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Itil Service Operation Best Management Practices
This book constitutes revised papers from the eleven International Workshops held at the 15th
International Conference on Business Process Management, BPM 2017, in Barcelona, Spain,
in September 2017: BPAI 2017 – 1st International Workshop on Business Process Innovation
with Artificial Intelligence; BPI 2017 – 13th International Workshop on Business Process
Intelligence; BP-Meet-IoT 2017 – 1st International Workshop on Ubiquitous Business
Processes Meeting Internet-of-Things; BPMS2 2017 – 10th Workshop on Social and Human
Aspects of Business Process Management; ? CBPM 2017 – 1st International Workshop on
Cognitive Business Process Management; CCABPM 2017 – 1st International Workshop on
Cross-cutting Aspects of Business Process Modeling; DeHMiMoP 2017 – 5th International
Workshop on Declarative/Decision/Hybrid Mining & Modeling for Business Processes; QD-PA
2017 – 1st International Workshop on Quality Data for Process Analytics; REBPM 2017 – 3rd
International Workshop on Interrelations between Requirements Engineering and Business
Process Management; SPBP 2017 – 1st Workshop on Security and Privacy-enhanced
Business Process Management; TAProViz-PQ-IWPE 2017 –Joint International BPM 2017
Workshops on Theory and Application of Visualizations and Human-centric Aspects in
Processes (TAProViz'17), Process Querying (PQ'17) and Process Engineering (IWPE17). The
44 full and 11 short papers presented in this volume were carefully reviewed and selected from
99 submissions.
This title is the sister book to the global best-seller Metrics for IT Service Management. Taking
the basics steps described there, this new title describes the context within the ITIL 2011
Lifecycle approach. More than that it looks at the overall goal of metrics which is to achieve
Value. The overall delivery of Business Value is driven by Corporate Strategy and
Governance, from which Requirements are developed and Risks identified. These
Requirements drive the design of Services, Processes and Metrics. Metrics are designed and
metrics enable design as well as governing the delivery of value through the whole lifecycle.
The book shows the reader how do achieve this Value objective by extending the ITIL Service
Lifecycle approach to meet business requirements.
Combines the areas of computer audit, computer control, and computer security in one book.;
Offers step-by-step guidance on auditing, control, and security.; Provides numberous control
objectives.
Foundations of ITIL and its predecessors have become the industry classic guide on the topic
of ITIL. Over the years this authoritative guide has earned its place on the bookshelves and in
the briefcases of industry experts as they implement best practices within their organizations.
This version has now been upgraded to reflect ITIL V3. Written in the same concise way and
covering all the facts, readers will find that this title succinctly covers the key aspects of the
ITIL V3 upgrade. The ITIL V3 approach covering the ITIL Lifecycle is fully covered. In addition
those who are familiar with the Version 2 process approach will be delighted to discover that
this new edition of Foundations of ITIL has split out all the processes and describes them in
detail. This means that it is easy for all readers to access and grasp the process concepts that
are so pivotal to many service management day-to-day operations. This title covers the
following:
This book presents the latest syllabus contnent and expert examination guidance, making it the
definitive study aid for the IT service management intermediate examinations. Containing
practical advice for candidates on how to prepare for and answer examination questions on the
service lifecycle and service capability streams, the book also covers the syllabus topics which
are common across most of the modules. Chapters are organised with references to the core
publications, and self-assessment questions help students prioritise those topics they need to
revise. The book contains sample exam questions, advice on how to dissect questions and
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scenarios, and exam answers that are thoroughly explained to aid the learning process.
This book summarizes the new research results presented at the 12th Joint Conference on
Knowledge-Based Software Engineering (JCKBSE 2018), which took place on August 27–30,
2018 on the island of Corfu, Greece. The JCKBSE is a well-established international biennial
conference that focuses on the applications of Artificial Intelligence in Software Engineering.
The JCKBSE 2018 was organized by the Department of Informatics of the University of
Piraeus, the Department of Computer and Information Engineering of Nippon Institute of
Technology, and the Department of Informatics of Ionian University. The book will benefit not
only experts and researchers in the field of (Knowledge-Based) Software Engineering, but also
general readers in the fields of Artificial Intelligence, Computational Intelligence and Computer
Science who wish to learn more about the field of (Knowledge-Based) Software Engineering
and its applications. An extensive list of bibliographic references at the end of each paper
encourages readers to probe further into the application areas that interest them most.
This book primarily addresses Intelligent Information Systems (IIS) and the integration of
artificial intelligence, intelligent systems and technologies, database technologies and
information systems methodologies to create the next generation of information systems. It
includes original and state-of-the-art research on theoretical and practical advances in IIS,
system architectures, tools and techniques, as well as “success stories” in intelligent
information systems. Intended as an interdisciplinary forum in which scientists and
professionals could share their research results and report on new developments and
advances in intelligent information systems, technologies and related areas – as well as their
applications – , it offers a valuable resource for researchers and practitioners alike.
This book helps people prepare for the ITIL® 2011 Edition Foundation qualification exam. It
contains direct links to the full syllabus and specifies the terms and definitions required. In
addition it gives sample questions for practice both within the text and also a number of the
official exams questions in the back. The content of this book is based on the ITIL® 2011
Edition core guidance and APMG’s ITIL Foundation Certificate syllabus edition 2011. Written
by globally experienced trainers and reviewed by other professionals this unique work provides
clear and concise guidance for all those seeking to achieve success at the ITIL Foundation
Level. Covering: A clear and concise explanation of the exam structure; Key text for the
exams; Sample exam questions and sample answers and Hints and Tips and practical
examples this book will highlight for readers the key items they need for the ITIL Foundation
Exam that will increase chances of success. By this book is a separate file (free, via internet)
available: • All images in the book, in Powerpoint format. Click on the button Training Material
by the book on our website.

ITIL® Intermediate Release, Control and Validation – 4 days The four courses in
Service Capability is aimed at students who need deep knowledge of the
processes and the roles of ITIL. Service Lifecycle covered in the course but the
primary focus is on processes, functions, roles and activities of its application and
use by lifecycle. The courses within the Service Capability is role-based modules,
each with a separate certification. Each course includes a grouping of processes
and roles within ITIL is intended to give participants a specific knowledge of the
practice and application related to the daily work. You’ll learn You get a deeper
understanding of the part of the ITIL framework which deals with testing,
validation and deployment of services. The course is aimed primarily at people
working actively to plan and execute changes in IT services. You get a deeper
understanding of the interaction between the requirements definition, testing and
deployment as well as the importance of having a well functioning configuration
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management. Target group The target group of the ITIL Expert Qualification:
Release, Control and Validation is: • Individuals who have attained the ITIL
Foundation certificate in Service Management and who wish to advance to higher
level ITIL certifications. • Individuals who require a deep understanding of ITIL
Certificate in Release, Control and Validation processes and how it may be used
to enhance the quality of IT service support within an organization. • IT
professionals that are working within an organization that has adopted and
adapted ITIL who need to be informed about and thereafter contribute to an
ongoing service improvement programme • Operational staff involved in Change
Management, Release and Deployment Management, Service Validation and
Testing, Service Asset and Configuration Management, Request Fulfilment,
Service Evaluation and Knowledge Management, who wish to enhance their rolebased capabilities. This may include but is not limited to, IT professionals,
business managers and business process owners. Exam The examination is
closed book and made up of multiple choice questions based on a scenario.
Students will be allowed 120 minutes to answer the questions. You need at least
70% (28/40 points) to pass. Prerequisites Candidates wishing to pass the exam
for this qualification must already hold the ITIL Foundation Certificate.
Management, Computers, Computer networks, Information exchange, Data
processing, IT and Information Management: IT Service Management
This official introduction is a gateway to ITIL. It explains the basic concept of IT
Service Management (ITSM) and the place of ITIL, introducing the new lifecycle
model, which puts into context all the familiar ITIL processes from the earlier
books. It also serves to illuminate the background of thr new ITIL structure.This
title introduces ITSM and ITIL, explains why the service lifecycle approach is best
practice in today's ITSM, and makes a persuasive case for change.After showing
high level process models, it takes the reader through the main principles that
govern the new version: lifecycle stages, governance and decision making, then
the principles behind design and deployment, and operation and optimisation.
Annotation An easy-to-understand introduction to using best practice techniques
within IT service management, 'ITIL for Dummies' provides an easy-tounderstand introduction to using best practice guidance within IT service
management.
This new guide describes the implementation of Service Level Management with
SAP technology. Developed from the practice of SAP Global Support, this
invaluable guide provides readers with missioncritical background information on
Service Level Reporting and provides exclusive tips for establishing sensible Key
Performance Indicators in SAP operations. In addition, an entire chapter is
devoted to providing extensive practical guidance for the implementation of these
requirements, using SAP Solution Manager 4.0.
Operational Auditing: Principles and Techniques for a Changing World, 2nd
edition, explains the proven approaches and essential procedures to perform riskbased operational audits. It shows how to effectively evaluate the relevant
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dynamics associated with programs and processes, including operational,
strategic, technological, financial and compliance objectives and risks. This book
merges traditional internal audit concepts and practices with contemporary
quality control methodologies, tips, tools and techniques. It explains how internal
auditors can perform operational audits that result in meaningful findings and
useful recommendations to help organizations meet objectives and improve the
perception of internal auditors as high-value contributors, appropriate change
agents and trusted advisors. The 2nd edition introduces or expands the previous
coverage of: • Control self-assessments. • The 7 Es framework for operational
quality. • Linkages to ISO 9000. • Flowcharting techniques and value-stream
analysis • Continuous monitoring. • The use of Key Performance Indicators
(KPIs) and Key Risk Indicators (KRIs). • Robotic process automation (RPA),
artificial intelligence (AI) and machine learning (ML); and • Adds a new chapter
that will examine the role of organizational structure and its impact on effective
communications, task allocation, coordination, and operational resiliency to more
effectively respond to market demands.
This volume provides updated guidance on how to design, develop and
implement service management both as an organisational capability and a
strategic asset. It is a guide to a strategic review of ITIL-based service
management capabilities, with the aim of improving their alignment with overall
business needs. It is written primarily for senior managers who provide
leadership and direction in the form of objectives, plans and policies. It is also
benefits mangers at other levels, by explaining the logic of senior management
decisions.
The Business-Focused, Best-Practice Guide to Succeeding with ITIL Change
and Release Management ITIL® (Information Technology Infrastructure
Library®) can help organizations streamline and integrate their operations,
dramatically improving efficiency and delivering greater business value. For the
first time, there's a comprehensive best-practice guide to succeeding with two of
the most crucial and challenging parts of ITIL: change and release management.
Leading IBM® ITIL expert and author Larry Klosterboer shares solid expertise
gained from real implementations across multiple industries. He helps you decide
where to invest, avoid ITIL pitfalls, and build successful, long-term processes that
deliver real return on investment. You’ll find detailed guidance on each process,
integrated into a comprehensive roadmap for planning, implementation, and
operation–a roadmap available nowhere else. Klosterboer offers in-depth
coverage of the crucial issues every implementer will face, including make-orbreak challenges most consultants can’t or won’t talk about. For example, he
demonstrates how to set a reasonable project scope, migrate data, execute
successful pilot programs, and continually improve quality once ITIL practices are
in place. This book’s practical insights will be invaluable to every IT executive,
professional, and user who wants to bring their current change and release
practices in line with ITIL–and transform them from a source of frustration into a
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source of value. Coverage includes Discovering and managing your change and
release management requirements Identifying the resources you’ll need to
succeed Building comprehensive schedules for executing change/release
management projects Moving from planning to real-world implementation
Choosing the right tools–or modifying the tools you’ve already invested in Using
change/release management to facilitate auditing and ensure compliance
Leveraging the full business benefits of mature change/release management
processes Covers ITIL version 3
Who are our customers? What services do we offer our customers and are they
willing to pay for these? Would our customers choose another provider? Do we
measure our performance in terms of our customers' business performance?
Does our governance model allow us to identify and make wise investments? Do
we need to align ourselves and integrate with our customers? Where do we
start? How can we achieve it while making business benefits transparent and
keeping the sponsorship alive? Answering these questions and more, ITIL®
Service Management: Implementation and Operation focuses on how to achieve
the best return from your IT service management implementation investment, in
the least possible time. It discusses the key challenges organizations experience
as they leverage ITIL® Version 3 to achieve desired transformations—including
the approaches adopted to address those challenges. It includes templates,
checklists, implementation patterns, and detailed plans for each pattern to kick
start your implementation efforts. Detailing the components needed to implement,
operate, and optimize ITIL service management, the text explains the
organizational architecture required to achieve Business-IT integration within
ITIL. Complete with case studies, examples, problems, and access to additional
resources on the author’s website, the book illustrates how to achieve service
management excellence with ITIL—in a way that’s seamless to your customers
and enables the delivery of business value effectively, visibly, and efficiently.
How do you implement ITIL? Finally, there is a book that shows you how! This is
not a theoretical treatise, but a practical guide that shows you the activities and
steps to show results quickly. In this book you will learn about: Defining and
building a comprehensive implementation approach that incorporates process,
technology, organization and governance activities; Practical tips and step-bystep approaches for defining your Service Management Vision, building your
processes, developing a communications strategy, analyzing stakeholders,
identifying technology requirements and building your implementation program;
What areas should be addressed as part of a proper assessment approach and
how to focus assessment efforts to gain the maximum results from 3rd party
consultants; How to best organize your program work plans; What key Work
Products need to be produced by each step in your program; Different options for
transitioning your Service Management solutions and building an appropriate IT
Service Management organization. In addition, this book is chock full of reference
charts where you can easily find things such as Service Management
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Organizational Role descriptions, input and output dependencies for every ITIL
process and function, work products that should be produced by each process,
key tooling functions and more. This is a comprehensive guide for building your
IT Service Management program with all the information you need in one place.
"This is the book we've been waiting for! It definitely complements much of the
available ITIL literature that describes the processes, but not how you actually
get them implemented!" "We will use many of these concepts in our program
planning!" "Real, valuable, informative - Great!" "Some great tips for
implementing ITIL!" "Very valuable information!"
This publication provides updated best-practice advise on all aspects of
managing the day-to-day operation of an organisation's IT services. It
encompasses and supersedes the operational aspects of the ITIL Service
Support and Service Delivery publications and covers most of the scope of ICT
Infrastructure Management. it also incorporates operational aspects from the
Planning to Implement, Application Management, Software Asset Management
and Security Management publications.
Practical, Real-World ITIL Configuration Management—From Start to Finish The
IT Infrastructure Library® (ITIL) places the “best practices” in IT operations at
your command. ITIL helps you make better technology choices, manages IT
more effectively, and drives greater business value from all your IT investments.
The core of ITIL is configuration management: the discipline of identifying,
tracking, and controlling your IT environment’s diverse components to gain
accurate and timely information for better decision-making. Now, there’s a
practical, start-to-finish guide to ITIL configuration management for every IT
leader, manager, and practitioner. ITIL-certified architect and solutions provider
Larry Klosterboer helps you establish a clear roadmap for success, customize
standard processes to your unique needs, and avoid the pitfalls that stand in your
way. You’ll learn how to plan your implementation, deploy tools and processes,
administer ongoing configuration management tasks, refine ITIL information, and
leverage it for competitive advantage. Throughout, Klosterboer demystifies ITIL’s
jargon, illuminates each technique with real-world advice and examples, and
helps you focus on the specific techniques that offer maximum business value in
your environment. Coverage includes Assessing your current configuration
management maturity and setting goals for improvement Gathering and
managing requirements to align ITIL with organizational needs Describing the
schema of your configuration management database (CMDB) Identifying,
capturing, and organizing configuration data Choosing the best tools for your
requirements Integrating data and processes to create a unified logical CMDB
and configuration management service Implementing pilot projects to
demonstrate the value of configuration management and to test your planning
Moving from a pilot to wide-scale enterprise deployment Defining roles for
deployment and ongoing staffing Leveraging configuration management
information: Reporting and beyond Measuring and improving CMDB data
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accuracy Covers ITIL version 3. Preface xvii Acknowledgments xxi About the
Author xxiii Chapter 1: Overview of Configuration Management 1 Part I: Planning
for Configuration Management 17 Chapter 2: Gathering and Analyzing
Requirements 19 Chapter 3: Determining Scope, Span, and Granularity 37
Chapter 4: Customizing the Configuration Management Process 55 Chapter 5:
Planning for Data Population 67 Chapter 6: Putting Together a Useful Project
Plan 85 Part II: Implementing Configuration Management 97 Chapter 7:
Choosing the Right Tools 99 Chapter 8: Implementing the Process 117 Chapter
9: Populating the Configuration Management Database 127 Chapter 10:
Choosing and Running a Pilot Program 137 Chapter 11: Communication and
Enterprise Roll Out 149 Part III: Running an Effective Configuration Management
System 161 Chapter 12: Building a Configuration Management Team 163
Chapter 13: The Many Uses for Configuration Information 179 Chapter 14:
Measuring and Improving CMDB Accuracy 193 Chapter 15: Improving the
Business Value of Configuration Management 207 Index 217
Reflects the lifecycle of services, and covers the entire spectrum of people
involved at various stages of the framework.
ITIL® is a framework for IT service management and provides best management
practice to meet ISO/IEC 20k. The guide introduces ITIL to Foundation
Examination candidates and offers a practical understanding of IT service
management. This new edition is compatible with the 2011 update to ITIL®. It
includes the following additional processes: business relationship management;
design coordination; strategy management for IT services; transition planning
and support. An ITIL® licensed product.
Information technology in the workplace is vital to the management of workflow in
the company; therefore, IT security is no longer considered a technical issue but
a necessity of an entire corporation. The practice of IT security has rapidly
expanded to an aspect of Corporate Governance so that the understanding of the
risks and prospects of IT security are being properly managed at an executive
level. IT Security Governance Innovations: Theory and Research provides
extraordinary research which highlights the main contributions and characteristics
of existing approaches, standards, best practices, and new trends in IT Security
Governance. With theoretical and practical perspectives, the book aims to
address IT Security Governance implementation in corporate organizations. This
collection of works serves as a reference for CEOs and CIOs, security managers,
systems specialists, computer science students, and much more.
For trainers free additional material of this book is available. This can be found
under the "Training Material" tab. Log in with your trainer account to access the
material.In the world of international IT Service Management the previous
editions of this book have acquired an excellent reputation as guidance on the
topic of ITIL. Over the years this authoritative guide has earned its place on the
bookshelves and in the briefcases of industry experts as they implement best
practices within their organizations.This revised edition is based on ITIL 2011
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Edition. It is written in the same concise way as the previous editions and
covering all the facts. Readers will find that this title succinctly covers the key
aspects of ITIL 2011 Edition. It is endorsed by AXELOS, the official ITIL
Accreditor.The ITIL Lifecycle is fully covered. In addition there is much attention
to the 26 IT Service Management processes and 4 Functions. These are
described in detail. This means that it is easy for all readers to access and grasp
the concepts of processes and functions that are so pivotal to many service
management day-to-day operations.This title covers the following: Introduction to
the Service Lifecycle Lifecycle phase: Service Strategy Lifecycle phase: Service
Design Lifecycle phase: Service Transition Lifecycle phase: Service Operation
Lifecycle phase: Continual Service ImprovementNew, compared with the
previous edition on ITIL V3, are the processes for Strategy Management and
Business Relationship Management. Also the other new and revised concepts of
ITIL are covered in this book. Well written and presented, this publication
provides a useful addition to the core ITIL publications for anyone wanting to
understand IT service management. Kevin Holland, Service Management
Specialist, NHS Pierre has produced an extremely useful summary of the current
version of ITIL. This will be an invaluable day to day reference for all
practitioners. Claire Agutter, ITIL Training Zone
This book will cover network management security issues and currently available security
mechanisms by discussing how network architectures have evolved into the contemporary
NGNs which support converged services (voice, video, TV, interactive information exchange,
and classic data communications). It will also analyze existing security standards and their
applicability to securing network management. This book will review 21st century security
concepts of authentication, authorization, confidentiality, integrity, nonrepudiation,
vulnerabilities, threats, risks, and effective approaches to encryption and associated
credentials management/control. The book will highlight deficiencies in existing protocols used
for management and the transport of management information.
Rather than discuss ITIL theory around Service Catalogs and Portfolios, this book gives you
the actual IT service descriptions for running, operating and managing an entire IT
infrastructure!
ITIL Practitioner Guidance is the essential reference text which accompanies the ITIL
Practitioner qualification. Fully integrated with the ITIL Practitioner syllabus, this publication is
also a practical guide that helps IT service management (ITSM) professionals turn ITIL theory
into practice through case studies, worksheets, templates and scenarios. The book assumes
knowledge of ITIL and ITSM up to ITIL Foundation level, and begins with a discussion of the
guiding principles of ITSM. It goes on to explain how these guiding principles are essential for
ITSM and how they relate to philosophies, frameworks and methodologies such as DevOps,
Lean, Agile etc. The publication shows how following the CSI (continual service improvement)
approach, and how the core skills of organizational change management, communication,
metrics and measurement, can underpin successful ITSM improvement initiatives.
How do you measure and report your IT services and processes? Which metrics matter the
most to senior executives? Finally, here is a book that shows you how! Not theory, but a
practical guide that shows you the operational metrics to use and how these can be calculated
into key performance indicators (KPIs) and critical success factors (CSFs) that resonate with
senior management. In this book, you will learn about the following: Defining and building a
comprehensive metrics program Metrics that are the most important and how to calculate them
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How to measure your IT services Tips and suggestions for what to do if inadequate tools and
reporting exist Suggested approach for how to build your metrics program step-by-step In
addition, this book directs you to free sources for IT service management process and service
metrics and reporting dashboards that you can use yourself. Simply enter your key operational
metrics and the KPIs and CSFs get automatically calculated! "A comprehensive guide for
building any service management metrics program with all the information you need in one
place!" "No theory here . . . this gives us real metrics we can easily go after." "A fantastic
addition to our IT service management solution set!""
Intelligent Decision-Making Support Systems (i-DMSS) are specialized IT-based systems that
support some or several phases of the individual, team, organizational or inter-organizational
decision making process by deploying some or several intelligent mechanisms. This book
pursues the following academic aims: (i) generate a compendium of quality theoretical and
applied contributions in Intelligent Decision-Making Support Systems (i-DMSS) for engineering
and management IT-based service systems (ITSS); (ii) diffuse scarce knowledge about
foundations, architectures and effective and efficient methods and strategies for successfully
planning, designing, building, operating, and evaluating i-DMSS for ITSS, and (iii) create an
awareness of, and a bridge between ITSS and i-DMSS academicians and practitioners in the
current complex and dynamic engineering and management ITSS organizational. The book
presents a collection of 11 chapters referring to relevant topics for both IT service systems and
i-DMSS including: problems of selection of IT service providers, optimization of supply chain
systems, IT governance decisions, clinical decision support, dynamic user-interface
adaptation, re-engineering of processes, and generic decision problems. Advanced IT
technologies used in some chapters are: fuzzy multi-criteria mechanisms, semantic
processing, data mining processing, and rough sets. Other chapters report traditional DSS
mechanisms but used or suggested to be used in innovative mode for IT service engineering
and management tasks.
'ITIL' is based upon a lifecycle approach and the core guidance consists of five publications 'ITIL Service Strategy'; 'ITIL Service Design'; 'ITIL Service Transition'; 'ITIL Service Operation';
'ITIL Continual Service Improvement'. Each of the five publications represents a stage in the
ITIL service lifecycle. With each stage influencing and relying upon the others, the lifecycle
moves cyclically from service strategy (where the business requirements are set) to the design,
transition, operation and continual improvement of IT services. The lifecycle is driven by
business needs and requirements and has a continual feedback system built into every stage
to ensure that an organization's service management offering continues to provide measurable
value to the business.
Foundations of IT Service Management based on ITIL® V3 Foundations of IT Service
Management based on ITIL has become the industry classic guide on the topic of ITIL. Over
the years this authoritative guide has earned its place on the bookshelves and in the briefcases
of industry experts as they implement best practices within their organizations. This 2007
version has now been upgraded to reflect ITIL V3. Written in the same concise way and
covering all the facts, readers will find that this title succinctly covers the key aspects of the
ITIL V3 upgrade. The new ITIL V3 approach covering the ITIL Lifecycle is fully covered. In
addition those who are familiar with the Version 2 process approach will be delighted to
discover that this new edition of Foundations of IT Service Management based on ITIL V3 has
split out all the processes and describes them in detail. This means that it is easy for all
readers to access and grasp the process concepts that are so pivotal to many service
management day-to-day operations. This title covers the following: PART 1: THE ITIL
SERVICE LIFECYCLE Lifecycle phase: Service strategy Lifecycle phase: Service design
Lifecycle phase: Service transition Lifecycle phase: Service operation Lifecycle phase:
Continual service improvement PART 2: FUNCTIONS AND PROCESSES Introduction to
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Functions and Processes Functions and Processes in Service Strategy Functions and
Processes in Service Design Functions and Processes in Service Transition Functions and
Processes in Service Operation Functions and Processes in Continual Service Improvement
and much more!
ITIL was created by the UK government in the 1980s as an efficiency-improving initiative. This
text gives an essential guide to the overall structure of ITIL and an outline of its principles.
Note: This book is available in several languages: Japanese, English. The Service Catalog
means many different things to many different people. However most would agree that a
catalog that helps customers and users to quickly identify the services they require clearly
adds value. In turn this helps organizations identify key services that support business
processes, understand the contribution made by those services and manage them
appropriately. This well-constructed book provides practical advice and information that will
help organizations to understand how to design and develop a service catalog and to
understand the role that the service catalog performs within the service portfolio. Readers will
gain practical information and knowledge that will help with: understanding the full concept of
the service catalog understanding the scope of the service catalog building an appropriate
service catalog for your organization identifying the true value that the service catalog can
deliver to your organization understanding services and the value that they provide to your
organization and customers managing the service catalog In addition, a complete service
catalog schematic is provided and the service portfolio pyramid, which is unique to this book, is
introduced showing how all the pieces of the puzzle fit together. Widely researched and
reviewed by some of the world’s leading experts, this book provides a down-to-earth and
practical resource for not only those who are developing Service Catalogs for the first time but
also for those looking to refine their services according to agreed and established best practice
concepts.
ITIL Service StrategyStationery Office/Tso
The Basics of IT Audit: Purposes, Processes, and Practical Information provides you with a
thorough, yet concise overview of IT auditing. Packed with specific examples, this book gives
insight into the auditing process and explains regulations and standards such as the
ISO-27000, series program, CoBIT, ITIL, Sarbanes-Oxley, and HIPPA. IT auditing occurs in
some form in virtually every organization, private or public, large or small. The large number
and wide variety of laws, regulations, policies, and industry standards that call for IT auditing
make it hard for organizations to consistently and effectively prepare for, conduct, and respond
to the results of audits, or to comply with audit requirements. This guide provides you with all
the necessary information if you're preparing for an IT audit, participating in an IT audit or
responding to an IT audit. Provides a concise treatment of IT auditing, allowing you to prepare
for, participate in, and respond to the results Discusses the pros and cons of doing internal and
external IT audits, including the benefits and potential drawbacks of each Covers the basics of
complex regulations and standards, such as Sarbanes-Oxley, SEC (public companies),
HIPAA, and FFIEC Includes most methods and frameworks, including GAAS, COSO, COBIT,
ITIL, ISO (27000), and FISCAM
What services does the IT organization really deliver? Rather than discuss the theory around
what a service catalog or service portfolio is, this book gives you the actual IT service
descriptions for running, operating, and managing an entire IT infrastructure. It's all
here--complete service descriptions, catalog and portfolio templates, service implementation
plans, service governance processes, and much more all packed into this one handbook! Just
about every IT support service is described in this book. Take the service descriptions you
need, mix, match and customize them to quickly create the content needed for your own
service catalogs and portfolios. "Many books talk about how to build a service catalog--this
book is a service catalog!" "We really struggled to identify and pull our IT services together until
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we saw this material--it saved us months!" "With this material, we can finally tell the business
what IT actually delivers to them!" "A valuable reference resource for ITSM practitioners,
service managers, CIOs, procurement managers, and anyone else sourcing the services
needed to run an entire IT infrastructure operation!" "One can put together an entire IT service
management operation just from the service descriptions in this book!"
Complete, detailed preparation for the Intermediate ITIL Service Lifecycle exams ITIL
Intermediate Certification Companion Study Guide is the ultimate supporting guide to the ITIL
Service Lifecycle syllabus, with full coverage of all Intermediate ITIL Service Lifecycle exam
objectives for Service Operation, Service Design, Service Transition, Continual Service
Improvement, and Service Strategy. Using clear and concise language, this useful companion
guides you through each Lifecycle module and each of the process areas, helping you
understand the concepts that underlie each skill required for certification. Illustrative examples
demonstrate how these skills are applied in real-life scenarios, helping you realize the
importance of what you're learning each step of the way. Additional coverage includes service
strategy principles and processes, governance, organization, implementation, and technology
considerations, plus guidance toward common challenges and risks. ITIL is the most widely
adopted approach for IT Service Management in the world, providing a practical, no-nonsense
framework for identifying, planning, delivering, and supporting IT services to businesses. This
study guide is the ultimate companion for certification candidates, giving you everything you
need to know in a single informative volume. Review the information needed for all five
Lifecycle exams Examine real-life examples of how these concepts are applied Gain a deeper
understanding of each of the process areas Learn more about governance, organization,
implementation, and more The Intermediate ITIL Service Lifecycle exams expect you to
demonstrate thorough knowledge of the concepts, processes, and functions related to the
modules. The certification is recognized around the world as the de facto standard for IT
Service Management, and the skills it requires increase your value to any business. For
complete, detailed exam preparation, ITIL Certification Companion Study Guide for the
Intermediate ITIL Service Lifecycle Exams is an invaluably effective tool.
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