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Service Knowledge Management System

Introduction

Knowledge management is important for all stages of the lifecycle, for all roles. The Service Knowledge Management
System (SKMS) holds all the knowledge relating to IT service management. This knowledge is underpinned by a large
quantity of data gathered by various processes. One such example is the configuration management system (CMS), which
forms part of the SKMS. The CMS describes the attributes and relationships of configuration items, many of which are
themselves knowledge, information, or data assets stored in the SKMS. The SKMS will contain many different types of
data, information, and knowledge, including the service portfolio, the CMS, the DML, SLAs and OLAs and contracts, the
information security policy, the supplier and contract management information system (SCMIS), budgets, and cost models.
This poster shows thwe architectural layers of the SKMS, and discusses how the data, information and knowledge should

be managed.
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