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ITIL ScopeITIL Scope

�Developed by the British Government - 1989
�Public Domain
�Best Practices
�Covers IT Services

�Organization and Processes
�IT Infrastructure

� Hardware, Software, Networks,
� Application Software

� 1996 – Launched in North America
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ITIL AimsITIL Aims

�Facilitate Quality Management of IT Services
� Improve Efficiency
� Increase Effectiveness
�Reduce Risk
�Codes of Practice Supporting Total Quality
�CMMI Compliant
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ITILITIL –– How It WorksHow It Works

�Provides guidance books on strategic, tactical
and operational management of IT
infrastructure

�Provides a systematic, process-based
approach, supported by procedures

�Suggests implementation strategies
�Acts as a training aid
�Complies with many requirements for CMMI
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ITIL PrinciplesITIL Principles

ITIL is all about which processes need to beITIL is all about which processes need to be

realized within therealized within the organizationorganization forfor

management and operation of the ITmanagement and operation of the IT infrastructuresinfrastructures

to promoteto promote optimal serviceoptimal service provision to theprovision to the

customercustomer atat justifiable costsjustifiable costs..
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CMMI

� Processes in Place

� Documented

� Trained

� Followed

� Corporate Appraisal
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Leverage FromLeverage From
Applying CMMI & ITILApplying CMMI & ITIL

� ITIL uses practices and best practices to create
well defined process and instructs you how to
do it according to it

�CMMI gives the framework and guidelines to
evaluate and create quality and efficient
process, and guides you in the way that it will
work for you
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The Service ModelThe Service Model

SERVICE VISIONSERVICE VISION

PROCESSESPROCESSES

PROCEDURESPROCEDURES

TASKSTASKS
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ITIL ModulesITIL ModulesITIL Modules

SERVICE DELIVERYSERVICE DELIVERY
Tactical ManagementTactical Management

� Service Level Management

� Capacity Management

� Availability Management

� Contingency Planning

� Financial Management

SERVICE SUPPORTSERVICE SUPPORT
Operational ManagementOperational Management

� Configuration Management

� Service Desk

� Incident Management

� Problem Management

� Change Management

� Release Management
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