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['TIL

o ITIL Service Management Practice guidance is structured around the
Service Lifecycle.

o Common across the lifecycle is the overall practice itself, which relies on
processes, functions, activities,

organizational models and measurement,
which together allow IT Service Management (ITSM) to

integrate with the business processes,

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

service excellence. @




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



IS0 9000

N

ISO/IEC 27000 ISO/IEC 20000

-

FitSM

IT service management
standard / framework

Quality management
standard

Information securnly
managemenl! standard

Software engineering
malturity moge/
>
adoption of concepts

COBIT

150 15504 |. CMMI




Drivers

Enterprise Governance

IT Governance

{Adapted from ITGI, 2007, p. 12)
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ConnectSphere

Deliver Success

ITIL® Overview

Jo Peacock
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ITIL V3 PROCESS MODEL
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SERVICES STRATEGY IN ITIL 2011

New Process
Strategy Management for IT Services
Business Relationship Management.



ITIL V3 PROCESS MODEL

Long Term Business Objectives
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e _
e . ™

Service Catalogue

..

- - - /-'-
Service Pipeline: =
N
'd -
Continual Service
Improvement
Market
spaces
Service " Service ‘ Retired
concepts transition operation ‘ services

Customers

Resources Return on assets Resources
engaged earned from released
f Service operation
| v v v

Common pool of resources

Area of circle is proportional to resources currently engaged in the lifecycle
phase (Service Portfolio and Financial Management)




Service Portfolio
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SERVICE DESIGN PACKAGE (SDP)

Workspace SDP1 Workspace SDP2 Workspace SDP3
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SERVICE DESIGN IN ITIL 2011

Service Level Management v3.0

Design Coordination process v2011
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ITIL V3 PROCESS MODEL
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CHANGE MANAGEMENT

ITIL Change Management aims to
control the lifecycle of all Changes.

Standard
Normal

Urgent
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REQUEST FOR CHANGE (RFC) - CONTENTS

Unique ID

Date of submission

Change Owner

Initiator of the RFC

Proposed Change priority

Reference to Change Proposal
Description of the Change being applied
Risks

Time schedule

Estimate of resources for the implementation
Budget

Additional supporting documents
Approval or rejection
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SERVICE TRANSITION IN 2011

Process V3.0

Release and Deployment Management

Process (V 2011)

Project Management (Transition Planning and Support)
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Service Operation Key Concepts

Events, Incidents, and Problems

F Monitoring

Events may turn into incidents, and related incidents may
constitute a problem
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SERVICE OPERATION

* Processes
— Event Management
— Incident Management
— Problem Management
— Request Fulfillment
— Access Management



Service Operation
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Monitoring and Control

Event | Incident Problem
Management Management Management

Service Desk

Request Access
Fulfillment Management

IT User

Key
Rectangle with thick border - Process
Rectangle with thin border — Practice
Rectangle with dashed border - Function

The service desk is at the heart of the service operation stage



Business

SERVICE DESK

Technical Managements

Level O Support
(Self-Service)

Level 1 Support Level 2 Support

Service Desk Analysts Tech Support

Techmaans

f

Level 3 Support

Engineering
Developers
»

IT Operations

o Server E -
3 Operations
& Servers Databases i Manager




Functions
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APPLICATION MANAGER

Upgrade Management

- Upgrade Roadmap

- Upgrade Dependency Snalyser
- Reverse Innovation Finder

Solution Documentation

- Business Blueprint Caonfiguration

- Solution Documentation Assistant

- Reverse Business Process Documentation

= Landscape Management Database

Custom Code Management
= Custom Code Lifecycle

Management
- Clearing Analysis

Maintenance Management
= Maintenance Optimizer
- Eary Watch aleris
- Semvice Level Reparting
Application
Lifecycle

Technical Operations Management

= Koot Cause Analysis
Systems Monitoring
Systems Administration =
Data Volume Management

Business Process QOperations

- Business Process & Interface
Monitoring

- Business Process analytics

- Job Scheduling Management

- Data Integrity & Consistency

IT Service Management
- Incident Management

- Problem Management

- Knowledge Base

Solution Implementation

= Implementation Project
tManagement

- Implementation Content

=  Repadmaps

- Template Management

Test Management

- Test Planning, Execution
& Reporting

- Test Autemation

- Business Process
Change Analyser

- Test Scope Optimisation

Change Control Management

- Change & Request Management

- Quality Gate Management

- Extended Change & Transport
Management




ITIL V3 PROCESS MODEL
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Case example: SMO organization in traditional IT company

Managing Adequate authority or
Director sponsorship from
board level
Admin -

i — 1

120 | Application 140 Application ICT Techr:u::-lngy
Development JVaintenance Operations

Service User
Operations Services
Servers — WAN — Desktops,
MF - Middleware Mobile, Printing

Customer Service

Technology
Development
Architecture

Service Desk
Solution Support




Case example: SMO organization in traditional IT company

Application Application

ICT Technology

maintenance and operations

Development

Release :

Mianager Catalogue
Mana

2inih Incident

Problem M
Manager hEness
Configuration ITSM Tool Change
Manager Management Manager

| | |

Service User
Operations Services
Servers — WAN — Desktops,
MF - Middleware Mobile, Printing

Technology Customer Service

Service Desk
Solution Support

Development
Architecture
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Service Strategies

- Service portfolio
-Service economics

-IT financial management
-IT demand management

-Service strategies for out-
sourcing, insourcing, and
co-sourcing

yal Service im, Yo

Service Operations

-Service request management
- Event management

-Incident management
-Problem management
-Access management
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Service Design

-Service portfolio design
-Service catalogue management
-Service level management
-Supplier management

- Capacity management

- Availability and service continuity
management

- Information security managment

Service Transition

-Change management

-Service asset and configuation
management

- Knowledge management
-Service release management

- Deployment, decommission, and
transfer



['TIL

o Common across the lifecycle 1s the overall practice 1tself, which relies on

processes, functions, activities,

organizational models and measurement,
which together allow IT Service Management (ITSM) to

integrate with the business processes,

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

service excellence.




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
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