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ITIL V3

Service Strategy
Michael Nieves — Accenture
Maijid lgbal — CMU

Service Operation
David Wheeldon — HP
David Cannon — HP

Service Design
Colin Rudd — ITEMS Ltd
Vernon Lloyd — Fox IT

Continual Service Improvement
George Spalding — Pink Elephant
Gary Case — Pink Elephant

Service Transition
Shirley Lacy — ConnectSphere
Ivor Macfarlane — Guillemot Rock

GLOSSARY SERVICE MODEL

The Official Introduction
to the ITIL Service Lifecycle
Sharon Taylor — Aspect Group

Ashley Hannah — HP Jeroen Bronkhorst - HP
Stuart Rance - HP

6 o ¥V o Y ]

ED-YH



ITIL V3 9l Life Cycle

—
Strategy
T -
: Service Strategy -t
Strategies, Policies,
T Standards Feedback
B Lessons Learned
4 _ For, Improvement
h A Design |
i
& Feedback
1 Service Design Lessons Learned
For Improvement
L] Plans to create and modify |-
B OUtP U el Services and Service
¥ Management Processes
Feedback
. Lessons Learned
Bgglication Manageminl For Improvement
'y Transitjon
o Feedback
Service Transition Lessons Learned
Manage the transition of a For Improvement

new or changed service
and/or service
management process into
production

Outp Ut

Feedback
Lessons Learned
For Improvement

A

Operation

Service Operation

Continual Service
Improvement

Output=- Day to day operations of
services and service
management processes

Service
Design

Service
Strategy

Service!
|Operatio

Continual Service Improvement
Activities are Embedded in the Service Lifecycle
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SLC 718 ITIL V3
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Service Transition — Early Life Support
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Service Asset and Configuration Management

Danish Clock

O There is a traditional Danish proverb that runs ‘When
you have a clock in your house, you know the time-
once you get two clocks you are no longer certain’.
SACM delivers that one clock for all processes and so
dglues them together, delivers consistence and helps
achieve common purpose
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Service Knowledge and Stability

Wisdom
Why -

Presentation Layer
KHgvs)Wledge Knowledge Processing Layer
Who, What N
When, Where

g s e
Integration CMIS AMIS || Integ e

Layer

Data Data and _ m
Informatio -

~ Enhancing the decision power in Service Managel
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Service Operation - Incident

Event Management

Incident
Management Incident Management

Request Fulfillment
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3Ps(People, Process, Product)

Standardization- Work
Definition, Procedure,
Compliance, Measure,
Improvement...

Process

People

IT
Service
Mgmt.

Automation-Tools,

Infra, Application,
N/W...

System(Management)-
Clear R&R, Training,
Review, Passion

Product”
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Process - ITIL based Setup

 Standardized & Integrated processes

Individual processes

@ @ System view
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Incident process Change process

<O
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Change process

Release process
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J Plan — Do — Check — Act

+ Plan service management (Plan)
> AP ANEIA 2 JIE&E AHIA A HE =8

+ Implement service management and
provide the services (Do)

> NMEIA HESS ?Ie 43 g9 &
MElA &

+» Monitoring, Measuring and reviewing

(Check)

>SN LN 02 2O, LS ZAF A

[Team and people
satisfaction

+ Continuous improvement (Act)
> 2A= A Al O
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Key for Success
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Key for Success
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d Don’t worry about these changes to ITIL
d ISO 20000 is not the goal, but the Baseline
d ITIL V3 helps you to improve your current ITSM

d ITIL V3 is a Best Practice, and a journey to

SUCCESS
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Any questions?
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