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What is ITIL?

Å IT Infrastructure Library (ITIL) ïa framework

Å Adopts a process driven approach

Å Service Management concept, consisting of closely related 

and highly integrated processes.

Å Use of people and products effectively, efficiently, and 

economically to deliver high quality service.
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What are the benefits of ITIL?

Å Higher perceived  (and actual) quality

Å Competitive advantage

Å Improved customer demand for services

Å Increased market share

Å Increased focus on producing a quality product/service

Emphasizing continuous improvement!
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Plan, Execute, and Deliveré

Å Implementation targets are identified and prioritized.

Å Create an Operational Plan.

ðPlan for the re-engineering of current work/incident flows.

ð Introduce workflow diagramming concepts.

ðSchematics for Incident/Change/Asset Management are 

developed.

ðTactical and strategic goals are set for staff and reflected in each 

performance cycle.

Å Execute the Plan

ðHow will you measure success?

ðHow do you sustain the momentum?

ðHow do keep the program evergreen?
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Hereõs what it looked like in March 2007é

Program timelineé

December  2004

Assessment Begins

April 2005

Begin Preparation

June 2005

Organizational Restructuring

August 2005

Incident Management in Production

Final organization restructuring

Continue maturing 

Incident/Problem Mgt program

January 2006

Change Planning Begins

March 2006

1st Change Process in Production.

Continue maturing Change Program

Aug/Sept 2006

Staff attains ITIL Foundations Cert

Mainframe Phase 1 Automation in place

December 2006

Multiple Change Processes

March/April 2007

Event Management Automation in Production

Matured remote console solution in place

June 2007

Data Center Lock Down

Mainframe Ph 2 Auto

November 2006

Performance Mgr
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People Management in the ITIL Framework é

Å Assess if you have the right people with the right (or potential to grow) 
skill sets.

Å Educate the staff so they are comfortable with the ITIL methodology.

Å Organize the functions as a team.

Å Know what the business problem is that youõre trying to solve.

Å Invest time to support your staff and guide the transition.

Å Provide clear performance goals as incentive for employees to invest in 
the strategy.



8



9

Training Sample
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Process Management in the ITIL Framework é

Å Develop a structured method to handle repeatable tasks and 
predictable outcomes.

Å Analyze issues.

Å Understand solutions and choose the proper remediation method.

Å Take proactive measures.

Å Easily ascertain when an anomaly exists BEFORE the customer does.


