Contents

1

INTRODUCTION . ..ottt ettt s et s et s e s |
11 BaCKGIOUNG.......ooiiiiieie e et 1
12 WhY thiS BOOK ..o e 3
13 Organizations iNVOIVEd iN ITIL........cccooiieiiiie e, 4
14 Differences from previous editioNS..........cccccoeiiveierieeieeiesie e 6
15 Structure OfthiS DOOK........cccvviiiiiie e 6
16 HOW to use thiSDOOK.........ccoiiiiie s 7
PART 1 THE ITIL SERVICE LIFECYCLE 9
INTRODUCTION TO SERVICE MANAGEMENT AND THE SERVICE LIFECYCLE........ 1
P R =¥ T (o @] g [o1=] o £ TSP T PP UR 1
2.2 FUNCHIONS 8N PIrOCESSES. .....coviiiieiieieiiesiestesie sttt sttt ene e 15
2.3 Governance and management SYSIEMS.......ccccvviiieiie e ciie e 22
2.4 Organizational MatUFILY..........cccviiiiireieie e 25
2.5  Benefits and risks Of ITSM frameworks..........ccccocvvivevenieniereeie e 26
2.6 The Service LITECYCIE.......oooviiiieee e 27
FUNCTIONS . ...ttt 31
3.1 IT Operations ManagemeNt...........ccooiieiieeiie i 31
32 SEIVICE DESK....iiiiiiiiiiie et 34
3.3 Technical ManagemeNt...........ccveiieiiiiiiie et 40
34 Application Management..........ccocuiiriiieiinene e 44



PART 2 PROCESSES IN THE LIFECYCLE PHASES

SERVICE STRATEGY PHASE.........ccccoevene.

41
4.2
43
44
45
46

SERVICE DESIGN PHASE ..

»ERVICE TRANSITION PHASE.........cccooviniiiiiiie

ml
2

Introduction to Service Strategy...
Strategy Management for IT Services

Service Portfolio Management. 2

Financial Management for IT Services...........c.c.......
Demand Management..............c........
Business Relationship Management..............

Introduction to Service Dresign....
Design aspects..........coeovuvievneiinnn.
Design activities...........ccocvvininine,
Basic concepts of Service Design..
Design Coordination...........c.cceeunnee
Service Catalogue Management...
Service Level Management..
Capacity Management.
Availability Management....
IT Service Continuity Management,
Information Security Management
Supplier Management...
Organization
Methods, techniques and tools
Implementation considerations

-.169
Introduction to Service Transition...........c.cocccevennne
Basic concepts.........cccoc..... - 169
Transition Planning & Support.............. 172
Change Management...............cccocoeevnne. ' i;?

Service Asset & Configuration Management (SACM) 190
Release & Deployment Management.. '

Service Validation & Testing..... 201
Change Evaluation............. 208
Knowledge Management. 216
Organization 2189
Methods, technology and tools. ;gg

Implementation............cccccoveeee
229

49

e}

SERVICE OPERATION PHASE.........ocoiiiiiiiiiii s 231

71 Introduction to Service Operation....
72 Monitoring and control
73 Event Management.
74 Incident Management....
75 Request Fulfilment
7.6 Problem Management....
7.7  Access Management..
7.8 Implementation
79 Service Operation Organization............ccccovcnicnicee e 272
CONTINUAL SERVICE IMPROVEMENT PHASE.......ccoouitiiiniineiineesiesineesnsensiis 277
8.1 Introduction to Continual Service Improvement
8.2 Basic concepts.
8.3  CSl activities
8.4  CSI 7-step improvement process...
8.5  Organization
8.6 Methods, techniques and tools
8.7 IMPIEMENTATION. ..o s
ANNEXA REFERENCES. ......oiiiimiimmtiteeeserssssss sttt ssssessssssssssessssssns 321
ANNEX B DIFFERENCES BETWEEN ITILV3 AND ITIL 2011 EDITION....ccccosvenrvrienns 323
B.l ITIL Service Strategy updates
B.2  ITIL Service Design updates
B.3  ITIL Service Transition update
B.4  ITIL Service Operation updates .
B.5 ITIL Continual Service Improvement update............cccocovvverirenncnisisieenenn 327
Index 331



