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ITIL: ITIL: 
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background

Where are we? 

Where do we want to be?

How do we get there?
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levels of enterprise IT management

managing the 
business value of IT

managing the 
business value of IT

managing
the services
managing

the services

managing the 
infrastructure
managing the 
infrastructure

Where are we? 
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levels of enterprise IT management

managing the 
infrastructure
managing the 
infrastructure

• control computing 
infrastructure

• encompass devices 
and data

• operate as 
technology provider

managing
the services

managing the
business value of IT
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levels of enterprise IT management

• control computing 
services

• run the computing 
infrastructure as a 
business

• operate as a service 
provider

managing the
infrastructure

managing the
business value of IT

managing
the services
managing

the services
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levels of enterprise IT management

• enter business 
planning process

• deliver services for 
competitive advantage

• be recognized as 
irreplaceable business 
partner

managing the
infrastructure

managing the 
business value of IT

managing the 
business value of IT

managing
the services
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levels of enterprise IT management

managing the
business value of IT

managing the
business value of IT

managing 
the services

managing 
the services

managing the
infrastructure
managing the
infrastructure
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what is ITIL?

IInformation nformation TTechnology echnology IInfrastructure nfrastructure LLibraryibrary
• Literally, a library of 
IT-specific books
• Result of years of analysis 
and research
• THE de facto global standard of 
IT Service Management best practices
• ITIL is Vital!  It’s not a question of whether 
you’re doing ITSM or not… it’s a question of 
how well or poorly you’re doing it!
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ITIL ITIL Publications mapPublications map

Planning to Implement Service Management

Service Management

Service
Support

Service
Delivery
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The 
Business 

Perspective

Applications Management

ICT
Infrastructure
Management
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Security 
Management

available now

available now

available now

available now

available now
coming soon available now



HP World 2003  Solutions and Technology Conference & Expo page 1211/17/2003

toward an International  Standardtoward an International  Standard

• 2000 - Self-assessment Workbook [PD0015]
- Specification [BS15000]

• 2001 - Early adopters  Feedback

• 2002 - Rewrite as Part 1 & 2  (release 11/02)
- Rewrite PD0005/PD0015 

• 2003 - Formal certification scheme

• ???? - ISO Standard

British Standards Institution (BSi)
• 1998 - Code of Practice [PD0005]
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“ICs on board”“ICs on board”

“Enterprises will realize valuable process improvements 
and better measurement and reporting of process 
outcomes through the adoption of ITIL processes and 
guidelines.” 

– “ITIL Brings Clarity to Complex IT Processes” Gartner 6/02

“Enterprises should use ITIL as the baseline definition of 
service management best practice, and particularly use it 
to validate the integration between their own operational 
processes.”

– “ITIL’s Service-Level Management Strength Is in Integration ” Gartner 1/02
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what is the itSMF?what is the itSMF?

The IT Service Management Forum is the only 
internationally recognized and independent
organization dedicated to IT Service Management.  It is 
a not-for-profit body, wholly owned, and principally 
operated, by its membership. 

It was formed in the UK in 1991 & now has national 
chapters in Australia, Austria, Belgium, Canada, 
Germany, the Netherlands, South Africa, USA and 
growing!
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back to basics

“IT Services are there “IT Services are there 
solely to support the solely to support the 

business and its business and its 
efficient and effective efficient and effective 

operation.”operation.”

---- itSMF ITIL Pocket GuideitSMF ITIL Pocket Guide

Source: IT Service Management, ITSMF
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ITIL IT Service Management 
Disciplines

Service SupportService SupportService DeliveryService Delivery
Service Desk

Configuration Management

Problem Management

Change Management

Release Management

Incident Management

Service Level Management

Capacity Management

Availability Management 

IT Service Continuity 
Management

Financial Management for 
IT Services
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ITIL Hierarchy 

Change
Management

Testing IT       Computer
Services        Installation &   Release

Operational use    Acceptance      Management

Problem Management

Service Computer Network
Desk Operations Management

Configuration Management

Environmental Infrastructure
Management

Stability
and

Flexibility
Short Term

Focus
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ITIL Hierarchy 

Service
Level

Management

Managing
Customer     Facilities       3rd Party
Liaison        Management    Maintenance

Financial  Management for IT Services

Availability Capacity IT Service
Management Management Continuity

Managing
Service
Levels

Medium Term
Focus
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ITIL Hierarchy 

naging

Quality
Management

for IT Services

Software            Infrastructure
Lifecycle            Architecture

Support             Design & Policies

Customer Relationship Management

Planning and Control
for IT Services

Managing
Supplier Relationships

Achieving
a Quality

Organization
Strategic Focus
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ITIL Hierarchy 

Strategic Focus

Medium Term
Focus

Short Term
Focus

1. Planning

Achieving
a Quality

Organization

Managing
Service
Levels

Stability
and

Flexibility

2. Implementation2. Implementation
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HP ITSM Reference model
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ITSM Reference model

Provides IT strategy 
and service portfolio 

to optimize IT’s added 
value to the business

Provides daily      
monitored services 

and handles customer 
service requests to meet 

agreed service levels        
and ensure customer 

satisfaction

Provides detailed 
services specifications to 

balance service quality 
with service cost

Provides project based,
tested service releases to 

reduce service activation risks and 
optimize implementation costs

Provides service information 
and change coordination 

to ensure service 
commitments
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ITSM Reference model

Service planning

IT business assessment

IT strategy & architecture planning

Customer management

Service build & test

Release to production

Availability management

Continuity management

Security management

Capacity management

Financial managementService level management

Change management

Configuration
management

Operations management

Problem management

Incident & service
request management
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HP ITSM Reference Model
Horizontal Process Integration with Vertical Infrastructure Integration

“IT lives a Three Dimensional Word”“IT lives a Three Dimensional Word”

SERVICE MANAGEMENT

Task Management

Element Management

Mission Critical Application
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so, what is an IT Service?so, what is an IT Service?

“A set of related components
provided in support of 

one or more business processes.

The service will comprise of a range 
of Configuration Item types, 

but will be perceived 
by the customer and users 

as a self-contained, single, coherent entity.”
- From “A dictionary of IT Service management Terms, Acronyms and Abbreviations”
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End to End Impact

Component Availability Net Availability

Network 99% 99%

Operating System 99%X99% 98%

Middleware 99%X99%X99% 97%

Database 99%X99%X99%X99% 96%

ERP System 99%X99%X99%X99%X99% 95%

Customer Accounting
Application

99%X99%X99%X99%X99%X99% 94%
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what is an IT Service?what is an IT Service?

?SLA?
Email
Server Customer

“A”
Software Network

IT Service
“E-mail”

Customer
B

Customer
C

Line of 
Business
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What is IT Service Management?What is IT Service Management?

“The principals and practices of 
designing, delivering and maintaining 

IT Services, to an agreed level of 
quality in support of a customer 

activity.”
- From “A dictionary of IT Service management Terms, Acronyms and Abbreviations
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a shift from traditional thinkinga shift from traditional thinking

ITIT
PeoplePeople

ProcessesProcesses

TechnologyTechnology

Public InfrastructurePublic Infrastructure

FedExFedEx
PeoplePeople

ProcessesProcesses

TechnologyTechnology

Public InfrastructurePublic Infrastructure
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BOTTOM LINE?BOTTOM LINE?

EITHER 
The IT Infrastructure determines the

Service Level
OR

The Service Level determines the 
IT Infrastructure.
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What does IT Service Management take?What does IT Service Management take?

“ITSM is not simply an issue of 
People, Process, & Technology.

It is using 
Integrated Technology

which is designed around, embeds and 
Integrates Processes

to support, enable and help
Integrate People

to better perform their jobs.”
- Ken Wendle



HP OpenView
Designed to Enable the ITSM Reference Model

Incident     
Management

Operation
Management

Problem
Management

SERVICE MANAGEMENT

TASK MANAGEMENT

ELEMENT MANAGEMENT

OV Operations, PerfView
(Analyzer,  Monitor), OV Service 
Reporter, OV Service Navigator, 

OV Service Desk

IT Administration, OV 
Operations SIP,PerfView

Analyzer, PerfView Monitor, 
Smart Plug-Ins

OV Operations, Smart Plug-Ins, 
PerfView (Analyzer, Planner, Monitor)

ECS, OV Service Desk, SIP

MeasureWareAgent, NNM,  
Response Time Workbench, 

Observer, Smart Plug-Ins

OV Operations, Omniback, 
OmniStorage, Response Time 

Workbench, MeasureWare Agent, 

MeasureWareAgent, GlancePlus
NNM, Smart Plug-Ins

• Event escalation 
• Event correlation (ECS)
• Availability monitoring
• Network monitoring
• Business Transaction Monitoring
• Application QoS Reporting
• Performance monitoring
• Incident Management
• Problem Management
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hp OpenView – pulling it all together

IT service perspective

SLA definition

day to day impact
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IT Services can be defined by relating key components 
(which can be instrumented and monitored)
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Services Levels can be associated with the defined Service
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Services Level detail can be defined
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The organization(s) receiving the service at that level are related
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Bottom Line: technology is linked to the people using it.
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How does this impact day to day operations?
Service Call is Logged with impacted Service (Email)
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Can check to see if any infrastructure issues are impacting the 
Email service.
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Discovery: an infrastructure issues is impacting the Email service.
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Was the impacted component changed recently?
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Discovery: the component was changed.
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You can see who changed it…
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… and what was done… or NOT done!
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Solving customers’ business problems today … 
setting the stage for tomorrow

“Enterprise customers have been rapidly adopting 
IT Service Management (ITSM) to reduce costs, 
assure availability of critical services and maximize 
the return on their IT investments. 

… ITSM sets the stage for us – and our customers 
– to move toward adaptive management. 

… we can help them “move up the food chain” to 
Web services management and the HP Utility Data 
Center. … HP is the best choice.

- Nora Denzel (2/21/03)
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questions & answers


	
	

