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ITIRS EIRAIESE

Start Process
Strengths

v Many controls

v Expert view
Weaknesses

v Silo Approach

v Not Customer
Oriented

v Inter-related not
inter-dependant

Pre-1990

ITIL Version1

Strengths
v 1st Process Model
v Best Practice

v Has become
Standard for IT
Service Mgmt

Weaknesses
v Not E2E
v Not practical

v Implementation
difficulties

1990+

Strengths
v E2E
v Multi-tier

architecture

v Overcame ITIL
deficiencies

Weaknesses

v Too complex

v Technology-centric
v Proprietary

1995+

ITIL Version2

Strengths

v User produced
(itSMF), not vendor

v Business-centric
v E2E
Weaknesses

v Still in Production

v Some parts
missing

v No proof of
achievement

2000+

.
N

N
N

IBM ESM

ESM, DTS

Strengths

v Business &
Technology-centric

v Fully scalable,
non-industry
specific

v Designed for
accreditation

Weaknesses

v New
v Only in China

2003+

Certify organisation’s
internal IT Service
Mgmt capability.

Strengths
v First accreditation
v ISO standard to

follow

v Plan, Do, Check,

Act

Weaknesses

v Still in development
v Unproven

v Limited skills

IBM assess/advice/
provide guidance for
organisations'
capabilities to take

formal BS15000
assessment t
one of the RC

2005+



ITHRSS & A LA KA 3 5

>

o PEASIEERIITER I OB ANL SRR (iR A KA. ITR SR, Z 5
) 28 B
> PR
o ALLIPAE AN RARAE R ERE R (GE B3 A R EA S B UNEHEER)
> Bk
-ig?ﬁ%\%ﬁ%%ﬁﬁﬁ<ﬁﬁ%m,AﬁIWEM%ﬁ\E5$ﬁw
<
> etk
o EHBENMIE A G CLEN R R A AR AT AR, IR ITREAA T )
> Hak
o A LS F TEE HRRERNEAR, RIS ERAERN R .




(mmd |

fiE - BB

I8 Sk AY

o
=]

=15

=
—=

AEEENE , RIIFRAIAEFE

IR

R

{E1{n]

a0



°
WPENSAN TSR
SRYMERATOEERE ; c )
KB4 B ? b SRy
AL
RE |, BT RSERIAS B RHTII ;

IMBREEHITE : B/ ( Deming Cycle ) - #i1T
SHIR , RIEA ;
FINEERREA , REERAERRE ;
s
EEHIT ?
EEWRIT?
g IBRIINEKBEEHE , fIEENBRE ; 8

hi&
SHERDERSHYWEE ; & T @
HHAB SR AN ?
i R SR ?
AT, REME B REMY ;



Agenda

 ITIRSEE]

o« ITILEA




HARITIL

 ITIL(IT Infrastructure Library)fyBirE2E T &
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ITIL Service Support and Service Delivery
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FEHRT

> ITIEAEZEHM) (IT Infrastructure)
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& ClEpl

MAINFRAME FILE SERVERS
NETWORK

SCOPE MODEM Is connected to

Is part of
HUB

&
Owner, Status,

Location, Version,
Serial Number

MODEM
pCc PC PC PC PC
PC CI LEVEL

IKeybowrd — CIPL IMlesnsaes
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All CIs are registered in the CMDB.

Identification §§ All Configuration Items (CIs) must be identified. (Does
of a Cl the new CI belong in the scope of the CM system?)

v

All CIs have a unique identification
code. Registration and giving a
unique identification code to the CI
belong to CMDB Management

Register the

At regular intervals, verification

Cl
Stat The status of a CI can be in repair, in test, in
C O?Itl:'gl production, etc. Status control means that the status of

CIs must be kept up to date.

v

must take place. i.e. the registered
data within the CMDB will be
verified with the actual data.

Verification of
the CMDB

v

The Configuration Management process must
Reporting provide information about the IT infrastructure to
other processes and IT management.
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ITILX %% )7 (customers) FIFH ' (users) HE X

» Customers

people (generally senior managers) who commission, pay for and own the IT
Services, sometimes refered to as "the business"

» Users
people who use the services on a day-to-day basis

% Incident
&QJE Change | |
Users N g a IT Service Organization
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Customer interaction is not restricted to the
telephone and personal contact. Forms-based
input increases integrity of data and assists
allocating the best suited support function

Internet
Requests /
Queries

Email/Voice/Video

Fax Requestsc J

o
e !

&

S,

il

e ]
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Hardware/Application ||/

Events

SERVICE DESK

l

External Service
Support

Product
Support

Sales &
Marketing

Contract Support

Internal Service
Support
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* Integrated Service Management and Systems
Management systems.

 Advanced Telephone systems (CTI, ACD)
* Interactive Voice Response systems (IVR)
* Electronic Mail

 Fax Servers

 Pager systems

 Knowledge databases and diagnostic tools

« Automated operations and network management
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Examples of categories of Incidents:

7k

» Application
*Service not available

disk-usage threshold exceeded
»Hardware
*System down
*Printer not printing
»Service Requests
*Request for information/advice/documentation

forgotten password
27
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Incident detection &
recording

P
<ag—p Initial support and
classification

Investigation and
diagnosis

Resolution and
recovery

User

Service Request
Procedures

'

4—»‘ Incident closure l

-
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