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Mirror, mirror on the
wall who is the
fairest of them all?
Mirror, mirror please
tell me ITIL 2 or
ITIL3?







ItSMF UK

The IT Service Management Forum

Tell me more, tell me more
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History Lesson
V  The IT Infrastructure Library (ITIL) was first published
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History Lesson
V ITIL matured. It was refreshed / condensed to eight
core books published over about 3 years at the turn
of the century. It wa®ROCE®fased
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History Lesson
V ITIL has finally come of age. It has five core books.

is based around th& ERVICE LIFECYCLE
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Why ITILneeded to change
A Improve consistencyProcess Models
A To move with the industryoutsourced services, cultural change facto
increased regulatory requirements
A To allow synergy with other best practices e.g. COBNIMP
A More on business benefits and marketing of ¥TIL
A Guidance on selecting tools and services
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Service Strategy

To allow Service Providers to act and think
in a strategic manner and achieve goals &
objectives using strategic assets.
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Service Strategy
- What services should we offer and to whom ?
- How do we create value for our Customers ?
- How do we define & improve Service Quality ?
- How do we make a case for investments ?
- How do we share resources between services ?

itSMF UK

wwwtsmf.co.uk The 17 Srvice Manage




The Strategy Cast
A Financial Managemergthe one that makes the
business case
._
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A Demand Managementg not too much, not too little
@,
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A Service Portfolio Managemegtmanages our
resources through the lifecycle RN
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Service Design
To design new or changed services for
introduction into the live environment
ensuring that an holistic approach is
adopted.
“Darling, design is
what you do when
you don't yet know
what youbre& doing. "'
5 Major Aspects
55aA3 y 2¥%X
¢ Service Solutions
¢ Service Management Systems & Tools
¢ Technology & Management Architectures
¢ Processes needed to design, transition, operate & imprc
the services
¢ Metrics & Measurement systems
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Service Transition
Service Transition provides guidance for
the development and improvement of
capabilities for transitioning new and
changed services into Operations.
Design doneé.catch productior
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Service Transition
- Plan & manage resources for new/changed services
- Meet predicted cost, quality & time estimates
- To ensureminimal impact on the Production Services
- To increase Customer satisfaction
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