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1.0 Introduction dsJis

The Service Management Policy is a general policy which defines the tasks, deadlines and responsibilities in close coordination with
business, key suppliers and senior managers. This creates the basis for the process of continual improvement in accordance with the
“Plan, Do, Check, Act” principle and the manual for a mature IT service management organisation. Continual improvement in the ITSM
organisation provides optimum support for the business and meets the requirements for stability, availability and security at optimum
cost. The business requirements are documented in the service catalogue which, together with the corresponding policies, forms the
basis for all activities. The aim is to formulate an IT service management plan, defining the specific targets for the coming business year
for individual management activities such as change advisory boards, process reviews, customer satisfaction surveys, budget planning

or continuity tests.
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2.0 Purpose 3.l

The purpose of this document is to define the policies required to develop the Service Management Plan, which, in its turn, defines the

specific targets for the coming year for individual management activities.
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3.0 Service Management Scope Slaused! 3y1a] Juos Glas

The scope of this policy covers all services that are provided by the deanship of digital transformation to internal and external end-users.
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4.0 Policy Statements dwleud!| 544

1. Service Improvement Policy:
The DTKR deanship commit to continually improve the effectiveness of the SMS and the services and to provide the required resources.

The set of all the change requests, corrective / preventive actions and improvements, and the planning of the changes referred to in

capacity, availability, continuity and security plans is considered as the service improvement plan.

To be developed in following documents:
®  Service Improvement Plan.

o Continual Service Improvement Process.
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2. Service Level Management Policy:
The mission of this process is:

- Define the services and features.

- Identify customers’ expectations.

- Agree and record the service level agreements.

- Monitor compliance of service level agreements.

- Periodic reviews of the services among all involved parties.
- Manage and resolve complaints about the service.

- Measure customer satisfaction of the services.
To be developed in following documents:
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®  Service level management process.
®  Service level requirements.

®  List of services.
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3. Service Report Management Policy:
The mission of this process is:
- Ensures that reports are generated in time for their function, and their information is accurate and reliable.

To be developed in following documents
o IT service continuity pIan test and review report.
®  Availability measurement report.
®  (Capacity measurement report.

o Customer complaint report.
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4. Service Continuity Management Policy:

This mission of process is:
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Manage the response to severe events or disasters-whic ave-serious |mPaCt on services.

- Ensure the full restoration of service levels in shortest possible times.

- Achieve a basic service level in the shortest time possible, prior to full restoration of service levels affected.

To be developed in following documents:
®  Service continuity and availability management process.
o IT Service continuity plan.
o IT service continuity plan test and review report.

o Incident and service request management process.
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5. Service Availability Management Policy:
The mission of process is:

- Ensure and continuously improve the availability of services.
- Plan for implementation of measures to improve availability.

- Monitor the availability of services and adjust forecasts and future actions for improvements.

To be developed in following documents:
®  Availability measurement report.
®  Availability plan.

®  Service continuity and availability management process.

Aadell B3] 5,15 el

.Mﬁjgaﬂsﬁﬁhsjau,\_ﬂlblslw.\fwl -
AUy sl dolulall slexe Llaseall -
Sleasdl Al bl -

A oluiad ) s 05559

Baadd) Ao L i zise @
1.1 J\J.u.a}” ?EJ

2024-04-01 Jlua! &
7/13



3L joLang a3l Jomall Ssles
¢ Sloust! oyl Al
aliadcols. it

NAJRAN UNIVERSITY . .
AsbYlaks e

AUy 5yls) Huless Slosid| By lpaiul @

6. Service Financial Management Policy:
The mission of process is:
- Budgeting, reporting and accounting the cost of services to ensure financial viability.

To be developed in following documents:
®  Budgeting and accounting for service process.

®  Budgeting and Accounting Management Policy.
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7. Service Capacity Management Policy:
The mission of process is:

- Dimensioning of technological and human resources necessary for adequate provision of services.

- Monitor the use of resources to continuously adjust to the requirements of the services.

To be developed in following documents:
®  (Capacity management process.
®  (apacity plan.

o Capacity measurement report.
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8. Information Security Management Policy:
The Information Security Management Policy is described in the Information Security Management Policy document.

To be developed in following documents:
®  Information security management process.

® Information security policy.
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9. Business Relationship Management Policy:
The mission of process is:

- Define services and their associated features.

- Identify customer expectations.

- Agree and record the service level agreements.

- Monitor compliance of service level agreements.

- Periodically review the service between all parties involved.
- Manage and resolve complaints about the service.

- Measure the customer satisfaction of the service.

To be developed in following documents:
o Business relationship management process.
®  List of services.
®  Service level management process.

®  Service level requirements.
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10. Supplier Management Policy:
The mission of process is:

- Communicate service needs to suppliers.

- Ensure that suppliers understand their obligations.

- Agree and record support agreements (agreements with suppliers).

- Periodically review the performance of suppliers from all parties involved.
- Manage and resolve any contractual disputes.

- Measure customer satisfaction with service.

To be developed in following documents:
o Supplier management process.

®  Supplier performance report.
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11. Incident and Service Request Management Policy:

The mission of this process is:

- Manage the resolution of events with minimal impact on service levels, restoring the levels of service in the shortest time

possible.
- Respond to requests for service.

- Record the actions executed in phases of investigation and resolution of the issue.

To be developed in following document:

o Incident and service request management process.
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12. Problem Management Policy:
The mission of this process is:

- Minimise business impact of incidents, identify their root cause and provide a temporary solution.

- Minimise business impact of potential incidents, identifying the possible root causes, and develop in advance a temporary

solution.

- Record actions taken in the early stages of investigation and resolution of the problem.

To be developed in following document:

®  Problem management process.
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13. Configuration Management Policy:
The mission of the process is:

- Record and control all configuration elements critical to the provision of services.

- Provide timely and accurate information on the status and relationships of configuration items.

- ltis considered configuration item (Cl) any asset that is relevant to the implementation of the service, and is subjected to the
processes of configuration management and change management and delivery.

- AllClsundergo these two processes are registered in the configuration database (CMDB). The configuration manager decides
the criteria used to consider whether an asset is a Cl, and information necessary for the records of each type of Cl.

- Examples of Cls are registered servers, core applications hosted on the servers, communication lines, network devices, etc.

To be developed in following document:

®  (Configuration management process.
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14. Change and Release Management Policy:
The mission of this process is:

- Identify the business need that requires the implementation of change.

- Evaluate and approve the changes according to business criteria.

- Ensure the implementation of changes according to the requirements of quality, cost and approved deadlines.
- Plan and execute the deployment in production environments.

- Review and test the validity of the implementation in accordance with business objectives of change.

To be developed in following documents:
®  Change management process.
®  Change management policy.
®  Release and deployment management (RDM) process.
®  Release and deployment planning.

®  Customer release and deployment policy.

1.1 J\J.u.a}” ?EJ

2024-04-01 JlaaYy) &)
12/13



adyall joliany 0yl Je=ddl 3ales
¢ Sloust! oyl Al

alpsadenls .

NAJRAN UNIVERSITY

sl 5l ¥l il 53] Aolius

Aagll Gzl cowmy bl shetely muds com -

Lele 4a81oll cuas a1 2alSllg Bagedl lillate 389 Slaad] Gaskas (e uSWI -
ZWY Ay e baduaiy cloasd! Gabatd Lasall -

el Jlee¥l cldhe 589 80aill Jlee¥l 3odls JLasls danl -

AJW sl uiad) s 05559
sl Byls] ddee @
ot 5yls) sl @
JECRRVANIURIEN SN ERPP
Bagardl alyluedly pshill dhs. @
#leall dousdl Bty pslazll Al @

1.1 syl 8,

2024-04-01 Jlaay! g b
13/13



