
The replacement of infrastructure components 
with new or alternative technologies is mainly 

then to be carried out, if their use is justified by

better possibilities to meet the agreed Service 

Levels. Examples:

a software product is no longer maintained by the 

manufacturer and must be replaced

a type of network component shows frequent 

failures and must be replaced

the concentration upon a core-set of key-

technologies promises cost advantages

It is therefore the Service Management 

processes which are usually responsible for 

initiatives resulting in changes to the employed 
technology. The above-mentioned processes 

can, however, suggest changes in the area of 

used technology if this offers advantages from 

their viewpoint, and issue corresponding calls 
for action.

The calls for action are assigned to the most
suitable Service Management process, likely

to reap the benefits from the suggested 

measure (i.e. the Availability Manager, if the 

proposed new technology is able to lead to 
increased availability).

If a call for action aims to close any gaps in IT 
Security it is forwarded to the IT Security 

Manager.

Activity Chain: Introduction of New Technologies into the IT Infrastructure

ICT Infrastructure 

Management

Application 

Management

IT Planning and 
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The necessity to introduce a new technology 

can arise from each of the above-mentioned IT 
Service Management processes, i.e. when

new Services are introduced

existing Services change

existing Service Level Agreements can no longer 

be adhered to (i.e. due to a lack of IT Capacities).

better technologies are available, which lead to 

lower costs

A corresponding RFC (Request For Change) is 

created in order to intiate an implementation

project.
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The necessity arises to use a new or different 
technology within the IT Security Process if 

security gaps become apparent. A corresponding

RFC (Request for Change) is compiled in order
to initiate an implementation project.

The call for action from Financial Management 
is acted upon within Service Level 

Management. A respective RFC (Request for 

Change) is compiled in order to initiate an 
implementation project.

Service Level 

Management

Calls for action arise out of Financial 
Management, if the Financial Manager detects 

potentials for cost-optimisation for the provision 

of IT Services.

Financial 
Management for IT 

Services

Call for Action

The calls for action are transferred to the 
Service Level Manager, because he gains the 

advantage of a more economical Service 

Provision.

Change 

Management

Request for Change 

(RFC)

The RFC, containing a project proposal for 

switching from existing to new technologies,  is 

transfered to Change Management as an 

inquiry.

The RFC relating to the technology switch is 

investigated and cleared by Change 

Management.

Change Record

The Change Record with clearance information 

is returned to the process from which the  

request was initiated and additionally to  

Release Management, which will be 
responsible  for the Rollout.

After clearance of the Change the actual task of

switching to the new technology begins. The 
order for this purpose is handed down from 

Service Management to a suitable area within 

ICT Infrastructure Management.
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The project for the introduction of new or 

different technology is carried out by technical 

experts within ICT Infrastructure Management 

up to the point where a Rollout can take place. 
This especially embraces

choice of suitable products and suppliers

testing of the products for suitability and 

compatibility with the other parts of the IT 

infrastructure

acquisition of the products.

In the case of larger projects this 

includes the appointment of a Project Manager. 

Implementation Order

The Change Record, along with information
regarding the technology to be introduced, is

handed over to the technical experts in charge. 

Where necessary, further information for the 
technical implementation accompanies it.

ICT Infrastructure 

Management
Release Components

Operational 
Documentation

Clearance for Rollout

Release 

Management

The new infrastructure components are handed

over to Release Management for the 
introduction into the productive IT environment.

Once the new technology is ready for use, 

Release Management is responsible for the 

Rollout.

In the case of larger Changes this means that 

a Rollout is planned and implemented.

For smaller Changes, Release Management 

may carry out a purely co-ordinating or 

monitoring role.

Change 

Management

Change Management finally checks whether 

the newly rolled-out technology fulfills the
expectations.

Change Record

The Change Record containig information 

regarding the successful Rollout of the new 

technology returns to the Change Manager or 
the Change Advisory Board respectively.

ITIL® Process Map | © IT Process Maps GbR


