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The IT Infrastructure Library (ITIL) is a collection of bgstactice guidance on IT Service

Management (ITSM). In 2007, the ITIL body of knowledge was updated to Version 3 (ITIL V3). For
this third iteration of ITIL, the entire IT Service Lifecycle, from its strategy definition and design
through its implementation, operation, and continual improvement, is tackled. ITIL V3 constitutes a
greatly expanded set of materials as compared to previous versions of ITIL, which focused mainly on
the operations of IT services.

This course teaches the fundamental concepts and principles of this latest version of ITIL and is aimed
at IT professionals who have little or no prior knowledge of ITIL.
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ITIL V3 Foundation Course Objectives

At the end of the course, you should be able to gain knowledge and understanding
in the following:

= Service Management as practice

= Service Lifecycle

= Key Principles and Models

= Generic Concepts

= Selected Processes

= Selected Roles

= Selected Functions

= Technology and Architecture

= |TIL V3 Qualification scheme

This is what the V3 Foundation exam will cover. However, we are comprehensive in our
approach to interpreting ITIL and included areas that aren't addressed elsewhere. Our
added value is our experience. We don't want you to just pass the exam, we want you to
understand the concepts beyond the syllabus. Additional content are included in the

appendix. Non-examinable fopics will be marked with the icon:
Ref: APMG ITIL V3 Foundation Certificate Syllabus v4.3

ITIL V3 Foundation Course Objectives 2

This ITIL V3 Foundation course is aimed at teaching you the different terminologies, concepts,
processes, and functions that together form the underlying structure of ITIL.

The coverage of this course is based on the official ITIL V3 Foundation certificate syllabus released
by APMG, and when appropriate, a reference to the syllabus section is included in the presentation
slide footer. The official syllabus helps participants adequately prepare for the Foundation certification
examination leading towards attainment of the ITIL Foundation certificate in IT Service Management.
Some content specified by the syllabus are not going to be covered by the examination, and in those
instances, the NeBxaminable (NE) icon is placed on the upgght corner of the presentation slide.

The reference to the syllabus also includes a pointer to the sections of the official ITIL books where
the full discussion of the topic can be found. Use this to further your understanding of the topic as the
FoundatioAevel course is not designed to enable you to apply ITIL into your organization without
further studies and guidance.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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ITIL V3 Foundation Course Agenda

Module 1: Service Management as a Practice 45m
Module 2: The Service Lifecycle 60m
Module 3: Generic Concepts and Definitions in Service Management ~ 60m
Module 4: Key Principles and Models of Service Management 90m
Module 5: Service Management Processes 600m
Module 6: Service Management Functions 60m
Module 7: Key Roles in Service Management 30m
Module 8: Technology and Architecture Om*
Module 9: ITIL Qualification Scheme 15m
Module 10: Summary and Exam Preparation 120m
*The syllabus does not specify a recommended study period for this unit

ITIL V3 Foundation Course Agenda 3

This course

Module 1 describes the concepts of Good Practice, Services, and Service Management. It also defines

is divided into ten main topics or modules.

Processes, Functions, and the concepts of a Process Model.

Module 2 covers the structure, scope, components, and interfaces of the Service Lifecycle and outlines

the goals, objectives, and value of the five lifecycle phases.

Module 3 outlines several generic concepts and definitions in Service Management.

Module 4 describes fundamental Service Management principles and models.

Module 5 outlines selected Service Management processes in the Service Lifecycle (only those
processes specifically required by the syllabus).

Module 6 covers the four Service Management Functions.

Module 7 describes the Service Owner and Process Owner roles and the use of the RACI matrix.

Module 8 explains the role of Service Automation in integrating Service Management processes.

Module 9 outlines the ITIIQualification Scheme and options for further training.

Module 10 summarizes the course and prepares you to take the ITIL V3 Foundation certification
examination.

©2011 by Pultorak & Associates, Ltd. All rights reserved.
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Module_1 \ )
Service Management as a Practice (45m)
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This is the first module of the course. Here we will introduce the concept of IT Service Management
and the basics of processes, functions, roles, and how roles are determined in an organization will also
be tackled. We will also introduce how ITIL V3 defines the Service Lifecycle and what each of the
phases of this lifecycle looks like.

When going through this module, think of the relationship between your IT organization and the
users. How do you determine the quality standards of the services provided? Is your IT organization
more focused on the technologies it manages or on the services those technologies allow you to
provide? Do you think of the strategy and design of your services prior to making them available to
users? How do you ensure ongoing service improvement?

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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[TIL V3 Foundation Course

Module 1: Service Management as a Practice

Module 2: The Service Lifecycle

Module 3: Generic Concepts and Definitions in Service Management
Module 4: Key Principles and Models of Service Management
Module 5: Service Management Processes

Module 6: Service Management Functions

Module 7: Key Roles in Service Management

Module 8: Technology and Architecture

Module 9: ITIL Qualification Scheme

Module 10: Summary and Exam Preparation

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Module Objectives

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

= Describe the concept of Good Practice (SS 1.2.2)

= Define and explain the concepts of Service and Service Management (SS
2.2.1)

= Define Functions and Processes (SS 2.3, 2.6.1, SD 2.3, SD 3.6.4, ST 2.3,
S02.3,3.1,CSI23)

= Explain the Process Model and the characteristics of Processes (SD 2.3.2,
3.6.4)

Ref: APMG ITIL V3 Foundation Certificate Syllabus v4.3

Module 1: Service Management as a Practice 6

What specific objectives do you have for these topics?

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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ITIL Is Presented as Good Practice. What Are Good Practices?

Good practices are commoditized, generally accepted, proven effective
ways of doing things, which were previously considered best practices of
pioneering organizations

Innovations are created to be successful
@

Innovations applied diligently become best practices
¥

Best practices copied by others become common, good practices

@

Good practices are commoditized, generally accepted principles, or
regulatory requirements

ITILFNDO1-1. Describe the concept of Good Practice {SS 1.2.2)
Module 1: Service Management as a Practice 7

Todaybés organizations benchmark themselves agai
One way of closing the gaps is through the adoption-chfied good practices.

A fAipracticeo is defined as a wayrofvewdr kaicng.vi®&oa
processes which have been successfully used by many organizations. These good practices come from
several possible sources:

A Existing public standards, such as those promulgated by the 1ISO

Industry practices that are shared among industry practitioners

Academic research which discovers them through empirical analysis

Training and education which identifies them through sharing experiences

Il nternal experiences or from the organizati on

>

A
A
A
A

What are some of the more noteworthy best practices in your organization?

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 1972 ITIL® V3 Foundation v8.1 (206) 729-1107
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Why Choose Good Practices over Proprietary Ones?

Good Practices, Public Standards  Proprietary Knowledge
and Frameworks

= Wide community distribution = Difficult to adopt

= Public training and certification = Difficult to replicate or transfer
= Hard to document

= Valid in different applications = Highly customized

= Peer reviewed = Specific to business needs

= Used by different parties = Hard to adapt or reuse

= Free and publicly available = Owners expect compensation

= Labor market skills easy to find

ITILFNDO1-1. Describe the concept of Good Practice {SS 1.2.2)

Module 1: Service Management as a Practice 8

In todayds business environment where the turno
frameworks and standards can needlessly place an organization at a disadvantage. Why reinvent the
wheel, when good practices already exist for doing certain things? To develop a competitive

advantage, organizations should cultivate their own proprietary knowledge on top of a body of

knowledge based on public frameworks and standards.

Aside from helpingjumyg t art an organi zationds efforts in de
adoption of public standards and frameworks also allows for easier collaboration and coordination
with vendors, suppliers, and other organizations.

Look at the business practices you see in other organizations. Which ones do you think will help your
organization if you adopt and adapt it?

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 1972 ITIL® V3 Foundation v8.1 (206) 729-1107
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Practical Exercise: Review and Reflect @ o

Think about this:

= How does your organization define good or best
practices?

= Are there practices in your organization that you would
consider good or best practices?

= Do you have a story to tell about how adopting a best
practice resulted in a significant improvement in quality
of service?

Module 1: Service Management as a Practice 9

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 1972 ITIL® V3 Foundation v8.1 (206) 729-1107
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What Is a Service?

A Service is a means of delivering value to customers by facilitating outcomes
they 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?

ITILFNDO1-2. Define and explain the concept of a Service (SS 2.2.1)

Module 1: Service Management as a Practice 10

Services are an important approach for customers who would like to focus on the achievement of
business targets in a castective manner. Outcomes that customers want to achieve are possible
from the performance of tasks, but are limited by a number of constraints. Services can enhance
performance and reduce the pressure of constraints, thereby increasing the chances that the desired
outcomes will be realized.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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What Is Service Management?

= Service Management is a set 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, continual improvement

= The capabilities represent a service Value
organization’s capacity,
competency, and Performance
confidence Services
for action Service

Service assets A3 Processes

\ Ad ' Knowledge '

Resources A5 People

PYIFE Figure 2.3: Service Management is the art of transforming resources Tl
into valuable services by exploiting the organization's capabilities
right Reproduc der license from u=)

Business outcome

~ Capabilities
A1 Management
A2 Organization |

Capabilities
Service Management

vl _ Job Aid: What Is Service Management?
ITILFNDO1-3. Define and explain the concept of Service Management (SS, SD, ST, SO, CSI 2.1)

Module 1: Service Management as a Practice

Service Management i s the di saapabilitigsand resofircesimoans f o
services assets that can improve the performance of services, thereby contributing value to the
customerds assets and i mproving their business

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

In your organization, is there any serviee that
line or financial success? If Service Management was properly done on that service, do you think that
would still be the case?

>\

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

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

Service Assets any resource or capability. Assets of a Service Provider include anything that
could contribute to the delivery of a service. Assets can be one of the following types:
Management, Organization, Process, Knowledge, People, Information, Applications,
Infrastructure, and Financial Capital. Organizations use assets to create value in the form of
goods and services.

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

Customer assefisthe capabilities or resources of the customer

Valuei a measure of the Return on Investments or benefits to the business

Business outcomée the results as seen by the business

>\

>\

> >

©2011 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

= A global 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

L4 & 4

ITILFNDO1-3. Define and explain the concept of Service Management (SS, SD, ST, SO, CSI 2.1)

Module 1: Service Management as a Practice

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 1972 ITIL® V3 Foundation v8.1 (206) 729-1107
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Practical Exercise: Review and Reflect
Think about this:
= How does your organization define service?

= How do the concepts of Business Units, Service Levels,
and Service Units map back to your own organization?

= What process does your organization use to identify
and develop services?

Module 1: Service Management as a Practice 13

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Functions, Groups, Teams, Departments, Divisions, Roles

« Alogical concept that refers fo people and automated measures that

Function execute a defined process, activity or a combination thereof.

« Anumber of peaple who perform similar activities — even though they
Group may work on different technologies or report to different organizational
structures or companies.

« Amore formal type of group, people who work together to achieve a
common objective, not necessarily in the same organization structure.

Team

« Aformal organization structure which exist to perform a specific set of

Department defined activities on an ongoing basis.

Division + Anumber of departments that have been grouped together, often by
geography or product line.
« Aset of connected behaviors or actions that are performed by a
person, team or group in a specific context..

ITILFNDO1-4. Define Functions and Processes (SS 2.3, 2.6.1, SD 2.3, SD 3.6.4, ST 2.3, 50 2.3, 3.1, C31 2.3)

Module 1: Service Management as a Practice 14

A Functioni a logical concept referring to people and automated measures that execute a defined
process, activity or a combination thereof. In larger organizations, a function may be broken out and
performed by several departments, teams and groups, or it may be in a single organizational unit (e.g.
Service Desk). In smaller organizations, one person or group can perform multiple fuinetigres
Technical Management department could also incorporate the Service Desk function.

A Groupi a number of people who perform similar activities, who may work on different
technologies or report to different organizational structures or even different companies. Groups
are usually not formal organization structures, but are very useful in defining common processes
across the organizatidine.g. ensuring that all people who resolve incidents complete the Incident
Record in the same way. 6Groupbé does not refer
same entity.

A Teami ateam is a more formal type of group of people who work together to achieve a common
objective, not necessarily in the same organization structure. Team members cdodagech or
work in multiple different locations and operate virtually. Teams are useful for collaboration or for
situations of a temporary or transitional nature. Examples include project, application development
(often consisting of people from different business units) and incident or problem resolution teams.

A Department a formal organization structure which perform a specific set of defined activities on
an ongoing basis, with hierarchical reporting structure and managers who are usually responsible
for the execution of the activities and dayday management of the staff in the department.

A DivisionT a number of departments that have been grouped together, often by geography or
product line; normally sel€ontained and is able to plan and execute all activities in a supply chain.

A Rolei a set of connected behaviors or actions that are performed by a person, team or group in a
specific context. For example, a Technical Management department can perform the role of
Problem Management when diagnosing the root cause of incidents. This same department could
also be expected to play several other roles at different times, e.g. it may assess the impact of
changes (Change Management role), manage the performance of devices under their control
(Capacity Management role), etc. The scope of their role and what triggers them to play that role
are defined by the relevant process and agreed by their line manager.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Process, Function, Role, and Activity — ITIL Definitions

Process A set of coordinated activities combining and implementing resources and
capabilities to produce an outcome, which directly or indirectly, creates
value for the external customer or stakeholder

Function Ateam or group of people and the tools they use to carry out one or more
processes or activities
= Self-contained, specialized organization unit
= With required capabilities and resources

Responsible for specific outcomes

= Have own body of knowledge through experience

= May also be done by automated tools

Role = Behaviors / actions done by a person or group in a specific context
= Set of responsibilities defined in a process

Activity = A set of actions designed to achieve a particular result usually defined as
part of processes or plans, and are documented in procedures

ITILFNDO1-4. Define Functions and Processes (SS 2.3, 2.6.1, SD 2.3, SD 3.6.4, ST 2.3, 50 2.3, 3.1, C31 2.3)

Module 1: Service Management as a Practice 15
Processe$ structured set of activities, described by actions, dependencies, and sequence.

Functionsi units of organization specialized to perform certain types of work, and responsible for
specific outcomes. In larger organizations, a function may be broken down and performed by several
departments, teams and groups, or it may be embodied within a single organizational unit. In smaller
organizations, one person or group can perform multiple functions.

A group, team, unit or person can perform tasks connected to relevant processes. The scope of role
and trigger is defined by relevant process, and agreed by management.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Basic Process Model

Data,
information [affele=E

and
. knowledge
Suppliers ] o Activity 1
Activity 2

Customer

Activity 3

Service control and quality

Trigger

SD Figure 2.2 A basic process

ITILFNDO1-5 Explain the Process Model and the characteristics of Processes (SD 2.3.2, 3.6.4)

Module 1: Service Management as a Practice 16

Processes are examples of clo$eab systems because they provide change and transformation
towards a goal, and use feedback for-seihforcing and seltorrective action (Figure 2.2). Itis
important to consider the entire process or how one process fits into another.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Generic Process Elements

Process Control

Process Policy
S,
Triggers Process Process
9 Documentation Feedback
Process Q

Process Activities
Process
Procedures

Process Work

—
Process
Inputs
Instructions

Process Enablers O
Process Process
Resources Capabilities

SD Figure 3.11: The generic process elements -

Process Metric

Process Roles

Process
Improvements

Process
Outputs

Including process

reports and reviews

ITILFNDO1-5 Explain the Process Model and the characteristics of Processes (SD 2.3.2, 3.6.4)

Module 1: Service Management as a Practice

A process:

A Is a structured set of activities designed to accomplish a specific objective

A Takes one or more inputs and turns them into defined outputs

A Includes all of the roles, responsibilities, tools and management controls required to reliably
deliver the outputs

A May also define or revise policies, standards, guidelines, activities, processes, procedures and
work instructions if they are needed

Process control can be defined as the activity of planning and regulating a process, with the objective
of performing a process in an effective, efficient and consistent manner. Processes, once defined,
should be documented and controlled. Once under control, they can be repeated and become
manageable. Degrees of control over processes can be defined, and then process measurement and
metrics can be built in to the process to control and improve the process.

A process should be organized around a set of objectives, defined in measurable terms, expressed in

terms of business benefits and underpinning strategy and goals. The process outputs should be driven

by them, and always include Process measurements (metrics), Reports, and Process improvement.

Each process should be owned by a process owner, who should be responsible for the process and its

improvement and for ensuring that a process meets its objectives. The objectives of any IT process
should be defined in measurable terms and should be expressed in terms of business benefits and
underpinning business strategy and goals.

Process outputs, should be effeciigenform to the set operational norms derived from business
objectives, and efficieritactivities are carried out with minimum use of resources. Each process
should be owned by a Process Owner responsible for the process, its improvement, and meeting
objectives. Processes, once defined, should be documented and controlled; once under control, they
can be repeated and become manageable. Degrees of control over processes can be defined, then
process measurement and metrics can be built into the process to control and improve it.

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Processes have the following characteristics:

A Measurablei ability to measure the process in a relevant manner. It is perforradmicen.

Managers want to measure cost, quality, and other variables, while practitioners are concerned
with duration and productivity.

A Has specific result$ the reason a process exists is to deliver a specific result. This result must be
individually identifiable and countable. While we can count changes, it is impossible to count how
many Service Desks were completed. Change is a process and Service Désk is aot
function.

A Delivers to customers every process delivers its primary results to a customer or stakeholder.
They may be internal or external to the organization but the process must meet their expectations.

A Responds to a specific Evehiwhile a process may be ongoing or iterative, it should be
traceable to a specific trigger

©2011 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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