectives.

Open a process 

diagram directly 

from the matrix.

The RACI Matrix updates automatically 

as RACI relationships are added or 

removed between processes and roles.
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