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About lector 

• Mgr. Jana Soběhrdová 

• Original profession – Teacher of German & History 

• Almost 10 years in IBM 

• Positions - started as 1st level technician/helpdesk agent (Services Desk), 

supporting big international, industrial customer in German & English; moved 

into junior position of Client Support Manager for the same customer and 

continuing in senior role as Service Availability Manager until now  (all roles 

within GTS – Global Technology Services division) 

• ITIL Expert  certification 



Agenda 

• ITIL – Basic Overview  - Lifecycle Approach 

 SS,SD,ST,SO,CSI 

• Components of each lifecycle stage 

 Processes & Functions 

• ITIL Service Management & IBM Alignment 

 Examples 

• Core Tools 

Ticketing tool, CMDB 
 



4 SSO pro FI MU 5/3/2016 

Information Technology Infrastructure 
Library 

• IT Service Management ~ ITSM covers IT services, 

processes, technology, and staffing and personnel practices 

that contribute to the management of IT infrastructure 

 

• ITIL® represents the best practices in IT Service 
Management 
 Becoming international standard 
 Adopt & Adapt to your business needs 
 The Client’s business enablement is the main focus – not 
the technology 

 



 
 

ITILv3 (2011 Edition) Lifecycle approach 
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Why is ITIL important to IBM and our clients?  

• Reduced disruption to IT Services 

• Greater control of IT infrastructure & changes to it 

• Lower IT cost – centralized & standardized services 

• Connects the IT infrastructure to the business it supports so that IT 

investment is focused on the highest priority business needs  

• Single point of contact for end-users for incidents, service requests, and 

information – reduces multiple help desks  

• Vendor-neutral language to describe IT service management – helps to 

manage IT support across multiple suppliers 

• End-to-end integration of IT management processes 

• Supports business controls compliance 

• …..Results in better quality, lower TCO, IT alignment to business, 

and easier outsourcing 
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ITIL Qualification System 

100 % 
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What problems are our customers trying to 
solve with outsourcing and ITIL 

• Establish baseline of process/process supporting tools/knowledge 

Some customers don’t have processes established in some areas – 

like problem management 

• Stabilize/Standardize/Centralize infrastructure 

• Process/ITSM tools standardization 

Either across customer internal lines of business or across suppliers 

• Integration of infrastructure and application management 

Want to be able to improve infrastructure stability by integrating 

applications & infrastructure 

• Right size infrastructure to support critical business services 

• Link IT investment and support to business strategies and priorities 
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ITIL is the foundation upon which IBM IT processes are built  

Strengths 

ITIL  Wide ranging, narrative treatment of the lifecycle of Service Management 

 Largely consistent style across the set of books 

 Introduction of key new concepts 

 Provides process objective, goals, activities, high level responsibilities 

PRM-IT Process Reference Model for IT 

 Coherent, consistent model and downstream items such as assessment matrixes 

 Integrated set of rigorously defined inputs, outputs and controls –  essential for 

process automation 

 Covers the full range of IT – includes governance 

ITUP IBM Tivoli Unified Process 

 Builds on PRM-IT 

 Simple web navigation and visualization of processes 

 Is built on Rational Method Composer – provides simple tool to customize & tailor 

processes 

 Provides roles and responsibilities at the task level – key for process automation 

 Provides detailed activity flow 
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Process Overview – Example  
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Process Overview – Example continued 
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Process Overview – Example continued 
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Ticketing tools - Example 
• Ticket/Case/Call/Situation record – documentation and linkage to CMDB 

• IBMs Original tool ISM/Maximo/SCCD 
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Change record flow 



16          Source : http://www.neteye-blog.com/2015/10/is-a-cmdb-a-deciding-factor-for-service-oriented-companies/ 



17 SSO pro FI MU 5/3/2016 

Questions ? 


