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practice" in IT Service Management. It is wholly 
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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?  
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ά{ƻ ǾŜǊǎƛƻƴ н ǿŀǎ Ƨǳǎǘ ŦƻǊ hǇǎ ǘƘŜƴΦ 
LǎƴΩǘ ±о ǘƘŜ ǎŀƳŜΚέ 

ά²ŜƭƭΣ ŀŎǘǳŀƭƭȅΧƴƻέ
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STRATEGY

TACTICAL

OPERATIONAL
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Think of ITIL as a tool kit.

If I want to change a plug, I 

use just this 

But if I want to build this,

I need a bit more
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Tell me more, tell me more
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Version 3 in just under 7 minutes
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History Lesson

V The IT Infrastructure Library (ITIL) was first published 
όплҌ ōƻƻƪǎ ǎǘǊƻƴƎύ ƛƴ ƭŀǘŜ мфулΩǎΦ  Lǘ ǿŀǎ FUNCTION
based  
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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 was PROCESSbased
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History Lesson

V ITIL has finally come of age.  It has five core books.  It 
is based around the SERVICE LIFECYCLE
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Why ITIL® needed to change

Á Improve consistency - Process Models 

Á To move with the industry - outsourced services, cultural change factors, 
increased regulatory requirements

Á To allow synergy with other best practices e.g. COBIT®, CMMI®

Á More on business benefits and marketing of ITIL®

Á Guidance on selecting tools and services
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CMMI®

Etom®

Six Sigma®

PMBOK®

PRINCE2Ê

SOA

COBIT®

M_o_R®

ISO/IEC 

20000

SOX

Certified

Training

ISO/IEC

17799

ISO/IEC

19770

CORE

¢ƘŜ ŎƻǊŜ ŀƴŘ ƛǘΩǎ ǎǳǇǇƻǊǘ
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To allow Service Providers to act and think

in a strategic manner and achieve goals & 

objectives using strategic assets.

Service Strategy

ñPsst. Remember, 

we strategists donôt 

do detail.  Leave 

that to designò 
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- 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 ?

Service Strategy
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The Strategy Cast

ÁFinancial Management ςthe one that makes the 
business case

ÁDemand Management ςnot too much, not too little

ÁService Portfolio Management ςmanages our 
resources through the lifecycle
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To design new or changed services for 

introduction into the live environment

ensuring that an holistic approach is 

adopted.

Service Design

``Darling, design is 

what you do when 

you don't yet know 

what youôre doing.''
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5ŜǎƛƎƴ ƻŦΧ 

ς Service Solutions

ς Service Management Systems & Tools

ς Technology & Management Architectures

ς Processes needed to design, transition, operate & improve 
the services

ς Metrics & Measurement systems

5 Major Aspects
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The Design Cast
Information 

Security 

Management

Service Level 

Management
Supplier 

Management

IT Service 

Continuity 

Management

Availability 

Management

Capacity 

Management

Service 

Catalogue 

Management
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Service Transition provides guidance for 

the development and improvement of 

capabilities for transitioning new and 

changed services into Operations.

Service Transition

Design doneé.catch production
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- Plan & manage resources for new/changed services

- Meet predicted cost, quality & time estimates

- To ensureminimal impact on the Production Services

- To increase Customer satisfaction

Service Transition


