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Installation

This document provides instructions for the use of the YaSM®*
Process Map for BIC Process Design® by GBTEC Software AG; for
further help on BIC and the BIC Platform®, please consult the BIC user
manual.

Contents of the delivery archive

The YaSM Process Map is provided as a ZIP archive, containing all
product components:

— Folder “BIC_Export”: YaSM Process Map as a BIC export archive

(.ZIP file, personalized for the licensee)

— Folder “Checklists”: Checklists / document templates in Microsoft
Word™3 format, specifying the YaSM data objects in detail

— Folder “RACI”: RACI matrix in Excel format

— Folder “Accompanying_Documents”: User manual, Excel table of
process inputs and outputs, PDF quick references such as the
YaSM glossary, and process metrics

— Folder “ISO_20000_Documents”: Introduction to the YaSM - ISO
20000 Bridge and table of ISO 20000 requirements in Excel format
(only available if your product license includes the “YaSM - I1SO
20000 Bridge”).

1 YaSM® is a registered trademark of IT Process Maps GbR.

2 BIC Process Design® and BIC Platform® are registered trademarks of
GBTEC Software AG.

3 Microsoft®, Word™ and Excel® are registered trademarks of Microsoft

Corp.
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Importing the YaSM Process Map into BIC

To import the YaSM Process

& > YaSM Process Map - Public workspace -
Map, first unzip your delivery
archive. Then launch BIC Process 03 Repository : = it
Design and:
[ New category
— Go to “Administration / _
() Publish
Repositories” and create a new,
. . &, Export
empty repository with a name of
your choice.
. . . . T i
— Switch to “Diagrams” in the main & Import —+ 1§ Import at[f:'"e
menu and select your new Import BPMN

repository from the drop-down
list at the top.

— In the context menu of the repository, click on “Import archive”.
— In the file selection dialog box that appears, select the ZIP file
from the BIC_Export folder of your delivery archive.

The import completes with a success message.

Please note: The import may take 15 minutes or more. The success
message, signaling the successful completion of the import, typically
appears after approx. 5 minutes, but after the initial import BIC starts
to build up the catalog with all relationships. You may not see all
items in the catalog until this background process has completed, and
the catalog view may flicker.

Category tree and diagrams

Once the import has completed, the categories (folders) of the
YaSM® Process Map will appear in the BIC category tree, as
illustrated below.

If you select a category in the category tree, the adjacent list view
will show all diagrams contained in the category.

In the example below, the list view displays all diagrams for the
YaSM process LP2: Design new or changed services:

— One process overview diagram

— Several BPMN and input / output diagrams for all sub-processes
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&« > YasSM Process Map - Public workspace - Diagrams > Processes > Service lifecycle processes > LP2: Design new or changed services

[ Repository i= List \Q Gallery (} Dashboard

> Data LP2: Design new or changed services
Process overview (VCD)

v Processes

LP2.1: Define required service properties - BPMN
Collaboration diagram (BPMN)

v Service lifecycle processes

LP1: Set the strategic direction LP2.1: Define required service properties - 10
Process overview (VCD)

LP2: Design new or changed services

LP2.2: Design required service and SMS components - BPMN
Collaboration diagram (BPMN)

LP3: Build new or changed services

> LPa: Operate the services LP2.2: Design required service and SMS components - 10

Process overview (VCD)

LP5: Improve the services

LP2.3: Outline the implementation approach - BPMN

> Supporting processes Collaboration diagram (BPMN)

Ralcs LP2.3: OQutline the implementation approach - 10

Process overview (VCD)

YaSM - IS0 20000 Bridge

LP2.4: Prepare the service implementation - BPMN
Collaboration diagram (BPMN)

LP2.4: Prepare the service implementation - 10
Process overview (VCD)

In the root of your repository, you will find the “Front page”
model. This is the main entry point from where all other diagrams
and content of the YaSM Process Map can be reached via links.

Catalog and catalog items

The YaSM Process Map includes catalog items (re-usable objects
like activities / processes, documents, roles and norms).

These catalog items are created during the import process, and
you can find them in the catalog view (see figure below).

© IT Process Maps GbR User Manual - YaSM® Process Map (BIC Version) -6-



&« = YaSM Process Map - Public workspace ~  Catalog 125

i= catalog list } Dashboard

Accept delivery of the service components

Process objective: To receive the requ red service components and submit them to an initia

Activate new or changed services

Add new or changed services to the service portfolio

Process objective: To add information about (planned) new or significantly changed service

Analyze and resolve problems

Assess and coordinate changes

Process objective: To control the lifecycle of all changes. The primary concern of the chang

Assess changes (CAB)

Assess changes (change manager)

Assess emergency changes

Process objective: To assess and authorize emergency changes as quickly as possible. Thi

Assess risks associated with critical events.

Process objective: To identify the disruptive events which need to be managed by the servi..

Assess security risks

Audit configuration information
Process objective

Build new or changed services

Dranncs ahinctiva: Ta build and danlow naurar cianifinanthe ahanand carisas_Thisinaludas

Document objects and checklists

The catalog includes items of type “Document”.
These are used in various diagrams to represent
process inputs and outputs.

If the document is a YaSM data object, the YaSM
model provides a checklist (document template)
for the object in Word format. These Word files are
stored as binary objects in the BIC database, as can
be seen in the “Attachment (URL)” attribute of the
catalog item.

If you prefer to store these documentsin a
different location, such as a SharePoint document
library, you can also find the original Word files of
the checklists in the Checklist folder of your
delivery archive. In this case you will need to adjust
the URL attribute of the catalog items accordingly.

© IT Process Maps GbR

Go to old interface EN < DE

Process objective: To verify that new or significantly changed services are ready to go oper...

Process objective: To identify the underlying causes of problems and to determine the mos..

Process objective: To assess and authorize a proposed change through the change advisor...

Process objective: To determine the required level of authorization for the assessment of a ..

Process objective: To identify the security risks which need to be managed by the service p..

To perform regular checks, ensuring that the information contained in th...

Filter Options
Search catalog list Q
=,  Only show suggested e
T Aclivity 125 A
w Keywords 4
[] External process 2
|:| Service lifecycle process 47

|:| Supporting service management process 74

[] Top-level process 1
» Publication 1
> Revision 1

B  Document 294 v
Free form object 14 v

§ Norm 143 v
2 Role 36 W

Change model (drafted) (Document)

Name

Change model (drafted)

Description

Change models describe procedures for the handling of
recurring changes. While change models can be created for
changes of any scale, they are often used to define standard
changes (low-risk, pre-authorized changes like installing
additional hardware on a client PC). Change models are an
important tool to reduce the workload of the change manager
and the CAB.

Keywords

YaSM data object

Decomposition

5 Lifecycle: Change model

Attachment (URL)

(5] Checklist: Change model

System attributes v
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Switching between languages

The YaSM Process Map for BIC in your delivery archive contains
the English and German language versions. All diagrams and catalog
items are provided in these two languages, and you can easily switch
between these languages.

To work with the YaSM model in your preferred content
language, you can switch between languages and set the EN < DE
content and secondary languages at the top-right of your
screen.

. . Optidns
Your currently selected content language is displayed in P

bold. Click on the double arrow to toggle languages.
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Navigating the YaSM Process Map

The “Front page” diagram in the root of the BIC explorer is the
main entry-point into the YaSM Process Map. From here, you can
reach the various parts of the process model via links.

The key navigation paths are illustrated below:

Front page Overview of Process
YaSM processes structure
|
= : <
RACI matrix
Main processes

Data object
model

Sub-processes
(inputs / outputs)

Object lifecycles
Sub-processes (BPMN)
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Components of the YaSM Process

Map for BIC

BIC diagrams

Front page

The front page is a portal diagram with links to the
various components of the YaSM Process Map. It is
the main entry point into the process model.

The front page is a BIC diagram of type Process
Overview (VCD).

Process structure diagram

The process structure diagram provides a complete
view of the YaSM process structure on a single page.

Every process symbol features a link which makes
this diagram ideal for navigating directly to a specific
YaSM process or sub-process.

This BIC diagram is of type Process Overview (VCD).

© IT Process Maps GbR
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Process overviews

Overview diagrams show for each YaSM main
process how it is related to the other main processes
and what sub-processes it contains.

These BIC diagrams are of type Process Overview
(VCD).

Process input / output diagrams

Process input / output diagrams describe the
process interfaces for each YaSM sub-process.

These diagrams are of type Process Overview
(veD).

BPMN flowchart diagrams

The details of each YaSM sub-process (activities,
decisions and responsibilities) are described in BPMN
flowchart diagrams with one or several swim lanes.

These BIC diagrams are of type Collaboration
diagram (BPMN).

© IT Process Maps GbR
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Overview of YaSM data objects

This diagram provides a list of all data objects
(process inputs and outputs) used in the YaSM

Process Map, sorted by the processes which are most

closely associated with the objects.

Every YaSM data object has an associated checklist
(document template) which describes the object in
more detail, and an associated “object lifecycle”
diagram.

The overview of YaSM objects is a BIC diagram of
type Process Overview (VCD).

YaSM data object model

The YaSM data object model provides a complete
overview of the key relationships between the YaSM
objects. The data model helps to understand the
relevance of each YaSM data object within the YaSM
framework.

This BIC diagram is of type Structural Diagram.

Object lifecycle diagrams

Object lifecycle diagrams are available for every
YaSM data object. Their aim is to show which YaSM
processes create, update, read and archive particular
YaSM objects, and how their status changes
throughout their lifecycle.

These BIC diagrams are of type Process Overview
(vCD).

|

© IT Process Maps GbR User Manual - YaSM® Process Map (BIC Version)
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Overview of YaSM roles =YaSM
This diagram provides a list of the YaSM roles and =) == B B2 s gy =
shows each role next to the process it is mostly = =) = B2 R BT
associated with. Each role is a catalog item that can be ' = e
used in other diagrams to assign responsibilities. o “Z
The overview of YaSM roles is a diagram of type Tmmmmmmm—m——— . .
:
Process Overview (VCD). T e e e -
The YaSM Process Map also includes a RACI matrix =] [
in Excel format with all YaSM roles and their
responsibilities in the YaSM processes. = =

Diagrams of the YaSM® - ISO 20000 Bridge

The diagrams of the YaSM® - ISO 20000 Bridge
provide a cross reference between all ISO 20000
requirements and the YaSM processes and objects.

These BIC diagrams are of type Process Overview
(veD).

Note: These diagrams are included in the YaSM BIC
repository only if the customer has purchased a license
for the YaSM® - |ISO 20000 Bridge.

Objects and symbols used in the diagrams

BIC distinguishes between objects and symbols. For example,
Activity objects represent processes and activities in the BIC
diagrams. These objects can be visualized with different symbols,
such as Activity, Activity (VCD) or Activity (Start) symbols.

This chapter introduces the key objects and symbols used in the
various diagrams of the YaSM Process Map.

Activities
Activity objects represent processes and activities. Most diagrams
that describe processes and their relationships, such as the process

overviews and input/output diagrams, show processes as Activity
(VCD) symbols (see figure on the right).

© IT Process Maps GbR User Manual - YaSM® Process Map (BIC Version)
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Processes are re-usable catalog items with several
maintained attributes, such as

— the process name
— the process identifier

— a definition of the process objectives in the
Description attribute

— keywords to categorize the process

— alink to a diagram with the process details in the
Subprocess attribute (you can open the linked
diagram with a click on the subprocess icon below
the process symbol)

— alink to an input/output diagram in the
Allocation model attribute.

To view the attributes, select a process symbol in
a diagram and expand the sidebar at the right.

Please note: Since the process objects are catalog
items, do not change their attributes in the diagrams.
Instead, open the process objects in the catalog to
modify their attributes.

Name

Resolve incidents in 1st level support

Identifier

LP4.6.6

Description

Process objective: To resolve an incident (service
interruption) within the agreed time frame. The aim is the
fast recovery of the service, possibly by applying a
workaround. As soon as it becomes clear that 1st level
support is not able to resolve the incident itself or when
target times for 1st level resolution are exceeded, the
incident is transferred to 2nd level support

Keywords

Service lifecycle process @

Subprocess
£ LP4.6.6: Resolve incidents in 1st level support - BPM... (0

Variants

Allocation model

£ LP4.6.6: Resolve incidents in 1st level support - 10 ()

Activities in the BPMN diagrams are shown as Activity symbols.

Verify the incident's

Many activities include notes below the symbol to provide further S
explanations. These notes are stored in the Description attribute of
the activity. This attribute is then placed below the symbol. !
. . . . Verify if the incident at
Since activities in the BPMN diagrams typically occur only once in h::dﬂ ,eq‘i.i'?jg tinb:
the YaSM processes, activities are local objects stored in the F;Eijt::tas amajoer
diagrams, i. e., activities are not maintained as catalog items. You can
thus modify the activities directly in the diagrams.
Some BPMN diagrams contain interfaces to other processes within
the flow of activities. These are shown as Activity symbols with bold Assess and coordinate
changes

borders (see figure on the right). Process interfaces are catalog items,
so to change their attributes, please edit the items in the catalog.

Documents

i

The YaSM Process Map uses Document objects and symbols to

describe the information flows between the processes. We

distinguish between two types of objects:
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— YaSM data objects
— Other data objects

YaSM data objects

YaSM data objects represent process deliverables, i. e., documents

and records created in the YaSM processes. Change model

For every YaSM data object, the YaSM Process Map contains one i 8 &
“master object”, and one or several variants which represent specific Master object
states of the object. The states are indicated in brackets after the

object name. Change model
(released)

i N &

Object variant representing

The purpose of using variants representing different states is easily
understood when looking at the lifecycle diagram for a YaSM data

object: The variants allow us to show how an object’s state changes o
a specific state of a YaSM

as it is created, updated, read and archived by different YaSM data object

processes.

YaSM data objects are re-usable catalog items with Detalls options

several maintained attributes, such as
Name

Change model (released)

— the document name

— a brief description in the Description attribute Identifier

— keywords to categorize the document

— alink to the lifecycle diagram in the

Decomposition attribute (you can open the linked PO ,
Change models describe procedures for the handling of

recurring changes. While change models can be created for
changes of any scale, they are often used to define
standard changes (low-risk, pre-authorized changes like
below the document sym bOl) installing additional hardware on a client PC). Change
models are an important tool to reduce the workload of the
change manager and the CAB

diagram with a click on the decomposition icon

— alink to the checklist (document template) in the

Attachment (URL) attribute. Keywords
YaSM data object @

To view the attributes, select a data symbol in a
diagram and expand the sidebar at the right. PR T

it Lifecycle: Change model (9

Attachment (URL)

B Checklist Change model #

[+
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Other data objects

Just like YaSM data objects, “other data objects” represent
. . . . _ Change status
information flowing from one process to another. But unlike the inFormation
YaSM data objects, where YaSM has strong views about their .
1
content, such objects are mostly informal data or information.
For this reason, there are no associated lifecycle diagrams or

checklists.

Please note: Since documents are catalog items, do not change
their attributes in the diagrams. Instead, open the document objects
in the catalog to modify their attributes.

BPMN pools and lanes

Pools and (swim) lanes are used in the BPMN diagrams to describe
which roles are responsible for performing the activities in a process.

Pool

Swrategic abjectives
defined

rategy manager,

Technical domain expert

Service st

i
2
z
£

Lanes

N\\\
e

Steering group

Authorize the
exchnalozy guizeline
i

Technalasy
suideline updated

Pools and lanes are BIC objects of type Role.

BPMN practitioners commonly use pools to represent
organizations or units within organizations, and lanes to represent
the roles that execute specific tasks.

All BPMN diagrams of the YaSM Process Map contain one pool
named “Internal organization” and one or several lanes representing
YaSM roles.

You are free to adapt the names of the pool and lane symbols as
required. You can also add additional pools and lanes.

© IT Process Maps GbR User Manual - YaSM® Process Map (BIC Version)
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Norms (requirements)

The organization shall determine external and internal issues that are relevant to its purpose

and that affect its ability to achieve the intended outcome(s) of its SMS.

NOTE: The word ‘issue'in this context can be factors which have a positive or negative impact.

These are important factors for the organization in the context of its ability to deliver services of

an agreed quality to its customers.

BIC objects and symbols of type Norm are used in the diagrams of
the YaSM - I1SO 20000 Bridge to represent the requirements of the
ISO 20000 standard.

Norm objects are re-usable catalog items with several maintained
attributes. The Name and Identifier attributes contain the
requirement ID, and the Description attribute contains the details of
the requirement.

RACI matrix

The YaSM® Process Map
RACI Matrix

Click here to see the Legend

[YaSM Roles
LT B R |

[DE[FIGIHIIJIKILIMINIOIPIQIRISITIUIVIWIX]V]Z]AA

el LA AL W

AL

&YaSM

T W YT Y T Y Y Y Y Y Y Y T Y Y Y Y Y YT Y Y Y Y Y Y Y Y Y Y Y YW

o
3
- .
s = = B
- ® 2 ¥ s 3
5 3 - 5 5 5 ¥ =
T3 8 5 @ 5 E = 62 g
I = el = #F # 5 = E R S
2z s B s g 5 § p 2 o BE ¥ g
g 8 g = B E E & E - B % [ g
g 3 ¥ = E %5 o « 5 L = B E g E 5 E -
- B 5 2 2w i3 » 5 5 EE L § 2 5 = g 8
g 8i5#5 e EE2Zcf: B P oo wy P25 :gz8 8y ®cE,
2 - 2 £ = 5 2 ] = s T £ 28 E P g 2 5 g &
a2 5§z ¢s tepEEETe _E£:BEzEfgEiifzgegifaezow
5 2 R o 8§ s 2 2 5§88 _ =2 2 5 ¢ o 2 E =l . 5 o omEowm oy B E
T 2 F 0 o o E £ E Tz = 2 5§ 2 8 £ 8 & 2 v v v wwow g g PE 2
2 ¥ 2 » wx wE @5 g P c T g g 8OO J 77 P 5 L2 2 L 8 gy g o EoE o= £
s = 53 55 E¢&55 2 BEZT w8 g8 vz s :cEEteiEE g
EJl YaSM Processes 28 8655388334 & = £ 00 & &£ & & L d Ao, b BB 2L
Set the strategic direction b
Perform strategic assessments b R AR R
Provide guidance for the use of technology h AR R R
Define strategic initiatives b AR R
Start Up service develapment projects b ] AR
o
AR
o«
Define required service properties b R R R R AR R R R
Design required infrastructure b R R R R AR ] R
Outline the implementation approach b AR ] R
Prepare the service implementation b AR ] R
Build new or changed services b
Coordinate dvipmt. and procurement activities b AR
Develop applications and systems b AR
Accept delivery of the service components b A R
[EN LP2.4 iCreate or update operational documentation b AR ] R
Test the senvice components b R R A R
Deploy the service components b R AR
Prepare the service sctivation b AR
... Operate the services b
Support the service operation b AR R R R
Brovida muidanra far canire anarsrinn | AD o o

The YaSM Process Map includes a RACI or responsibility matrix in
Excel format.
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The RACI matrix displays responsibility relationships between the

YaSM roles and the YaSM processes, using abbreviations as defined

in the RACI model:

— R - Responsible: Those who do the work to complete a task. There

is typically one role with a participation type of Responsible for

every task in a YaSM process. It is also possible that several roles

cooperate to execute a task.

— A - Accountable: Those who are ultimately accountable for the

correct and thorough completion of a YaSM process, and to whom

“Responsible” reports. Typically, there is exactly one process

owner and therefore one Accountable relationship specified for

each process.

The matrix is provided as an Excel table. It can be viewed or

downloaded directly from the Front page diagram, and the original

Excel file can also be found in the RACI folder of your delivery archive.

See also: Maintaining the RACI matrix on page 21.

Checklists/ document templates

The checklists in Microsoft Word format explain
the YaSM key terms in detail. Typically, a YaSM
checklist exemplifies the structure of the data or
information contained in a document or record.

Example: The checklist for the incident record
explains what information is typically maintained for
service incidents.

Checklists are available for every YaSM data object
and are generic, i.e., applicable to most
organizations.

Many checklists can be used as document
templates. For instance, the checklist for service
agreements can serve as a starting point when you
need to create such agreements in your organization.

Various BIC diagrams contain checklists as
attachments to Document objects. You can also find
the original Word files in the Checklists folder of your
delivery archive.

© IT Process Maps GbR User Manual - YaSM® Process Map (BIC Version)
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Quick references

“Quick references” provide overviews of the different types of
objects used in the process model in printer-friendly format. These
documents are included in the Front page diagram, and also as
original PDF files in your delivery archive.

YaSM process descriptions

This PDF quick reference provides a list of all YaSM processes de-
fined in the YaSM process model, complete with brief descriptions of
the process objectives.

YaSM glossary

The YaSM glossary in PDF format contains definitions or short
descriptions of the YaSM key terms.

Many of those terms correspond to “YaSM data objects” in the
YaSM Process Map, which are used to describe the information flows
between the YaSM processes. For each YaSM data object there is a
checklist with more detailed information.

Process inputs/ outputs

This Excel workbook (“process_inputs_outputs.xlsx”) contains two
tables, providing a complete list of inputs and outputs for each pro-
cess. Filtering and sorting can be applied to create specific views,
focusing on particular processes, inputs or outputs.

YaSM role descriptions

This PDF document contains short descriptions or definitions of all
YaSM roles. Role objects are used in the YaSM Process Map to illu-
strate the responsibilities for whole processes or single process acti-
vities.

Process metrics

To support the selection of suitable process metrics, the YaSM
Process Map contains for each process a list of widely used metrics
with brief definitions in PDF format.
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Working with the YaSM Process

Map in BIC

You are free to modify the contents of the BIC repository provided

as part of the YaSM® Process Map in any way. Diagrams and objects

can be added, modified or deleted as required.

Below you will find instructions for some common tasks when

customizing and using the YaSM Process Map for BIC.

Copying and moving symbols and diagrams

BIC allows you to copy or move symbols or a selection of symbols

from one diagram to another using simple copy and paste

commands.

Often, however, you may want to copy whole diagrams or

categories, for example from the original repository of the YaSM

Process Map to your own repositories. In this case you need to

export the diagrams or categories from one repository and import

the resulting ZIP archive into the other repository.

To copy a diagram or a whole
category to another repository:

— Open the context menu for the
diagram or category in the list of
diagrams or the category tree.

— Export the diagram or category
from the source repository and
download the ZIP archive.

— Switch to the target repository and

import the ZIP archive.

The BIC user manual provides
further instructions on exporting and
importing data.
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Modifying and adding catalog items

The YaSM Process Map includes catalog items (re-usable objects
like activities/processes, documents, roles and norms).

You can change the attributes of these items and add or delete
items in the Catalog view.

If you need to modify many items at once, for example to insert
new document links, you can also download the catalog items as an
Excel table.

To start the export, switch to the

Catalog view and set an appropriate filter ° e Options
to specify which catalog items are included ®  ExporttoExcel
in the Excel table. Then click on “Export to d
Excel” in the Options tab. 2 import
The modified Excel table can be re- th  BulkPublication
imported into the catalog. During the S

import, existing catalog items will be

updated with the contents of the Excel ¥a  Translation mode
table. Catalog items for which there is no

information in the Excel table will remain

unchanged.

Excel tables can also be useful to create whole sets of new catalog
items at once.

The BIC user manual provides further details on exporting and
importing catalog data.

Maintaining the RACI matrix

The matrix included in the YaSM Process Map is provided as an
Excel table.

You can either maintain the RACI matrix in Excel or create similar
matrices from within BIC with matrix reports. To do so, you first need
to create relationships in your BIC repository between processes and
roles, for example by creating a Function Allocation Diagram for each
process.

The BIC user manual provides further instructions on exporting
data and creating reports.
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© IT Process Maps GbR

YaSM® is a registered trademark of IT Process Maps GbR.

BIC Platform® and BIC Process Design® are registered trademarks of
GBTEC Software AG.

Microsoft®, Word™ and Excel® are registered trademarks of
Microsoft Corp.

All processes and methods in our products were compiled with the
greatest of diligence. Despite this fact, errors may not be ruled out. IT
Process Maps GbR therefore makes no guarantee nor accepts any
type of liability for consequences which may be associated with
incorrect statements.

Users must decide in their own particular case if the processes and
methods described are applicable to their organization or business.
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