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ITIL 
 ITIL Service Management is structured around the 

.  

 Common across the lifecycle is the overall practice itself, which relies on  

,  

which together allow IT Service Management (ITSM) to 

 ,  
provide measurable value and evolve the ITSM industry forward in our pursuit of  

. 



ITIL 

 ITIL originated as an official publication of 

agencies (first CCTA, later OGC, then the Cabinet Office).  

 In January 2014, ownership of ITIL was transferred to Axelos, a joint 

venture of the UK government and Capita, an 

. 

 

 ITIL version 2 published in 2001 

 ITIL version 3  published in June 2007 

 Version 2011 published in July 2011 

 

https://en.wikipedia.org/wiki/IT_service_management 





 

Committee of Sponsoring Organizations of the Treadway Commission (COSO) 



 



 سرویس

يک ارسش به مشتزي بوسيله فزاهم کزدن  ارايه 
 ،خزوجي هايي بزاي موفقيت بيشتز

   و هشينه ريسک بدون تاثيز  





 



 شاخص های یک سرویس 

   ITسرویس 

Utility 

Warranty 

 که سزويس يک هاي خزوجي•

 غيز يا مستقيم کار کسب مجموعه

 . ميكنند استفاده آن اس مستقيم

 کار کسب اصلي اهداف انچه•

 .ميباشد

 پايداري•

 دستزس پذيزي •

 امنيت •

 تكزار پذيزي •

SLA 



plan 

Do Check 

ACT 

ITIl V2.0  



12 

UC 

SLA 

Business Requirement  (Utility) 

Service Design Package 
(Warranty) 

Service Transition 
Package (Warranty) 

OLA 





SERVICES STRATEGY 

انطباق نیاسمندی های کظب کار با اطتزاتژی ها 

  ایجاد چزخه حیات طزویض(Lifecycle Service) 

ارسیابی ریظک طزویض در ططح اطتزاتژی 

ارسیابی مالی طزویض اس نظز میشان ارسع بزای طزمایه گذاری 

 

 

 نياسمندي به عنوان يک داراي استزاتژيک در نظز گزفته ميشود و بزاي نحوه 
 .ومديزيت آن الگو ارايه ميكند، توسعه، پياده ساسي طزاحي

Pattern of Business Activity (PBA) 



 



SERVICES STRATEGY IN ITIL 2011 

New Process 

Strategy Management for IT Services  

Business Relationship Management. 

 



 





 



 



 





SERVICE DESIGN PACKAGE (SDP) 
 

Workspace SDP1 Workspace SDP2 Workspace SDP3 

Availability SDP 24x7x365 Plan with High 

Availability 

24x7x365 Plan with Very High 

Availability 

9-5 Weekday Plan with Standard 

Availability 

Worldwide Mobility Worldwide Mobility Designated Office Location 

PC Notebook PC Notebook PC Desktop 

Wireless PDA Service Wireless PDA Service Desktop Phone 

Desktop Phone Desktop Phone Standard Wireless 

3G Wireless 3G Wireless   

Capacity SDP Large Mailbox Extra large Mailbox Basic Mailbox 

Priority Broadband Priority Broadband Basic Broadband 

    Heavy Duty Print Service 

Continuity SDP PSTN backupLevel-2 

backup and restore 

Worldwide travel support 

PSTN backup Level-3  

backup and restore 

Worldwide travel support 

PSTN backupLevel-1  

backup and restore 

On-site support 

Security SDP Multi-factor authentication 

Hardware tokens 

Virtual Private Network 

Secure FTP 

  Multi-factor authentication 

Virtual Private Network 



SERVICE DESIGN IN ITIL 2011 

Service Level Management v3.0  

Design Coordination process v2011 



SERVICE TRANSITION 
را مدیزیت روس رطانی طزویض ها فزایند های طاخت ، تغییزات بشرگ، توطعه جدید و به 

 .میکند

 

 Process 

 Change Management 

 Release and Deployment Management 

 Service Asset and Configuration Management 

 Knowledge Management 

 

 



 



CHANGE MANAGEMENT 

ITIL Change Management aims to  

control the lifecycle of all Changes. 

Standard 

Normal 

Urgent 





 



REQUEST FOR CHANGE (RFC) - CONTENTS 

1. Unique ID 

2. Date of submission 

3. Change Owner 

4. Initiator of the RFC 

5. Proposed Change priority 

6. Reference to Change Proposal 

7. Description of the Change being applied 

8. Risks 

9. Time schedule 

10. Estimate of resources for the implementation 

11. Budget 

12. Additional supporting documents 

13. Approval or rejection 



CONFIGURATION MANAGEMENT DATABASE  

(CMDB)  

Data warehouse for  

information technology (IT) 

organizations 



 



 



CONFIGURATION ITEMS (CIS) 



 



SERVICE TRANSITION IN 2011 
 Process V3.0 

 Release and Deployment Management 

 

 Process (V 2011) 

 Project Management (Transition Planning and Support) 

 

 



SERVICE OPERATION 

مديريت آن در . نگهداشتن سطح سرويس ثابت   

 سطح توافقي 

.  نهايي شده است مشتري، كه با كاربر و    

Service Level Agreement 



 



Monitoring 



RESOLVE INCIDENT 



SERVICE OPERATION 

 
• Processes 

– Event Management 

– Incident Management 

– Problem Management 

– Request Fulfillment 

– Access Management 

 

 







SERVICE DESK 

Business 
Employees 

IT Operations 
Networks  
& Servers Databases 

Technical Managements 

Level 1 Support Level 2 Support Level 3 Support 

Operations 
Manager 

Tech Support Engineering Analysts 

Manager Supervisor 

Technicians 

Manager 

Developers 

CA 
CMDB 

Change 
Advisory 

Board 

Change 
Manager 

Service Desk 

Level 0 Support 
(Self-Service) 





 



 



APPLICATION MANAGER 
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ITIL 
 Common across the lifecycle is the overall practice itself, which relies on  

,  

which together allow IT Service Management (ITSM) to 

 ,  
provide measurable value and evolve the ITSM industry forward in our pursuit of  

. 



: منابع  
 Service Operation ITIL Version 3 OGC’s foreword  

 Service Transition ITIL Version 3 OGC’s foreword  

 Service Strategy ITIL Version 3 OGC’s foreword  

 Service Design ITIL Version 3 OGC’s foreword  

 yout 

 http://mandiri9.rssing.com/chan-23030116/all_p18.html 

 https://en.wikipedia.org/wiki/IT_service_management 

 http://www.hci-itil.com/ITIL_v3/books/1_service_strategy/service_strategy_cha.html 

 http://wiki.en.it-processmaps.com/index.php/ITIL_Service_Operation 

 http://wiki.en.it-processmaps.com/index.php/ITIL-Checklists#ITIL_Service_Operation_Templates 

 http://wiki.en.it-processmaps.com/index.php/ITIL_Service_Operation 

 https://en.wikipedia.org/wiki/Configuration_management_database  

 http://itsminfo.com/tag/cmdb/ 

 http://rapid-erp.com/portfolio-items/sap-solution-manager-a-tool-for-the-techies-right-wrong/ 

 http://wiki.en.it-processmaps.com/index.php/ITIL_Application_Management 

 http://www.slideshare.net/lecuong75/itlc-hanoi-itil-nguyen-manh-cuong 
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