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ITIL 

Information Technology Infrastructure Library (ITIL) v3

- Management framework of ‘good practices’ for IT 

Service Management covering the service life cycle

- The ITIL framework provides good practice guidance 

applicable to all types of organizations that provide 

IT services to a business

- ITIL takes a lifecycle approach to IT Service 

Management
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ITIL Phases

Service Strategy

- Provides guidance on how to use Service Management as a 

strategic tool to satisfy business needs

Service Design

- Provides guidance for the design of services (new or changed) 

and Service Management processes

- The focus of ITIL is a lifecycle management system with 

emphasis on service management.

Service Transition

- Provides guidance for the smooth transition of new and 

changed services into Operations
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ITIL Phases

Service Operation 

- Provides guidance on achieving effective and efficient delivery 

and support of services to ensure value for the customer and 

the service provider

Continual Service Improvement

- Provides guidance to help maintain and improve the design, 

transition, and operations of services in line with changing 

business requirements
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ITIL Service Lifecycle



IntelliDyne’s Implementation of ITIL
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Strategy

• Service Portfolio 
Mgmt

• Demand Mgmt

• Financial Mgmt

Design

• Supplier Mgmt

• Information 
Security Mgmt

• Service 
Catalogue Mgmt

• Service Level 
Mgmt

• IT Service 
Continuity Mgmt

• Availability 
Mgmt

• Capacity Mgmt

Transition

• Knowledge 
Mgmt

• Service 
Validation and 
Testing

• Release and 
Deployment

• Service Asset 
and 
Configuration 
Mgmt

• Change Mgmt

Operations

• Event Mgmt

• Request 
Fulfillment

• Access Mgmt

• Problem Mgmt

• Incident Mgmt

• Service Desk

• IT Operations 
Mgmt

• Application 
Mgmt

• Technical Mgmt

CSI

• Improvement 
Process

• Service 
Measurement

• Service 
Reporting

Project Lifecycle (CMMI)

Service Lifecycle (ITIL)
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ITIL process As Is State Target State How we get 
there?

Event Mgmt Provides the capability to 
detect events.  Identify the 
key issues and take 
appropriate control actions
(What’s up Gold, network 
monitoring tools, Dell Open 
Manage).

Request 
Fulfillment

IMAC procedures Procedures for all requests 
documented

1/31 – Changed 
from yellow to 
green.

Access Mgmt Procedures exist for adding, 
deleting users and assigning 
rights.

Problem Mgmt Documented reactive 
problem management and 
proactive problem 
management.  Examples 
include SRT and MEAN 
procedures, “Incident 
Escalation” and “After 
Action” reports.

-Prevent problems and 
resulting incidents from 
happening.  
-To prevent recurring 
incidents.
-Minimize impact of 
incidents that can’t be 
prevented.

1/31 – Changed to 
green.
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ITIL process As Is State Target State How we get 
there?

Incident Mgmt Restore normal services 
operation as quickly as 
possible and minimize 
adverse impact on 
business.

Operating within agreed SLAs. 1/31 – Changed 
to green.

IT Operations
Mgmt

Performs daily 
operational activities 
necessary to manage the 
IT infrastructure.

NOC staff, Engineering staff 
performs Event Management, 
job scheduling and backups, 
etc.  Facility Management, Data 
Centers, consolidation and 
contractor maintenance.

1/31 - Changed 
from red to 
green.

Service Desk

Applications 
Mgmt

Technical Mgmt -Project Engineers are 
the “custodians” of 
technical knowledge and 
expertise.
-Project Engineers 
provide senior system 
expertise to assist 
support teams.

Involve system engineers, 
project engineers, service 
developers in service design.

1/31 – Changed 
to yellow.  
Incorporate
support 
requirements/SLA
s into the design 
of the service.



Main Activities of Service Strategy

Define the Market

- Understand the opportunities

- Classify and visualize the opportunities

Develop the Offerings

- Define the market space

- Define the services
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Main Activities of Service Strategy

Develop the Strategic Assets

- Use capabilities and resources to support the defined 
services

- Create value for the customer and capture value for 
the provider

Prepare to Execute

- Define Critical Success Factors that will determine the 
success or failure of a service strategy

- Influenced by customer needs, competitors, 
regulations

- Define the services

- Set policies and objectives in line with customer 
needs
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Main Activities of Service Strategy

Output of Service Strategy:  Service Catalog

- Visible to the customer

- Includes those services presently active in 

Service Operation, and those services approved 

to be offered to current or prospective  customers

- Service Catalog is an important tool for Service 

Strategy

- Service Catalog represent the service provider’s 

actual and present capabilities

- Catalog items can be clustered into Lines of 

Service (LOS)
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Main Activities of Service Strategy

Output of Service Strategy:  Service Catalog

- Service Catalog forms one part of the overall 

Service Portfolio and details all services currently 

in the live environment or being developed; i.e., 

the Service Lifecycle

- Service Pipeline details services due to be 

delivered in the future and when combined with 

the Service Catalog, these two form the Service 

Portfolio

15



16

Service Portfolio

Retired Services

Service Catalog

Service Pipeline



IntelliDyne’s Implementation of ITIL



ITIL Service Catalog Prototype
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ITIL Service Catalog Prototype

19



ITIL Service Catalog Prototype
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ITIL Framework



ITIL Certification
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ITIL Certification


