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Master Shape Remarks

Process:
• configured with the following properties / icons
   - name (name of the process)
   - remarks (popup hint - (i) top right corner - description / process goal)
   - reference_ISO20000 (if applicable: Reference to a chapter from ISO 20000)
   - reference_ISO27001 ( if applicable: Reference to a chapter from ISO 27001)
   - '+' (plus sign) in bottom right corner indicates a sub-process(es)

Service 
Transition

Activity:
• configured with one Custom Property
   - name (name of the activity)

Create 
Incident Ticket

Group:
• provides a mechanism to visually organize activities

ITIL Term:
• used as input/ output from the ITIL Glossary
• configured with two Custom Properties
   - name (name of the ITIL Term)
   - remarks (popup hint - (i) top right corner - description)

Navigation shape:
• Navigation shapes are employed throughout the process models to facilitate an easier
  navigation of the process models.
• configured with one Custom Property:
   - left facing arrow in bottom left corner, linked to higher level process

Checklist:
• configured with one Custom Property
   - name (name of the checklist)
• 'paperclip' in lower left corner denotes document(s) attached

Checklist 
Event Record

Problem Record

ITIL Role:
• configured with two Custom Properties
   - name (name of the role)
   - remarks (description)
• linked to Index of ITIL Roles1st Level

Support

Service 
Transition

+

Master Shape Remarks

Annotations are used to 
enhance the process 
models with further 
remarks

Event Icon(s):
• depicts an event within a process [Begin / Intermediate / End]

Decision Gateway:
• indicates a split in the process flow into two or more paths. 
  explicit conditions determine the selection of outgoing paths

Annotation:
• used to enhance the process models with further remarks, 
  e.g. when a process activity requires additional explanations.

OR Gateway:
• indicates a split in the process flow into two or more paths where one or more of the outgoing 
  paths are taken.

AND Gateway:
• indicates a split in the process flow into two or more paths where all of the outgoing paths are taken.

Sequence Flow:
• used to depict the sequence of activities.

Association:
• links Processes to other objects. 
  most importantly, Associations are applied to model process interdependencies.
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