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òITIL Overview & Certification Schemeó

Role Based Training Options and Benefits of Certification
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ITEMS ADDRESSED

WHAT IS ITIL

BENEFITS OF ITIL & TRAINING 

ITIL V2 OR V3

SERVICE LIFECYCLE & ITIL BOOK OVERVIEW

QUOTES & TRENDS

QUALIFICATION SCHEME & COURSES

COURSE DELIVERY OPTIONS

COURSE VALUE PROPOSITION & COURSE DESIGN APPROACH

ROLE BASED CERTIFICATION SCHEME
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WHAT IS ITIL

· IT Infrastructure Library

· 5 books focusing on IT process improvement and efficiencies

· De-Facto standard for IT Service Management

· Started in late 1980ôs with latest revision in May 2007

· Covers Best Practice in a service lifecycle approach to identify business 

requirements, to design services to meet these needs, to transition new or 

changed services into production, to operate services to deliver to the 

business requirements and to continually improve services and processes

· Includes a service strategy focus for alignment and introduction of new 

services.
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GOAL OF IT SERVICE MANAGEMENT

Å Improves efficiency and effectiveness and 

reduces the risks of managing IT services

Å delivering and supporting IT services that are 

appropriate to the business requirements of 

the organization

Å Reduces the cost of delivering IT 

Services to the organization
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BENEFITS OF ITIL ADOPTION

· Process improvement to increase the efficiency & effectiveness of an 

organization,

· Leading to reduction of cost & increased end-user satisfaction

· Provides the basis for a shift from functional to process and lifecycle based 

management within an IT organization

· Provides guidance on processes, activities, and roles within a service 

lifecycle framework to manage & deliver IT services

· Can be applied in support of IT regulatory and compliance initiatives

· Is complementary to other IT guidance and best practices, such as CobiT, 

ISO27001, ISO/IEC20000

Is a best practices framework that increases efficiencies in an 

organization to reduce costs and increase 

Customer Satisfaction!!
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Å Provides a common language 

common language for individuals 

in the IT department, the 

business, and external providers

Å Enhanced alignment between IT 

and the business

Å Quality management information 

for better business decisions

Å Continuous improvement 

approach

Å Clearly defines roles and 

responsibilities 

Å Reduce inefficiencies in service 

delivery through clear roles, 

responsibilities and identification 

of overlap

BENEFITS OF ITIL ADOPTION

Å Leads to improved availability -

stable IT environment

Å Increased focus on the end user 

customer

Å Shift from a reactive to proactive 

approach in delivering and 

supporting an IT Service

Å Enables capabilities for ósmartô 

sourcing decisions

Å Better management information to 

make strategic decisions, especially 

valuable in tough economic time
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ÅIncrease efficiency in 

resource utilization 

through process and 

process-enabling 

technology

ÅPossible reduction of 

the number of 

operational resources

ÅFocus staff on 

priorities and role 

definition

ÅAllows for strategic 

sourcing decisions

People / Partners

ÅConsolidation of

technology 

ÅBetter utilization of 

assets

ÅStandardization of 

working environments

ÅIntroducing process-

enabling technology

ÅPrioritizing effort and

cost to service levels

ÅStandardization of 

working environments

ÅMonitoring and 

reporting service 

quality metrics

ÅAutomating problem 

diagnosis and 

resolution

TechnologyProcess

ÅSynchronization 

between and 

consolidation of 

people, process, and 

technology

ÅImprove inventory 

process for assets

ÅShorten incident 

resolution time

ÅReduce recurring 

incidents

ÅProvide financial IT 

services information

ÅReduce time to 

implement changes

COSTS

ÅDefine business needs 

in terms of quality, 

quantity, and 

financially

ÅProvide management 

information on ROI, 

improvements, and/or 

balanced scorecard

ÅDefine services and 

service levels

ÅIncrease speed of 

service

ÅIntroduce project 

approach

ÅMove from reactive 

service provision to 

proactive

QUALITY

ITSM REDUCES COSTS & IMPROVES THE 

QUALITY OF IT SERVICES


