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The core of the YaSM® Process Map is a set 

of process diagrams in three levels of detai l

• The top-level diagram (level 1) presents an 

overview of the YaSM processes.

• 19 overview diagrams on detail level 2 

show for each YaSM main process how it is 

related to the other main processes and 

what sub-processes it contains.

• On detail level 3, 102 input / output and 

BPMN diagrams provide a detailed account 

of the process activities and the process 

interfaces.

• Hyperlinks 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 - 

to see the process models in detail use your 

PDF viewer's zoom function.
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Level 1:

Overview of YaSM 
service management 
processes

Level 2:

YaSM main processes

Level 3:

YaSM sub-processes

The YaSM ® Process Map: Process diagrams in three levels of detai l
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Zoom in using your 

PDF viewer’s zoom 

function! 

YaSM top-level-

diagram.

High-level view of 

the YaSM service 

management 

processes.

Detai l  level  1: YaSM serv ice management processes 
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Detai l  level  2: “ Operate the serv ices”

Zoom in using your 

PDF viewer’s zoom 

function! 

YaSM main 

processes.

There are 19 process 

models of this type 

on detail level 2.
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Zoom in using your 

PDF viewer’s zoom 

function! 

Detai l  level  3: “ Resolve incidents in 1st level  support”  ( inputs /  outputs)

YaSM sub- 

processes.

There are 102 

diagrams of this type 

on detail level 3.
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Detai l  level  3: “ Resolve incidents in 1st level  support”  (BPMN)
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Zoom in using your 

PDF viewer’s zoom 

function! 

YaSM sub- 

processes.

There are 102 

diagrams of this type 

on detail level 3.
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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 (IO) 

diagram and a BPMN diagram with a 

detailed account of the process activities 

and interfaces (see examples on pages 6, 

7).
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The YaSM process structure

Processes on detail levels 

1 and 2 linked to process 

overview diagrams.

Sub-processes (detail 

level 3) linked to 

IO and BPMN diagrams.

Detail : Process structure

The following pages contain vector graphics - 

to see the process models in detail use your 

PDF viewer's zoom function.
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YaSM process structure: Serv ice l i fecycle processes

Service l ifecycle 

processes.

Zoom in using your 

PDF viewer’s zoom 

function! 

[…]
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Zoom in using your 

PDF viewer’s zoom 

function! 
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YaSM process structure: Supporting serv ice management processes [1/2]

Supporting service 

management 

processes [1/2].

[…]

[…]
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YaSM process structure: Supporting serv ice management processes [2/2]

Supporting service 

management 

processes [2/2].

Zoom in using your 

PDF viewer’s zoom 

function! 
[…]
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YaSM documents and records (“ YaSM data objects” )

The YaSM processes require inputs and 

create outputs, typically  in the form of 

documents or records.

• YaSM data objects (documents and 

records) are represented in the YaSM® 

Process Map as BIC document symbols.

• For each of the 77 YaSM objects, there is

• A checklist or document template in 

Microsoft Word  format to describe its 

contents

• A lifecycle diagram to illustrate which 

YaSM processes create, update, read and 

archive the object, and how its status 

changes throughout its lifecycle.

• 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).

RelationshipsTypical  contents Lifecycle

Object l ifecycle 

diagrams

Data object

model

Checklists /  

document templates
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Overview of YaSM data objects

Zoom in using your 

PDF viewer’s zoom 

function! 

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

Zoom in using your 

PDF viewer’s zoom 

function! 

The YaSM data 

object model.

A complete over-

view of the key 

relationships 

between the YaSM 

documents and 

records.
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YaSM object l i fecycle diagram: “ Incident record“

Zoom in using your 

PDF viewer’s zoom 

function! 

YaSM object 

l ifecycle diagrams.

The YaSM® Process 

Map contains 

77 diagrams of this 

type, one for each 

YaSM data object.
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YaSM check l ists /  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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Overview of YaSM roles

Zoom in using your 

PDF viewer’s zoom 

function! 

YaSM roles /

responsibi l ities.

This diagram pro-

vides an overview of 

the YaSM roles used 

in the YaSM® 

Process Map for BIC.
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RACI  matrix: Participation of the YaSM roles in the YaSM processes

The YaSM® Process 

Map for BIC 

includes a RACI 

matrix in MS Excel® 

format.

Zoom in using your 

PDF viewer’s zoom 

function! 
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The YaSM® -  ISO 20000 Bridge: Front page

The YaSM® - ISO 

200000 Bridge is 

available as an 

additional 

component to the 

YaSM® Process Map 

for BIC.

Zoom in using your 

PDF viewer’s zoom 

function! 

I S O / I E C  2 0 0 0 0 - 1 : 2 0 1 8  R e q u i r e m e n t s
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The YaSM® -  ISO 20000 Bridge: Example “ Resolution and fulfi lment”

Zoom in using your 

PDF viewer’s zoom 

function! 

The diagrams in the 

YaSM® - ISO 20000 

Bridge relate the 

standard‘s 

requirements

to the process 

diagrams and 

checklists of the 

YaSM® Process 

Map.
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Germany
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Member of itSMF

© IT Process Maps GbR, 2025

YaSM® is a registered trade mark of IT 

Process Maps GbR.

BIC Process Design® and BIC Platform® 

are registered trademarks of GBTEC 

Software AG. 

Microsoft®, Visio®, Excel®, SharePoint® 

and Word  are registered trademarks of 

Microsoft Corp.
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