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OGC(C’s foreword

As co-founder of the ITIL concept and leader of its early
development, I'm delighted by the positive impact it has
made on companies and organizations around the world,
What began as a UK govemment initiative to set out an
efficient, successful and reliable approach to senvice
managemant is now a glebal endeavour, with
publications, training and support tools available in various
languages. Of course, successful growth doesn't hapeen
b chance and ML has proven iself many times over
through the kenefits it bings to the businesses that
embed its practices.

Since its creation in the late 19805, [TIL has been
developed o Yeep up to date with a constantly changing
sepvice rmanagermenl envirenment, Here in e lalesl
varsion, | am pleased to see o top quality product.
Cansultation with experts on a global scale brings you
leading practices, identified through experience and
braught together with the skills and expertise of our
publishing partner, The Stationary Cffice {TS0).

| believe ITIL will continue to play an impotant role within
govermrnent as an effective standard framewarls for
delivery, However, the real value in [TIL is that its benefits
are available to every organization, large or small, with a
genuine desire to deliver a high-performing sendice
provision. May vour organization be one of thosel

Tak (e T

{'.F—'\I\-

Jdohn Steweart
Office of Government Commerce
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Chief Architect’s foreword

This book is dedicated to the people who practise IT
service management. Through their knowladge and
experiences we have shaped the present and can see
further toward the future along our journay to service
excellence.

Crier the past two decades the world of 1T has changed
drarnatically. The IT Infrastructure Library framowars has
grown along with it and has shaped a cormmunity of
practice that has spawned am entire industry, What hasn't
changed in all that time is the need for us as practtioners
af service manzgement to learn howe best pract ces evalve
and how they suppart and influence the customer's
successes of failures.

In a world of growing complexity, choice and globalization,
ML has remained at the heatt of the industry, growing and
avalving 1o meet the neads of service providers. The
current version of ITIL is a product of this evolution.

Within the pages of this ook, we will intraduce ITIL ko the
navice, further educate the practitionar and transfonm our
understanding of 11 service management best practices,

This book captures the basic concepts of the ITIL Service
Lifecycle and its benefits. It serves as a reference to ITIL
service management practices, but should not be
considered a substitute for the ITIL cora practice set.

It is from hare we begin the journey into the [TIL sarvice
management practices,

¥ r

2 V4

f.).'f‘_'.-

i -
[

Sharon Teylor
Chief Architect, ITIL Service Management Practices
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Preface

Life-cycle (noun) - The various stages through which a
living thing passes (Kernerman English Multilingual
Diictionary)

The very term ‘lifecycle’ is tsed o describe the evolitian
of many living things in this world from the’r creation to
expiration. The time between creation and expiration is
the Journcy’,

We need only look at our own life joumeys to ses a living
example.

Craphion — the frst part of our journey. As an embno
develops, its life blueprint is being established thraugh the
architecture of its DNA The embrvo’s genetic structure will
dictate its capability, propensity for immunity or
wvulnerability to disease, and cartain parsonality
rharacterstics it will carmy throughout |ife.

Childhcod - the formartive stage. We are influenced by our
capasLre to the warld around ws and can influcheoe our
life blueprint in how we rnanifest and integrate oursalves
with the warld around us, Our understanding of our
needs, both for growth and creativity, are our
requirerments’ that allow us to create value for ourselves
and those whe come into contact with us.

Adufthood - where we hone our skills and perform within
expacted sociatal parameters. We strive to improve our
capabilities continually and define our value. By this time,
we have built a complex network of relationships and
dependencies to athers. The waorld we live in has become
far morza complex than in childhood and managing our
[wizs more challenging.

If vou replace the human metaphaor above with the
[fecycle of service management, you will sse many
similarities, This is because the ITIL Service Lifecycle
represents the same evolution - from creation to
expiration - and the stages in the ITIL Service Lifecycle ane
what fall in betwean,

We often forget that services are living things. They
raguire sustenancea to survive, they must continually adapt
anel avolvie with changing needs of the baisiness, and they
will pass through various stages over their lifietime.

Senvices arc constraihed by their genetic Blucprint — risks,
financial investment, culture and econamics - but should
eyolve to influence their valuz through interaction,
evolution, dependencies and relationships, and to exploit
these for positve outcomes,

This book will take you through these Service Lifecvcle
stages and show how to apply the knowledge contained
in the ML core lifecycle publications,
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19905 as the popularity of [TIL grew. In 1997, a user forum,
the IT Information Management Forum (ITIMF), was
created to bring [TIL users together to exchange ideas and
learn from each other, and would eventually change its
name ta the IT Service Management Forum (ItSMFL. Today,

P 13 0B IR HAIL AT IRAAREAS W L LA R B 13
approach o service management — do what works. And
what works is adapting a commen framework of practices
that unite all areas of IT service provision toward a single
aim — delivering value to the business, The following list



