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ITIL is used by many organizations worldwide as the basis for effective IT
service provision. ITIL Version 3 (V3yasreleasedn 2007 as an update to the
entire body of knowledge on IT Service Management. This course is all about
this latest version of ITlland provides a higlevel knowledge of the latest and

improved version ofTIL .

Notes
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Participant Introductions

= Name

= Company affiliation

= Title / function

= Job responsibility

= [T experience

= [TIL/IT Service Management experience
= Expectations for the course

Module 0 2

Since ITIL is all about community best practices in ITSM, this course is

designed to be as interactive as possible where experience sharing happens not

just from course instructor, but from the course participants as well. It is thus

i mportant for al/ of us to get to know ¢
with respect to IT management.

Notes
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ITIL V3 Awareness Course Agenda

Module 1: Introduction to ITIL V3 Service Management
Service, Service Management, Good Practices, ITIL Core and Complementary Guidance,
and ITIL Qualification Scheme

Module 2: The ITIL V3 Service Lifecycle
The Service Lifecycle, Service Lifecycle Phases Overview

Module 3: Processes and Roles in the Service Lifecycle Phases

Service Strategy, Service Design, Service Transition, Service Operation, Continual
Service Improvement

Module 0 5

The ITIL V3 Awareness Course is divided into three modules.

Notes
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ITIL V3 Awareness Course Objectives

At the end of the course, you should be able to:

" |dentify what IT Service Management, ITIL, the ITIL V3 qualification
scheme, and the ITIL V3 Service Lifecycle are

" List the key definitions and concepts of ITIL V3
" Name the processes, roles, and functions across the ITIL V3 lifecycle

There is no exam for this course

The ITIL V3 Awareness Course aims to provide you with a-egkel

knowledge of the latest improved versionDil. The modules and lessons are
designed to help you recall the key principles, models, concepts, and processes
of ITIL V3, as well how it can enhance the quality of IT

Service Management.

The target audience for this course are those who require a basic understanding
of ITIL. There are no prerequisites for this course.

The course objectives are our expectations from you after completing this
course.

What about you? What are your expectations from the course? From your
instructor? From your fellow participants?

Your instructor may ask you to share it with the class. This will help in making
the course flow smoother, and will also help your instructor fill in possible gaps
in the discussions.

©2008 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Housekeeping

" Logistics " Participant kit
¢ Sign-in ¢ Participant binder
¢ Parking * Presentation slides with
* Building access references to the ITIL books
* Class hours ¢ Job aids and handouts
* Food ¢ Evaluation
* Phones ® Ground rules
+ Restrooms ¥ Have fun learning
* Recycling v~ Good vibrations
¢ Smoking v~ Ground cover
v~ Parking lot

v Think and act

The following materials should be provided to you at the start of this course:

A A participant binder which contains reference materials for this course such
as job aids and handouts.

A A hardcopy of the presentation slides with notes

A A course evaluation form which you can use to provide feedback on the
instructor and the course materials used. Your feedback is greatly
appreciated and will go a long way towards further improving this course.

Some of the key ground rules for this course that we would like to emphasize

are the following:

V Have funlearningg Let 6s make this an engaging |

V Good vibrations. Please turn off or put in silent mode all mobile phones,
pagers, and other electronic devices that may distract you and the class.

There are breaks scheduled throughout the day during which you can
conduct your personal or business activities.

V Groundcover. Thi s i s an intense course SO0 W
dondt hesitate to ask for additional t
ask clarifying questions, or share an experience that the rest of the class can
benefit from.

V Parkinglot. We may decide to record and dpar
covered later during the course. We also have an online forum that you can
use to continue the discussions well beyond the duration of this class.

©2008 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Module 1
Introduction to ITIL V3 Service

Management

Notes
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Module Objectives

At the end of this module, you should be able to:

" Define service, Service Management, and good practice

¥ Describe the ITIL core and complementary guidance

" |dentify the ITIL core lifecycle and complementary publications
" Explain the ITIL V3 qualification scheme

Module 1: Introduction to ITIL V3 Service Management 7

Notes
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What Is a Service?

® A means of delivering value to customers by facilitating outcomes
customers want to achieve, without ownership of specific costs or risks

¢ Costs and risks are transferred to Service Provider
¢ Customers focus on outcomes versus means

Customer Service Provider

+ Transfers Costs and Risks + Takes on Costs and Risks

* Retains focus on and + Responsible for the means
accountability for outcomes of achieving outcomes

Cite situations where it has made sense to choose a
service versus doing it yourself. How did this choice
result in better confidence to control costs and risks?

Define and explain the concept of a Service (SS, SD, ST, SO, CSI2.2.1)
Module 1: Introduction to ITIL V3 Service Management 8

Services are an important approach for customers who would like to focus on
the achievement of business targets in a-effsttive manner.

Notes
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How Do Services Facilitate Outcomes?

v~ Enhancing performance of tasks
v Reducing the grip of constraints on tasks
v~ Increasing possibility of desired outcomes

v In some cases, services do more
than enhance the performance
of tasks, they perform the task itself

Reducing
Constraints

Enhancing
Performance

Cite situations where it has made sense to choose a
service versus doing it yourself. How did the service
reduce constraints or enhance performance?

Define and explain the concept of a Service (SS, SD, ST, SO, CS12.2.1)
Module 1: Introduction to ITIL V3 Service Management g

Outcomes that customers want to achieve are possible from the performance of
tasks, but are limited by a numh#rconstraints. Services can enhance
performance and reduce the pressure of constraints, thereby increasing the
chances that the desired outcomes will be realized.

Notes
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What Is Service Management?

= Aset of specialized organizational capabilities for providing value to
customers in the form of services; the capabilities take the form
of functions and processes for managing services over
a lifecycle: strategy, design, transition, operation,
and continual improvement

" The capabilities represent aservice Business outcome
organization’s capacity,
ustomer assets
competency and Performance
confidence for ;  Capabilities -
action Services A1 Management
Service A2 Organization
A3 Processes
Capabilities Ad Knowledge

Service Management RESOUrces A5 People

©Crown copyright 2007. Reproduced under license from OGC

Define and explain the concept of Service Management (SS, SD, ST, SO, CSI 2.1)

Service Management is the discipline of transformisgraiceor gani zat i ondés
capabilities and resources into service assets that can improve the performance

of services, thereby contributing value
their business outcomes. This diagram emphasizes the link that has to be

preserved between the desired business outcomes and the services that Service
Management is responsible for.

In your organization, is there any service that you think does not contribute to
t he ¢ o mp a ine@rdinabcaltsucaess? If Service Management was
properly done on that service, do you think that would still be the case?

A Capabilitiesi the abilities of an organization, person, process, application,
Configuration Item or IT service to carry out an activity

A Resourced a generic term that includes IT infrastructure, people, money or
anything else that might help to deliver an IT service

A Service asset$ the capabilities and resources of a Service Provider

A Performancei a measure of what is achieved or delivered by a system,
person, team, process, or IT service.

A Customerassetd the capabilities or resources of the customer

A Valuei a measure of the Return on Investments or beriefttse business

A Business outcomé the results as seen by the business

©2008 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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What Is Service Management?

" Service Management is also a professional practice supported by an
extensive body of knowledge, experience and skills

" Aglobal community fosters its growth and maturity and
contributes to and draws from its intellectual capital

" Formal schemes exist for the education,
training and certification of
organizations and
individuals

Define and explain the concept of Service Management (SS, SD, ST, SO, CSI 2.1)
Module 1: Introduction to ITIL V3 Service Management

Notes
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What Is ITIL?

" Aset of publications for good practices in IT Service Management
" Why ITIL?
¢ Focuses on descriptive guidance on IT Service Management that’s
easily adapted

¢ Emphasizes quality management approach, standards

" ITIL goals
¢ Consistent, comprehensive, hygienic set of best-practice guidance
¢ Platform-independent discussion of processes

¢ Flexible quality management framework, adaptable to own IT
environment / technologies

¢ Common language, standardized terminologies
" De facto industry standard

Describe the structure, scope, components and interfaces of the ITIL Library (SS, SD, ST, SO 1.2.3, 24.2, CSI 1.2.3, 2.4.3)

Al TIL is a public framework that describ
Management. It provides a framework for the governance of I'Bettwice
wrap, and focuses on the continual measurement and improvement of the quality
of IT service delivered, from both a business and a customer perspective. This
focus is a major factor in T | vieoéldwide success and has contributed to its
prolific usage and to the key benefits obtained by those organizations deploying
the techniques and processes throughout
- AnIntroductoryOverviewof ITIL V3

ITIL focuses on the area of Service Management for the IT industry, with
guidance culled from practitioners out in the field. It is not an academic or
theoretical view of how to manage IT services. It emphasizes quality
management approach and standadgports quality systems such as ISO
9000, and is guided by total quality frameworks such as European Framework
for Quality Management (EFQM) and the Malcolm Baldrige National Quality
Award (MBNQA).

©2008 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Core best : Complementary
practice e P el guidance
guidance specific to
applicable to all industry sectors,
types of organization
organizations types, operating
who provide models, and
services to a technology
business architectures

Web support services

for value-added products,

@Crown copyrght 2007 Reproduced unde ense o 0GC process maps, templates, studies

Fully explain the Service Lifecycle (SS 1.2.3, 2.5.1, SD 1.2.3, ST 1.2.3, SO 1.2.3, CSI 1.2.3)
Module 1: Introduction to ITIL V3 Service Management

13

There are three basic components to the V3 materials and framework ideas

A ITIL corei best practice guidance applicable to all types of organizations
who provide services to a business

A ITIL complementary guidancea complementary set of publications with
guidance specific to industry sectors, organization types, operating models,
and technology Architectures

A Web support servicdsrepresent the information available from many
Service Provider groups that have products and services that support the
ITIL lifecycle strategy

The core, complementary, and Web guidance of ITIL take inputs from the
different industry standards and besactice guidance on IT and business
management. These together form the basis for developing and maintaining the
lifecycle strategies depicted in the core volumes.

You shoulduse these three sources to build your own custom implementation
of ITIL in your organization.
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the business of IT

2008 by

What Is the Structure and Scope, and the Compont '- n
Interfaces of the ITIL Library?

® Core guidance - the “wheel”
¢ Strategy, Design, Transition, Operation, CSI
¢ Durable principles, methods, tools
¢ Contains descriptive guidance
¢ Durable over time
¢ Contents relatively unchanging
¢ Applicable to all service organizations
®  Complementary Guidance - the “tire”

¢ Adapts ITIL guidance for use in various
business environments and organizational
strategies, providing “traction”

Describe the structure, scope, components and interfaces of the ITIL Library (SS, SD, ST, S0 1.2.3, 24.2, CS11.2.3, 2.4.3)
Module 1: Introduction to ITIL V3 Service Management 14

Picture source: http://www.pneusrallye.com/images/MichelinHydroEdge.jpg

Notes
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ITIL V3 Core Library Structure

" Five core lifecycle books
1. Service Strategy
2. Service Design
3. Service Transition
4. Service Operation
5. Continual Service Improvement
" Contains descriptive guidance
¢ Durable overtime
¢ Contents relatively static
¢ Applicable to all service organizations

Understand the new structure of ITIL (core, complementary, and Web-based material)

Module 1: Introduction to ITIL V3 Service Management

The core library of five books provides coverage of the entire Service Lifecycle.

A TheService Strategipook focusesn how to design, develop, and implement
Service Management as a strategic asset

A TheService Desigmook provides guidance for the design and development of
services and processes, covering design principles and methods for converting
strategic objectives into portfolios of services and service assets

A TheService Transitiotook covers the development and improvement of
capabilities for transitioning new and changed services into the live production /
operating environment

A TheService Operatiobook takes a look at the different practices in the
management of Service Operation and includes guidance on achieving
efficiency and effectiveness in the delivery and support of services

A TheContinual Service Improvemehbok is focused on creating and
maintaining value for customers through better design, introduction, and
operation of services
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