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Continual Improvement Process 
(abbreviated as CIP or CI), is an ongoing effort 
to improve products, services, or processes.

These efforts can seek "incremental" 
improvement over time or "breakthrough" 
improvement all at once.

Continuous Improvement Process
(otherwise known as CIP or CI) is a 
management process whereby delivery 
processes (customer valued) are being 
constantly checked, evaluated and improved 
accordingly, with regards to efficiency, their level 

Business Process Improvement

The six phases worked through in the Business Process 
Improvement Plan are:

Phase I   - Organisation : Organising for Process 
Improvement
Phase II  - Documentation : Selecting a documentation 
approach
Phase III – Analysis: Defining Improvement opportunities
Phase IV – Design : Designing the new administrative 
business approach
Phase V  - Implementation : Installing the future state solution
Phase VI – Management : Managing the administrative 
business process organisation for Continuous Improvement

ITIL v3 Continual Service Improvement stage 
(CSI)
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accordingly, with regards to efficiency, their level 
of effectiveness and flexibility.

Kaizen is Japanese for "improvement", or 
"change for the better" , and refers to  the 
philosophy or practices that focus upon continuous 
improvement of processes in manufacturing, 
engineering, and business management. It has 
been applied in healthcare, psychotherapy, life-
coaching,  government, banking, and other 
industries.

When used in the business sense and applied to 
the workplace, kaizen refers to activities that 
continually improve all functions, and involves all 
employees from the CEO to the assembly line 
workers. It also applies to processes, such as 
purchasing and logistics, that cross organizational 
boundaries into the supply chain. 

(CSI)

Service Review Objective : To review business services and 
infrastructure services on a regular basis. The aim of this process 
is to improve service quality where necessary, and to identify 
more economical ways of providing a service where possible.

Process Evaluation Process Objective: To evaluate processes 
on a regular basis. This includes identifying areas where the 
targeted process metrics are not reached, and holding regular 
bench markings, audits, maturity assessments and reviews.

Definition of CSI Iinitiatives Process Objective : To define 
specific initiatives aimed at improving services and processes, 
based on the results of service reviews and process evaluations. 
The resulting initiatives are either internal initiatives pursued by 
the service provider on his own behalf, or initiatives which require 
the customer’s cooperation.

Monotoring of CSI Initiatives Process Objective : To verify if 
improvement initiatives are proceeding according to plan, and to 
introduce corrective measures where necessary.



Continual and Continuous Improvement Process
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