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The contentis based on ITIL v. 3 2011




IT Service Management ~ ITSM covers IT services, processes, technolo
and staffing and personnel practices that contribute to the management
infrastructure

ITIL® represents the best practices in IT Service Management

v Becoming international standard

v Adopt & Adapt to organization’s business needs

v The Client’s business enablement is the main focus — not the
technology

v Provides common language for both business and IT to operate fro|

v Makes processes consistent
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1972: IBM starts research on quality service delivery called Information
Systems Management Architecture (ISMA).

1980: IBM publishes Volume | of the IBM Management series titled "A
management System for the Information Business", first public edition of
ISMA.

1986: CCTA authorizes a program to develop a common set of operational
guidance with the objective of increasing efficiencies in Government IT.

1988: "Government Infrastructure Management Method (GITMM)", is
formalized and issued as 'guidelines’ for Government IT operations in the UK
focused on Service Level Management. Same year, the development team
was expanded and work continued on Cost, Capacity, and Availability.

1989: GITMM title is inadequate. It is not a method, (last M), and it should
lose its G letter in order to be marketable out of government. Renamed to
ITIL.

1989: First 'ITIL' book published, Service Level Management, then Help




Desk (incorporating the concepts of Incident Management), Contingency
Planning, and Change Management. Books had 50-70 pages.

1990: Problem Management, Configuration Management and Cost
Management for IT Services published.

1991: Published - Software Control & Distribution, on 89 pages.

1992: Availability Management, 69 pages.

1996: (July) First ITIL Service Manager class delivered in US by US company,
ITSMI, 16 attended, 10 candidates, nine passes, one distinction, first US

company authorized as an ITIL accredited course provider - ITSMI.

1997: Customer focused update to the Service Level Management book, 106
pages.

1997: ITIMF legally becomes what we know today as the IT Service
Management Forum (itSMF UK).

2000: Service Support V2 published, 306 pages.

2001: Service Delivery V2 published, 376 pages.

2001: CCTA became a part of the Office of Government Commerce (OGC)
2002: Application Management, 158 pages, Planning to Implement IT
Service Management, 208 pages and ICT Infrastructure Management, 283
pages, published.

2003: Software Asset Management, 146 pages, published.

2004: Business Perspective: The IS View on Delivering Services to the
Business, published, 180 pages.

2006: (June) ITIL Glossary V2 published

2006: (June) APM Group Limited announced as preferred bidder of ITIL
accreditation & certification program, over the itSMF International (expectant
winner)

2007: (May) ITIL V3 five core books published.

2011: (July) ITIL 2011 update published.

Let's analyse this timeline a bit:

ITIL V1 was rather similar to IBM's ISMA, especially in support/delivery




domain. Core ITIL V2 books did not differ much from ITIL V1. Only a few
processes were altered slightly, but the focus and perspective was pretty
much unchanged. And this process lasted for some 20 years.

ITIL V3 approximately doubled the scope, almost tripled the number of
processes and functions and introduced a few new dimensions and
perspectives. We have the first set of core books now, but a lot of time will be
needed to develop all the complementary books, to groom and mature the
training materials and to polish best implementation practices.

ITIL 2011 books grew 57% in weight and 46% in number of pages due to
rewrite and redesign (larger font).

It all started under Margaret Thatcher, the prime minister of United Kingdom during
the eighties. The cost of IT in the government agencies was not in control with
disparate processes ruling the roost.

Central Computer and Telecoms Agency (CCTA) was commissioned to bring down
the cost and streamline processes across agencies. It took CCTA 4 years and 8 billion
pounds to come up with a set of best practices, it was called Government
Information Technology Infrastructure Management Method (GITIMM), conceptually
similar to ITIL®. Consultants who were taken on board this project visited a number
of private institutions (including IBM) to understand their processes, and how they
performed their IT related activities. The processes and activities were passed
through a sieve, and the best sets of processes were retained to give birth to ITIL®.
GITIMM, throughout the eighties and early nineties evolved to become ITIL® v1
which consisted of over 30 books.

In 2000, the United Kingdom's Office of Government Commerce (OGC) took over
CCTA, and a year later ITIL® v2 was released. V2 sub divided ITIL® as service support
and service delivery. Maintenance of services came under service support while
putting up a new service or modifying it came under service delivery. This version
consisted of 8 volumes.

The subsequent version - ITIL® v3 was published in May 2007, and it provides a
holistic view of services. It covers the entire lifecycle of a service — from the nascent
stages of strategies through design, transition to live environment and support when
services are active.

A major difference between v3 and its predecessors is the inclusion of a continuous
improvement phase in the former. This phases stresses on the need for continuous
improvement throughout the lifecycle of a service — which makes ITIL® much
stronger than what it was envisioned to be.

ITIL® v3 further reduced the number of books to 5, called as the core volumes.
Sometime last year, there were talks of ITIL® v4, but it turned out to be hoax in the
end.




Apart from the ISO/IEC 20000 standard, ITIL is also complementary to many other
standards, frameworks and approaches. No one of these items will provide
everything that an enterprise will wish to use in developing and managing their
business. The secret is to draw on them for their insight and guidance as
appropriate. Among the many such complementary approaches are:

Balanced scorecard: A management tool developed by Dr Robert Kaplan and Dr
David Norton. A balanced scorecard enables a strategy to be broken down into key
performance indicators (KPIs). Performance against the KPls is used to demonstrate
how well the strategy is being achieved. A balanced scorecard has four major areas,
each of which are considered at different levels of detail throughout the
organisation.

COBIT: Control OBjectives for Information and related Technology provides guidance
and best practice for the management of IT processes. COBIT is published by the IT
Governance Institute.

CMMI-SVC: Capability Maturity Model Integration is a process improvement
approach that gives organisations the essential elements for effective process
improvement. CMMI-SVC is a variant aimed at service establishment, management
and delivery.

EFQM: The European Foundation for Quality Management is a framework for
organisational management systems.

eSCM-SP: eSourcing Capability Model for Service Providers is a framework to help IT
service providers develop their IT service management capabilities from a service
sourcing perspective.

ISO 9000: A generic quality management standard, with which ISO/IEC 20000 is
aligned.

ISO/IEC 19770: Software Asset Management standard, which is aligned with ISO/IEC
20000.

ISO/IEC 27001: ISO Specification for Information Security Management. The
corresponding code of practice is ISO/IEC 17799.

Lean: a production practice centred around creating more value with less work.
PRINCE2: The standard UK government methodology for project management.
SOX: the Sarbanes—Oxley framework for corporate governance.

Six Sigma: a business management strategy, initially implemented by Motorola,
which today enjoys widespread application in many sectors of industry.




Think of the service management as customer service for IT people

ITIL - set of publications that provide specific guidance to industry sectors or
types and source of best practice for service management

The benefits of best practice guidance are that it:

* Can be adopted and adapted: You can adopt the ITIL processes and practices and
adapt them to suit your organization.

Improves efficiency: You can improve efficiencies in your organization.

Satisfies customers: You can increase your organization's ability to provide services
that meet the needs of your customers.

Is scalable: One size fits all. It doesn’t matter if you have three people in the IT
department or 3000, ITIL is just as applicable.




The general four main elements

The service lifecycle: The life of an IT service from inception through a

development project and introduction into day-to-day use
Processes: Sets of ways of doing things

Functions: Organizational departments — the source of the people who

do the stuff needed to manage IT services

Roles: Sets of responsibilities allocated to people or departments




Who Provides

the IT Services

ITSM

Stakeholders

User vs.

Customer

Type | —internal service provider: An internal IT organization or department
that serves one business unit.

Type Il — shared services unit: A single internal IT organization or
department that serves many business units.

Type lll — external service provider: An organization that provides services
to external customers. A commercial business.

A stakeholder is someone who has an interest in, or is affected by,
whatever you're doing.

[ tnternal [l v [ rocion W crome |

The user is a person who uses the IT service on a day-to-day
basis

The customer of an IT service provider is the person or group
who defines and agrees the service level targets.




ITIL defines a service as "a means of delivering
value to customers by facilitating outcomes

IT Service customers want to achieve without the ownership of

value specific costs and risks."

Who is responsible for value?

Delivering value to customers is everyone’s responsibility!

How is value measured?
The RECIPIENT determines the perceived value! &

The key to measure real ITSM success is the business value.

In other words, when we do something for another organization that gives them
something they want or value, we're providing a service. Value to a customer can
change over time and staying connected to your customer base will help you track
that.

In IT service management (ITSM) it might be a reduction in cost or cycle times. It
depends on your customer and their wants/needs at the time. For example, a start-
up IT organization must be very agile. However, large organizations are more likely
looking for long-term IT projects with sustainability.

IT professionals do not typically focus on delivering value to customers and that’s
because service providers in general don’t understand what value is —it’s not
guantifiable, it’s not tangible, it’s not definable, it’s not measureable and so it can
frighten them.

Management leader Peter Drucker famously said: “Quality in a product or service is
not what the supplier puts in. It is what the customer gets out and is willing to pay
for”

To define and understand value we need to look to the customer to know what they
want from the end service or product. The customer knows what they need it to do
— it’s not a case of just creating a website if the website doesn’t facilitate all of the
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https://www.axelos.com/news/blogs/september-2017/what-is-agile-itsm-what-does-it-need-be-successful

customer’s needs.

IT professionals and service providers need to start working closely with customers
and end users to define the value and build long-lasting relationships, something
seldom seen in IT. Understanding where the customer sees value needs to come
from the top down; value is co-created and co-defined by both service provider and
customer to decide the necessary activities and processes. If the value is known by
the senior business managers in the IT/service provider organization it will be
reflected in the services produced by IT professionals.

Value from the customer perspective

This is not to say IT professionals choose not to add value; IT professionals believe
what they do is of value but the problem is it’s from their perspective and not the
customer’s.

All organizations and senior business managers should be focused on what Jan
Carlzon calls “Moments of Truth” — every single point of contact with a customer.
We need to focus less on improving targets, measures and processes and more on
trying to delight our customers at each Moment of Truth. It’s been said before but
Ill say it again: IT professionals are driven more by the technical side of what they do
and less by the end-to-end service and this is something that needs to change.
Service catalogues tell us which services are providing our customers with the most
value and which are redundant and yet you’ll rarely come across an organization
with an accurate service catalogue. It’s no good focusing on processes unless you
have an understanding of how to create value for the customer and to do that we
need the customer to tell us where the value comes from. The relative value of each
service can then be recorded in the service catalogue and can then be used to
prioritize improvements, tasks and activities.

The services IT provides to customers can provide value in a number of ways,
dependent on the industry. Services can support the production and manufacturing
of products, they can underpin financial services in the banking industry, they can
ensure compliance and safety in the drug and airline industries and they can provide
a corporate image and generate brand and shareholder value with public facing
websites. Knowing your customer, knowing their industry and understanding where
they find value in the services you provide is how you can increase the value you
deliver.

It’s so simple and yet we aren’t doing it. Why? Face-to-face interaction has given way
to technology. Too often we send an email instead of picking up a phone. We take
fifteen minutes to word an email and wait hours, sometimes days, for a reply when
the issue could have been resolved over the phone within minutes. The only way we
can know exactly what a customer defines as value is to ask them and not via email;
not everything they want comes across in an email. It really needs to be a face-to-
face discussion with customers, wherever possible. A steering group should be
established that allows senior customer and IT managers to take a step back, take a
corporate view and decide what is needed and prioritize the activities of those
creating and providing the services.

A corporate view from the top with collaboration from the customer, IT and the
business is the answer. Once you’ve got that, all processes and activities can be
driven based on service importance and value.
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There’s room for development in best practice when looking at soft skills and the
more practical, less technical side of IT. ITIL® touches on service strategy and there is
mention of it in project management best practice too, but there’s not enough
there yet to really drive a change.

Focusing on the value stream

IT practitioners need to begin to focus more on the value stream following the
Moment of Truth — that’s how you manage the point of contact and deliver value to
the customer.

There are five types of value stream/Moments of Truth in IT:

Customers get in touch when things go wrong. This could be a failed service or
something that isn’t performing right on a laptop or PC — anything that needs IT
involvement. Think about what route the customer has to follow in your
organization when an issue occurs, who they have to go through and the amount of
time it takes for the issue to be resolved. Is it an efficient service?

A standard request — for example, a new employee needs a computer and phone,
etc. How quickly can that be fulfilled?

The business has a new requirement — how easy and effective is it for our business
and customers to register their needs and how accurately are they captured and
delivered?

A change in strategy or a change in service, possibly even a new service. How can
and should we respond?

Operational service — every time someone logs on to a service it needs to be simple.

They should be able to find exactly what they are looking for quickly. For example, a
retailer’s website would be pointless if customers couldn’t find where to pay for
their items.

Does the customer walk away from their interaction feeling unsatisfied, not listened
to or confused? If the answer is yes then you’re not delivering value to them. We
should be making this process as simple as possible for the customer, not us and
that’s where value comes from — effective and efficient services that actually deliver
something to the customer, or to their customer.
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Value = Utility + Warranty

Utility is the functionality offered by a product or service to meet a particular
need. Utility is often summarized as ‘what it does’.

A service that provides the correct utility is said to be fit for purpose.

ITIL defines warranty as ‘the assurance that a product or service will meet
agreed requirements’. Warranty is often summarized as ‘how it does it’.

A service that provides the correct warranty is said to be fit for use.

Availability

Warranty has four main aspects:

11




IT ASSETS

ITIL defines an asset as any resource or capability. The assets of a
service providerinclude anything that may contribute to the delivery of
a service. Assets can be management, organization, process,
knowledge, people, information, applications, infrastructure, and

financial capital.

RESOURCES

Resource is a generic
term that includes IT
infrastructure, people,
money or anything else
that may help to deliver

an IT service. 4
:% -
W

ST

CAPABILITIES

Capability is the ability of an
organization, person, process,
application, component or IT
service to carry out an activity.
Capabilitiesare intangible
assets of an organization.
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IT SERVICE
and its Assets

The

Software
application

Hardware and network
components

(Infrastructure)

The IT
service

Information needed,
stored and moved
around by the service

/

/

user / provider

| ==

//

Overall management
of the service and the
measurements required
to judge its success

4:.()@4.4.

People to provnde the service

\ Knowledge to

B

maintain the servi

Organisation or
configuration of people
and processes and other

assets and the communication
necessary to provide the service

Processes required w

to manage the service
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Process, Function and Role - the organizational aspects of ITIL

PROCESS FUNCTION

is a structured set of activities designed to is a team or group of people and the tools they use
accomplish a specific objective. to carry out one or more processes or activities

The procedure to tell staff how to perform each
activity

Arole is a set of responsibilities, activities and
authorities granted to a person or team. A role is
defined in a process.

14




Triggers

Process control

Process
documentation

Process

Process activities

Process
procedures
Process
instructions

Process enablers

Process resources

Process policy

Process
objectives

Process feedback

Process metrics Process roles

y

&

Process
improvements

Process
capabilities

Process

Including process
reports and
reviews
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A perfect process will deliver no value
if there aren’t enough resources
to implement it.

PROCESS CHARACTERISTICS

DELIVERS TO
MEASURABLE SPECIFIC RESULTS CUSTOMER OR SPEE;T(?T'\";Z:E)RS
STAKEHOLDER
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Service Operations
IT department

Service Desk IT Operations Technical Application

Management management Management
Processes

{Event Management | | [reel) | [ | | |

Incident Management [Roled | _-mm’
Request Fulfillment | Role & | -_’
Problem Management

Access Management
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Key generic ITIL roles

The Service Owner Accountable forthe

delivery of the service

Accountable for ensuring that The Process Owner

processis fit for purpose

Makes sure that the processis

being executed appropriately

The Process Manager

The Process Practitioner

In addition to these generic roles every process will have specificand unique roles.

The service owner
The service owner owns a service. The service owner is usually someone in the IT
provider organisation, and the role provides a point of contact for a given service.
The service owner doesn’t necessarily know everything about the service, but he
does know a man (or woman) who does. Here are some responsibilities of the
service owner role:

* Participates in internal service review meetings

* Represents the service across the organization

* Represents the service in change advisory board meetings

* Is responsible for continual improvement of the service and management

of change in the service
* Understands the service and its components

The process owner

A process owner owns a process. This role is accountable for the process. For
example, if the incident management process doesn’t achieve its aim of restoring
the service to the user, the process owner gets shouted at (hopefully not literally).
The process owner is accountable for the process and is responsible for identifying
improvements to ensure that the process continues to be effective and efficient.
Here are a few responsibilities of the role:




* Ensuring that the process is performed in accordance with the agreed and
documented process
* Documenting and publicising the process
* Defining and reviewing the measurement of the process using metrics
such as key performance indicators (KPls)
Every SM process adopted should have a defined process owner.

The process manager

A process owner (see the previous section) is accountable for the process, but may
not get involved in the day-to-day management of the process. This is a separate
role often allocated to a different person: the process manager. A process manager
is responsible for operational management of a process. The process manager’s
responsibilities include planning and coordination of all activities required to carry
out, monitor and report on the process.

Every service management process should have a defined process manager — though
this may, of course, be the same person as the process owner.

The process practitioner

The process practitioner is the role that carries out one or many of the process
activities. Basically, these people are the ones who do the work. However, it’s
important that they have a clear list of responsibilities related to the process that
they get involved in.

18




Generic Service Management Roles

PROCESS

PROCESS OWNER

PO role SHOULD NOT be
shared

Defining the process strategy

Assist the process design
including metrics

Process documentation
assurance

Auditing the process
Process improvement
Polices and standards

definition

Sponsoring the process

MANAGER

Operational management of
a process

Work with the process owner

Makes sure all process
activities are carried out

Monitoring and reporting the
process performance
Appointing staff

Work with service owner(s)

Identify improvements

Makes improvements to
process implementation

PROCESS
PRACTITIONER

Carries out the process

activities

Understands how their role
links to services and creates
value

Work with other stakeholders

Makes sure that inputs,
outputs and interfaces are
correct

Create and update records of

their activities

SERVICE OWNER

Accountable forthe delivery
of specific IT service

Attends CAB

Attends int. and ext. service
review meeting

Communicate with customers

Serving as SPOC

Participate in SLA and OLA
negotiations

CAB - Change Advisory Board
SPOC - Single Point of Contact
SLA - Service Level Agreement
OLA - Operation Level Agreement

19




Generic Process Roles

Trigers

Inputs

Process Control

Objectives
Policy

Documentation Feedback

Process
Roles Activities

Metrics Improvements

Procedures OUTpUtS

Work Instructions

Process Enablers

Resources

Capabilities
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ITIL{/3 (2011 Edition) Lifecycle approach
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Se rVice Strategy Setting the strategic direction of the IT Services.

Business relationship management:

Service portfolio management:
Financial management for IT services:

Demand management :

Strategy management for IT services:
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Service Design

Design coordination:

The main purpose of the service design stage of the lifecycle is the design of the new
or changed services for introduction into the live environment.

Service level management:

Service catalogue management:

Supplier management :

Availability management :

Capacity management :

IT Service continuity management :

Information security management :

23




Service Transition

Transition planning and support :
Change management :
Service asset and configuration management :

Release and deployment management :

Knowledge management :

Change evaluation :

Service validation and testing :

24




Service Operations

Event management :

Incident management :

Request fulfillment :

Problem management :

Access management :

user

management of the te ( used to deliver and sup

uired to deliy

rthe

ls
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ITIL Process WBS (example)

Task: Determine Root Cause

[y A<ty AB6A - Investigala and Diagnose Probiem

~ Workflow

2=

- Relationships
Roles Primary
« Prodiem Analyst
Inputs Manamory

« Prodiem
Outputs « Prosiem

= Main Description

Apply he appropriate techniques and analysis MeModologies 1o determine Mhe ool cause of e eror and identity What would Be needed 1o resolve Ihe ermor Include Solulion opBons if possidle

It may be that the root cause of the problem cannot be identiied of cannot be identfied within an

period In

100t cause should be

- Properties

Predecessor « Communicate Workaround Findings
Multiple Occurrences

Eveat Drven

Ongong

Optional

Planned

Repeatable

W rrom anoimer process g ¢ netmer process.
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Continual Service Improvement

The activities of CSI primarily:
« |dentifies or helps others identify opportunities for improvement.

« Prioritizes improvement activities.

« Sets up and runs (or helps others set up and run) improvement projects.

THE CONTINUOUS VS. CONTINUAL!!!

Continual - of regular or frequent recurrence; often repeated; very frequent
Continuous - uninterrupted in time; without cessation:

Although usage guides generally advise that continual may be used only to mean
“intermittent” and continuous only to mean “uninterrupted,” the words are used
interchangeably in all kinds of speech and writing with no distinction in meaning:
The president's life is under continual (or continuous) scrutiny. Continuous (or
continual) bursts of laughter punctuated her testimony. The adverbs continually and
continuously are also used interchangeably. To make a clear distinction between
what occurs at short intervals and what proceeds without interruption, writers
sometimes use the contrasting terms intermittent (intermittent losses of power
during the storm) and uninterrupted (uninterrupted reception during the storm) or
similar expressions. Continuous is not interchangeable with continual in the sense of
spatial relationship: a continuous (not continual) series of p

CONTINUAL CONTINUO (CON INTERRUPCIONES)

Continual indicates duration that continues over a long period of time, but with
intervals of interruption. Here are some examples:

The continual street repair disrupted traffic for nearly two years.

I've had continual problems with this car ever since | bought it.

27




I'm sorry - | can't work with these continual interruptions.
In the end, it was the continual drinking that destroyed him.

CONTINUOUS CONTINUO (SIN INTERRUPCIONES)

Continuous indicates duration without interruption. Here are some examples:

The continuous humming of the fluorescent lights gave him a headache.

My computer makes a continuous low buzzing noise.

A continuous white line (= line without spaces) in the middle of the road means no
overtaking.

The tape ran in a continuous loop, repeating the same songs over and
over.assages.
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7-STEP IMPROVEMENT PROCESS

What can’t be defined
can’t be measured.

What can’t be measured
can’t be controlled.

What can’t be controlled
can’t be managed.

28




Why is ITIL important?

* 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, ITALIGNMENT TO
BUSINESS, AND EASIER SOURCING

TCO - Total Cost of Ownership




WHETHER SERVICES ARE BEING PROVIDED BY AN INTERNAL UNIT
OF THE ORGANIZATION OR CONTRACTED TO AN EXTERNAL AGENCY,
ALL SERVICES SHOULD BE DRIVEN SOLELY BY BUSINESS NEEDS

AND JUDGED BY THE VALUE THAT THEY PROVIDE TO THE
ORGANIZATION.

The term ‘best practice’ generally refers to the ‘best possible way of doing
something’. As a concept, it was first raised as long ago as 1919, but it was
popularized in the 1980s through Tom Peters’ books on business management. The
idea behind best practice is that one creates a specification for what is accepted by a
wide community as being the best approach for any given situation. Then, one can
compare actual job performance against these best practices and determine
whether the job performance was lacking in quality somehow. Alternatively, the
specification for best practices may need updating to include lessons learned from
the job performance being graded. Enterprises should not be trying to ‘implement’
any specific best practice, but adapting and adopting it to suit their specific
requirements. In doing this, they may also draw upon other sources of good practice,
such as public standards and frameworks, or the proprietary knowledge of
individuals and other enterprises.
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Common Misconceptions about ITIL

Treating ITIL as training only

Misinterpreting ITIL as the “dogma”

Thinking ITIL is for the service desk and support staff only
Believing that processes introduce unnecessary bureaucracy
Assuming that ITIL uses a lot of time, staff and money

ITIL as the “dogma” — meaning process for process implementation only instead of
process supporting business
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@|T|L Qualification Roadmap

ITIL
Qualification
System

A total of 22 credits required to achieve the
ITIL* Expert qualification

3

Managing Across the Litecycle

Minimum 17 credits required from either
uecycle Capability or Practitioner mod les before taking the MALC exam

(©)
SD ST O CS OSA PPO RCV SOA ITIL® Practitioner

Llfecyde Modules Copobnllly Modules

The ITIL certification scheme provides a modular approach to the ITIL framework,
and is comprised of a series of qualifications focused on different aspects of ITIL best
practice to various degrees of depth and detail.

The tiered structure of the qualification offers candidates flexibility relating to the
different disciplines and areas of ITIL and the ability to focus their studies on key
areas of interest.

There are five certification levels within the scheme:

Foundation

The ITIL Foundation level is the entry level certification which offers you a general
awareness of the key elements, concepts and terminology used in the ITIL service
lifecycle, including the links between lifecycle stages, the processes used and their
contribution to service management practices.

Practitioner

The ITIL Practitioner level is the next stage in the ITIL scheme. It has been developed
to provide a step between Foundation and the Intermediate Level and aims to
improve the ability of individuals to adopt and adapt ITIL in their organizations.
Intermediate

The ITIL Intermediate level certification has a modular structure with each module
providing a different focus on IT Service Management. You can take as few or as
many Intermediate qualifications as you need. The Intermediate modules go into
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more detail than the Foundation level and Practitioner, and provide an industry-
recognized qualification.

Expert

The ITIL Expert level qualification is aimed at those who are interested in
demonstrating knowledge of the ITIL Scheme in its entirety. The certificate is
awarded to candidates who have achieved a range of ITIL certifications and have
attained a well rounded, superior knowledge and skills base in ITIL Best Practices.
Master

To achieve the ITIL Master certification, you must be able to explain and justify how
you have personally selected and applied a range of knowledge, principles, methods
and techniques from ITIL and supporting management techniques, to achieve
desired business outcomes in one or more practical assignments.
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KEY CAPABILITIES
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ITIL 4 new model for value creation — the Service Value System

ITIL 4 Service Value Chain of Activities

his system is representative of how all the components and activities of an
organization come together to facilitate value creation through IT-enabled services.
Central to this system is the Service Value Chain. This is an operating model for
delivery of services through six key activities, which can be combined in a variety of
ways to provide a flexible set of value streams.

The six key activities of the Service Value Chain are Plan, Improve, Engage, Design
and Transition, Obtain/Build, and Deliver and Support. Each of these contributes to
value creation by transforming various inputs into specific outputs. These inputs may
be external, or they may come from other activities within the value chain itself.
Each activity is supported by one or more Practices. This combination of Service
Value Chain activities and practices is then transformed into a value stream for
specific tasks, or to respond to situations.

The Service Value Chain has key inputs and outputs for each activity. Inputs can
come from external sources, such as Governance; they also come from other
activities in the Service Value Chain, such as Improve, Engage, and Obtain/Build.
Similarly, outputs can be provided to external consumers, as well as to other
activities within the Service Value Chain.

Plan

The Plan activity ensures understanding of the vision, current status, and
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improvement direction for all four dimensions, as well as products and services
across the organization. This is a very strategic activity.

Improve

The Improve activity’s purpose is the continual improvement of products, services
and practices across all the Service Value Chain activities and the four dimensions of
service management.

Engage

The Engage activity provides understanding of stakeholder needs, transparency, and
good relationships with all stakeholders. This activity takes requirements from
customers and transforms them into design requirements for the Design and
Transition activity.

Design and Transition

Design and Transition ensures that services and products meet stakeholder
expectations, considering quality, cost and time-to-market. The primary focus is to
take the requirements from Engage and provide specifications for Obtain/Build. This
activity also delivers new and changed services and products to the Deliver and
Support activity.

Obtain/Build

The Obtain/Build activity is responsible for ensuring that all service components are
available when and where needed, and that they meet the agreed specifications.
Requirements delivered by Design and Transition are transformed into service
components that are, in turn, provided to the Deliver and Support activity, as well as
to Design and Transition.

Deliver and Support

Deliver and Support delivers services and products to the customer, ensuring that
such delivery meets agreed specifications and the stakeholders’ expectations. This is
where the proverbial rubber meets the road, and where the customer sees and co-
creates value. Its primary inputs are the services and products delivered by Design
and Transition, as well as service components delivered by Obtain/Build.

As one can see, each activity engages in a highly interdependent lifecycle, all leading
to value creation for stakeholders. Individual streams include specific roles and
responsibilities, and these are dependent on the service or product being provided.
As each activity transforms its inputs to specific outputs, new activities take over,
further developing the overall value chain. The Improve activity is the overarching
guide to gradual and continual improvement in all activities and value streams.

The Service Value Chain exists as the core of the ITIL Service Value System, it is
informed and impacted by each of the other aspects of the Service Value System.
Through this interaction and the six key activities of the Service Value Chain, value is
delivered to stakeholders in the form of services and products.
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Want to know more about ITIL?

PV214 IT Service Management based on ITIL
(autumn course)
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IBM

Smarter
University

IBM SMARTER
UNIVERSITY BRNO

Are you interested in internship position?

Check available internship positions via
http://ibm.biz/yourstart

or send us your CV on
students@cz.ibm.com.

We are also hiring!
Follow ibm.biz/jobsbrnocz.
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What shall we
talk about
next?

April 8t - visit to IBM CIC
April 15t - visit to IBM CIC
April 22nd - no lecture!
April 29t - ITSM in practice

38




39




