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Charter 

Å This Advanced Topic Seminar will provide an introduction to the Information 

Technology Infrastructure Library (ITIL) framework for IT operations. Created in the 

1980s by the British government, ITIL has become the de facto standard for IT 

governance throughout most of the world. Thanks to SOX, ITIL is now gaining wide 

acceptance throughout the USA. This presentation will focus on the Service Delivery 

and Service Support components in the ITIL framework and provide illustrations of 

how each of the 10 ITIL disciplines is applied at Ameriquest. The challenge to be 

discussed is the application of project management skills to change IT from one 

steady-state to an improved steady-state. 

Å Participants will have an opportunity to: 
ï Understand the goals for the 10 ITIL disciplines. 

ï Outline the document framework required to manage the delivery of services. 

ï Understand how the 10 ITIL disciplines interact to regulate the consistency of service offerings. 

ï Role play the ITIL manager roles in an interactive session. 
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Credits 

  Å Slides with the PMI-OC logo were developed by Robert Perrine for a PMI-
OC Advanced Topics Seminar 

Å Slides with the ACC (Ameriquest) logo and color scheme are property of 
Ameriquest used by permission for this Advanced Topics Seminar 

Key web sites 

http://www.ogc.gov.uk/index.asp?id=2261 Official ITIL site 

http://www.itsmf.com/   ITIL user group 

http://www.itilpeople.com/Glossary.htm ITIL reference site 

http://www.itsmi.biz/   My preferred training vendor 

http://robertperrine.biz  Proprietary ITIL materials 

     

http://www.ogc.gov.uk/index.asp?id=2261
http://www.itsmf.com/
http://www.itilpeople.com/Glossary.htm
http://www.itsmi.biz/
http://robertperrine.biz/
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AGENDA 

Å 90-minute Presentation on ITIL Benefits at Ameriquest 

Å 15-minute exercise 

Å 15-minute break 

Å 30-minute preparation for the Role Play session 

Å 30-minute roll-play session 

Å 15-minute break 

Å 45-minute wrap-up 
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But firsté 

Å What do Project Managers do with their ITIL time? 



Infrastructure Hosting 

Briefing on the ITIL Processes 
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ITIL Processes 

Å Relevance  

Å History of ITIL 

Å The Processes 

Å The Benefit 
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Relevance 

Å Improved Alignment of IT with Business 

Å Improved Customer Satisfaction 

Å Improved Quality of Service 

Å Improved Operational Efficiency 
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Infrastructure Hosting Organization 

Å The services we provide to ACH and all business units 

Infrastructure Hosting 

Infrastructure  

Services 

Data Center  

Facilities 

Data Center 

Operations 
iASP 

Peregrine 
Engagement  

Services 

ACH Desktop  

Services 

Enterprise 

Monitoring 

Systems 

Engineering 
SAN 
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Engagement Services Organization 

Å Management of projects and customer engagements 

Engagement  
Services 

Enterprise 

Change 

Management 

Enterprise 

Metrics 

Project  

Management 

Service 

Delivery 

Management 

Account 

Management 
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Relevance 

Å ITIL is all about Operations 

ï Repeatable 

ï Consistent ï i.e., unchanging 

Å Projects are defined as temporary 

ï We use Projects to change operations 
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Relevance 

Å ITIL has no project management discipline 
ï References PRINCE2 ï a British project management approach 

Å We use the PMI approach 
ïOur projects are hardware, buildings, facilities, equipment 

ïOur projects are small enhancements 

ÁMight span many months 

ÁBut only a few hours per week 
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Relevance 

Å Vision Ą Strategy Ą Change Ą Quality of Service Ą Efficiency 



13 
© Ameriquest Capital Corporation Capital Holdings - Proprietary and Confidential. 

ITIL Processes 

Å Relevance  

Å History of ITIL 

Å The Processes 

Å The Benefit 
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History of ITIL 

Å Best Practices have existed for a long time 

Å 1980ôs the British Government published a consolidated guide 
ï10-book set of core processes and a 30-book set of supplements 

ïBorrowed extensively from existing guides 

ïConsolidation, not creation 

Å Version 2 came out a few years ago 
ïS:\\Projects\Service Management\ITIL eBooks 

ï10 Processes and 1 Function 

ïVersion 3 due out next year 
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ITIL Processes 

Service Support Service Delivery 

Chapters 1, 2 and 3 are introductory and repeated in each book 

Service Desk is a Function 

Incident Management Service Level Management 

Problem Management IT Financial Management 

Change Management Capacity Management 

Configuration Management IT Service Continuity Management 

Release Management Availability Management 
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Itôs a Framework 
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History of ITIL 

Å Mid-1990 ITIL was the standard for IT in Britain 

Å De-facto standard world-wide 

ÅBut the USA lagged behind on adoption 

ÅTesting authority is in the Netherlands 

ÅLicensed authority for North America is Loyalist College in Canada 

ÅUSA was disinterested and rather unwelcome 

Å Finally the USA is catching up 

ÅSOX requires processes and ITIL is all about process 

ÅISO 9000 committee is slowly integrating ITIL into an update 
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Certifications 

  Certification Foundation Practitioner Master 

Prerequisite None Foundation Foundation 

Class None Required 10 days 

Test 40 Multiple 2 Essays 10 Essays 

1 Hour 2 Hours 2 Sessions 

3 Hours each 

65% to pass 55% to pass 50% to pass 
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ITIL in the USA 

Å Many USA employers now require ITIL Foundation certification 

Å ITSMF chapters in San Diego and Los Angeles 

Å Work underway to give USA authority to run ITIL certification tests 
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ITIL Processes 

Å Relevance  

Å History of ITIL 

Å The Processes 

Å The Benefit 

 



21 
© Ameriquest Capital Corporation Capital Holdings - Proprietary and Confidential. 

Incident Management 

Å Definition of Incident: Any event that is not part of the standard operation 
of a service and that causes, or may cause, an interruption to, or a 

reduction in, the quality of that service. 

Å Primary Goal: The primary goal of the Incident Management process is to 

restore normal service operation as quickly as possible and minimize the 

adverse impact on business operations, thus ensuring that the best 
possible levels of service quality and availability are maintained. óNormal 

service operationô is defined here as service operation within Service level 

agreement (SLA) limits. 

ÅAmeriquest 

ÅWe do this through our Help Desk and our Network Operations Centers. 

ÅEscalations from Help Desk and NOC to systems engineers are still Incident 

Management. 

ÅOur Peregrine tool was customized to say ñProblemò instead of ñIncidentò. 
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Problem Management 

Å Definition of Problem: Unknown underlying cause of one or more 
Incidents. 

ÅPrimary Goal: The goal of Problem Management is to minimize the adverse 
impact of Incidents and Problems on the business that are caused by 

errors within the IT Infrastructure, and to prevent recurrence of Incidents 

related to these errors. In order to achieve this goal, Problem Management 
seeks to get to the root cause of Incidents and then initiate actions to 

improve or correct the situation. 

ÅAmeriquest 

ÅñRoot Cause Analysisò process in some departments seeks to find the underlying 

problem and prepare the change that is required to prevent the problem from creating 

further incidents. 

ÅCommonly seen in software release ñbug fixesò. 
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Change Management 

Å Definition of Change: The addition, modification or removal of approved, 
supported or baselined hardware, network, software, application, 

environment, system, desktop build or associated documentation. 

ÅPrimary Goal: The goal of the Change management process is to ensure 

that standardized methods and procedures are used for efficient and 

prompt handling of all Changes, in order to minimize the impact of Change-
related Incidents upon service quality, and consequently to improve the 

day-to-day operations of the organization. 

ÅAmeriquest 

ÅEnterprise Change Management policy and procedure. 

ÅTuesday 11:00am meeting 

ÅInitiative underway to align authority and responsibility within departments 
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Configuration Management 

Å Definition of Configuration Item: Component of an infrastructure - or an 
item, such as a Request for Change, associated with an infrastructure - that 

is (or is to be) under the control of Configuration Management. CIs may 

vary widely in complexity, size and type, from an entire system (including 
all hardware, software and documentation) to a single module or a minor 

hardware component. 

Å Primary Goal: Provide accurate information on configurations and their 

documentation to support all the other Service Management processes 

Å Ameriquest 

Å IHCR ñInfrastructure Hosting Configuration Repositoryò 

Å Moving into Peregrine in October 

Å Next goal is integration with Change and other ITIL disciplines 
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Release Management 

Å Definition of a Release: A collection of new and/or changed CIs which are 
tested and introduced into the live environment together. 

Å Primary Goal: Design and implement efficient processes for managing the 
bundling of changes to ensure changes are authorized and auditable. Also 

responsible for the transferring authorized software into the Definitive 

Software Library. 

Å Ameriquest 

ÅThis is managed within the individual software development groups. 

ÅThe migration of releases into production goes through Change Management. 
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ITIL Memory Aides 
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Service Level Management 

Å Definition of a Service Level Agreement: A written agreement between a 
service provider and Customer(s) that documents agreed service levels for 
a service. SLA targets must include an element for all stages in the support 
cycle (e.g. Detection time, Service Desk logging time, escalation time, 
referral time between groups etc, Service Desk review and Closure time - as 
well as the actual time fixing the failure). 

Å Primary Goal: The goal for SLM is to maintain and improve IT Service 
quality, through a constant cycle of agreeing, monitoring and reporting 
upon IT Service achievements and instigation of actions to eradicate poor 
service ï in line with business or cost justification. Through these 
methods, a better relationship between IT and its Customers can be 
developed. 

Å Ameriquest 

ÅOur Help Desk and NOC establish and monitors SLAs for many functions 

ÅOther departments have SLAs with their customers 
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IT Financial Management 

Å Definition of Charging: The process of establishing charges in respect of 
business units, and raising the relevant invoices for recovery from 

customers. 

Å Primary Goal: Provide cost effective stewardship for IT expenditures. 

Å Ameriquest 

Å Charge-backs already exist. 

Å Activity Based Costing is initiating a usage based allocation model. 

Å LOBs will be charged based on their usage of services. 
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Capacity Management 

Å Definition of Capacity: A measurement of space, bandwidth, processing 
power or factor that indicates the suitability of the component, system or 

infrastructure to support the business requirement. 

Å Primary Goal: The Capacity Management processôs goal is to ensure that 

cost justifiable IT Capacity always exists and that it is matched to the 

current and future identified needs of the business. 

Å Ameriquest 

ÅPlanning in anticipation 

ÅVersus reacting when the crises appears 
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IT Service Continuity Management 

Å Definition of Contingency Planning: Planning to address unwanted 
occurrences that may happen at a later time. Traditionally, the term has 

been used to refer to planning for the recovery of IT systems rather than 

entire business processes. 

Å Primary Goal: The goal for ITSCM is to support the overall Business 

Continuity Management process by ensuring that the required IT technical 
and services facilities (including computer systems, networks, 

applications, telecommunications, technical support and Service Desk) can 

be recovered within required, and agreed, business timescales. 

Å Ameriquest 

Å Business continuity planning is underway 

Å Disaster Recovery test is scheduled for October of a few key applications 
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Availability Management 

Å Definition of Availability: Ability of a component or service to perform its 
required function at a stated instant or over a stated period of time. It is 

usually expressed as the availability ratio, i.e. the proportion of time that 

the service is actually available for use by the Customers within the agreed 
service hours. 

Å Primary Goal: The goal of the Availability Management process is to 
optimize the capability of the IT Infrastructure, services and supporting 

organization to deliver a cost effective and sustained level of Availability 

that enables the business to satisfy its business objectives. 

Å Ameriquest 

ÅProject underway to automate the measurement of application availability 
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Service Desk ï a function, not a process 

Å Primary Goal: The single point of contact within the IT organization for 
users of IT services.  

Å Ameriquest 

ÅHelp Desk 

ÅPlus Network Operations Center 

ÅPlus Proactive account engagement 
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ITIL Memory Aides 
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ITIL Processes 

Å Relevance  

Å History of ITIL 

Å The Processes 

Å The Benefit 
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Benefits 

Å The whole is greater than the sum of the parts. 

ÅAnyone can create a set of processes. 

ÅITIL has a set of processes that work together. 

ÅThe linkages are documented. 

ÅThe roles are documented. 
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Benefits -- Illustrated 

Å The whole is greater than the sum of the parts. 

ÅCall to the Service Desk invokes Incident Management. 

ÅThe Configuration Management Database shows dependencies to assess impact. 

ÅIncident Management in the NOC restores normal operations. 

ÅProblem Management ñRoot Cause Analysisò uncovers the underlying problem. 

ÅProblem Management then enters a Request for Change. 

ÅThe change record is linked to the Configuration Items to assess impact. 
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Framework 

Å Roles 

Å Duties - not a ñpositionò 

Å Metrics 

ÅCritical Success Factors 
ï Key Performance Indicators 

Á measurements 

Å Tools and Techniques 
ï Root Cause Analysis 

ï Service Improvement Program 

ï Many more 

Å Document framework 

Å Policy 
ï Procedures 

ï Templates 
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Framework 

Å ITIL is a FRAMEWORK 

Å Not a ñHow Toò guide 

Å Lots of inputs, tools, techniques and outputs 
ïNot organized like the PMBOK 

ïMore of a catch-all 

ïEach chapter uniquely written by a committee 

ïOverlapping and conflicting use of vocabulary 
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ITIL                                      some assembly required 

Å Vision Ą Strategy Ą Change Ą Quality of Service Ą Efficiency 
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Portfolio ï the way we are doing it 

Component Foundation 

Project PMBOK 

Engagement Customer Service 

Root Cause Analysis ITIL 

Service Improvement Program ITIL 

ITIL Role ITIL 

Portfolio Administration PMI 

Engagement Policy Special case of Policy 

Incident Control Plan ITIL 

Policy ITIL and others 

Procedure ITIL and others 

Template ITIL and others 

Training ITIL and others 
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Portfolio Components ï Projects & Engagements 

Å A project is work that: 

ÅRequires a project charter and 

ÅRequires a project manager. 

Å Additionally, non-M&E projects must comply with the PMO SDLC. 

Å An engagement is a project managed by an external organization. 
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Portfolio Components ï RCA and SIP 

Å A Root Cause Analysis (RCA) is a work flow for documenting the 
identification of a problem, finding the root cause for the problem and 

implementing a structural resolution to the problem. 

Å A Service Improvement Program (SIP) is a proactive response to a current 

or future problem. The work flow for a SIP aligns closely with the work flow 

for an RCA. Typically an RCA is reactive while a SIP is always proactive. 
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Portfolio Components ï ITIL and Portfolio 

Å ITIL Role: An ITIL role is an agreement to accept responsibility for a key 
ITIL discipline.   

Å Portfolio Administration: Work that is related to the management of the 
portfolio itself. 
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Portfolio Components ï Documentation 

Å Engagement Policy: An Engagement Policy is the combination of a policy and procedure 

to describe how IH works with customers to deliver a specific type of service from the 

service catalog.  

Å Incident Control Plan: An Incident Control Plan is a special procedure that defines the 

work flow that IH will follow in response to a monitoring event.  

Å Policy: A Policy is an internal IH policy and procedure. The policy portion of the document 

defines the rules. The procedure portion of the document defines the work flow.  

Å Procedure: A Procedure is an internal IH document that defines a work flow for a 

repeatable activity. 

Å Template: A template is a form or worksheet that describes the type of data required to 

execute a work flow.  

Å Training: Training materials consists of briefing documents, presentation materials, how-

to guides and supporting materials. 
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ITIL                       will increase Perceived work load 

Å Cumulative Work Queues 
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Benefits of ITIL 

Å Operational Efficiency 

Completed

Template

  

Engagement

Policy &

Template

 

Completed

Template

Procedure

Key web sites 

http://www.ogc.gov.uk/index.asp?id=2261 Official ITIL site 

http://www.itsmf.com/   ITIL user group 

http://www.itilpeople.com/Glossary.htm ITIL reference site 

http://www.itsmi.biz/   My preferred training vendor 

http://robertperrine.biz   Proprietary ITIL materials 

     

Ÿ Customer Satisfaction 
Engagement Policy 

+ Template 

+ Procedure 

= Rules 

= Forms 

= How-To 

Our Customer We have a Process 
ē Operational Efficiency ē 

http://www.ogc.gov.uk/index.asp?id=2261
http://www.itsmf.com/
http://www.itilpeople.com/Glossary.htm
http://www.itsmi.biz/
http://robertperrine.biz/
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AGENDA 

Å 90-minute Presentation on ITIL Benefits at Ameriquest 

Å 15-minute exercise 

Å 15-minute break 

Å 30-minute preparation for the Role Play session 

Å 30-minute roll-play session 

Å 15-minute break 

Å 45-minute wrap-up 
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Define Rules & Forms to ñRequest a Project Managerò 

Å Operational Efficiency 

Completed

Template

  

Engagement

Policy &

Template

 

Completed

Template

Procedure

Key web sites 

http://www.ogc.gov.uk/index.asp?id=2261 Official ITIL site 

http://www.itsmf.com/   ITIL user group 

http://www.itilpeople.com/Glossary.htm ITIL reference site 

http://www.itsmi.biz/   My preferred training vendor 

http://robertperrine.biz   Proprietary ITIL materials 

     

Ÿ Customer Satisfaction 
Engagement Policy 

+ Template 

+ Procedure 

= Rules 

= Forms 

= How-To 

Our Customer We have a Process 
ē Operational Efficiency ē 

http://www.ogc.gov.uk/index.asp?id=2261
http://www.itsmf.com/
http://www.itilpeople.com/Glossary.htm
http://www.itsmi.biz/
http://robertperrine.biz/
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AGENDA 

Å 90-minute Presentation on ITIL Benefits at Ameriquest 

Å 15-minute break-out session 

Å 15-minute break 

Å 30-minute preparation for the Role Play session 

Å 30-minute roll-play session 

Å 15-minute break 

Å 45-minute wrap-up 
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AGENDA 

Å 90-minute Presentation on ITIL Benefits at Ameriquest 

Å 15-minute break-out session 

Å 15-minute break 

Å 30-minute preparation for the Role Play session 

Å 30-minute roll-play session 

Å 15-minute break 

Å 45-minute wrap-up 
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The Product 
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The Requirements 

 Six layers of bricks 

 Pitched room 

 1 door 

 1 window 

 Structurally sound 

 Esthetically pleasing 

 Extra features are optional 

 Color scheme is optional 
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The Team 

Å ITIL is all about ñRolesò 

Å Remember: Duties, not job descriptions 

Å ITIL requires a lot of Roles to deliver a service 
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ITIL Roles 
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ITIL Roles 

  

Each of these disciplines needs an ITIL Manager (role) 
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ITIL Roles 

  

And donôt forget the Customer, Users, Vendors and Phantoms 

Each of these disciplines needs an ITIL Manager (role) 
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ITIL Roles 

  

Each of these disciplines needs an ITIL Manager (role) 

And donôt forget the Customer, Users, Vendors and Phantoms 

Pretty soon it starts getting crowded 
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Phantoms 

Å Fortunately, two of the key ITIL Roles are Phantoms 

Å They appear in the books 

Å But do not get a chapter of their own 

Å Or even a good list of duties 

Å One is a natural ñspookò ï The IT Security Manager 

Å The other is tangibly present and vital to the initiative 
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Service Manager 

Å Responsible for aligning the ITIL Roles 

Å Mentioned in the books but there is no specific chapter on this role 

Å Assists the ITIL Managers in their roles 

�‡The Instructor will take this role  


