
ITIL 4

Key concepts

Service

Value

Co-creation

Utility Fit for purpose

Warranty Fit for use

Outcomes

Costs

Customer's perspective

Costs removed by the service

Costs imposed by the service

Provider's perspective Cost of service provision

Risks

Harm

Loss

Roles

Customer

User

Sponsor

Service offerings

Goods

Access to resources

Service actions

Service relationship management

service providers

service consumers

service relationship

7 guiding principles

Focus on value

Who is the service consumer?

Which are the consumer's

perspectives of value?

Which is the Customer/User

experience? Cx/Ux

Start where you are

NOT starting from scratch!!!

Objective assessment

What to keep?

What to discard?

Measurement

Progress iteratively with feedback

Do NOT attempt to do everything at once!!!

Feedback before, throughout, and after

Each iteration

Manageable

Managed

With tangible results

Collaborate and promote visibility

Working together across boundaries

Work and consequences should be visible

Helps to avoid silos

Think and work holistically

NO service stands alone!!!

Should cover the 4 dimensions

Keep it simple and practical

Use a minimum number of steps

Start with an uncomplicated approach

Balance between competitive objectives

Optimize and automate

Human resources should be used to

their best effect

Simplify and/or optimize before automating

4 dimensions of service management

Organizations and people

Roles & responsibilities

Organizational structures

Culture

Required staffing & competencies

Systems of authority

Information and technology applies both to

Service management

Services being managed

Partners and suppliers Relationships with other organizations involved in

Design

Development

Deployment

Delivery

Support

Continual improvement

Value stream and processes

Focus on activities the organization undertakes

Ensures value creation

Effectively

Efficiently

Service value system

Demand / opportunity

Guiding principles

Governance

Service value chain

Plan

Vision

Current status & improvement direction

4 dimensions

All products

All services

Improve Continual improvement

Products

Services

Practices

Engage Good understanding

Stakeholders' needs

Transparency

Continual engagement

Good relationships with all

stakeholders

Design & Transition

Stakeholders' expectations continually

met for products & services

Quality

Costs

Time-to-market

Obtain / Build Service components available

When

Where

Meeting agrred specifications

Deliver & support according to

Agreed specifications

Stakeholders' expectations

Practices

General management

Continual improvement

Continually improves

Practices

Services

Continual improvement model

What is the vision? Business vision

Where are we now? Baseline assessments

Where do we want to be? Measurable targets

How do we get there? Improvement plan

Take action Execute improvement plan

Did we get there? Evaluate metrics / KPI

How do we keep the momentum going?

Information security management Protect information

Confidentiality

Integrity

Availability

Authentication

Non-repudiation

Relationship management Links between organization and stakeholders

Strategic

Tactical

Supplier management Manages

Suppliers

Suppliers' performance

Service management

Change control Changes

Assess

Authorize

Manage via change schedule

Types

Normal

Emergency

Standard

Incident management Restores services As quick as possible

IT asset management Manage full lifecycle of all IT assets

Maximize value

Control costs

Manage risks

Monitoring and event management Observes significant changes of state

Services

Service components

Problem management

Reduces incident

Likelihood

Impact

Identify actual/potential causes

Manages

Workaround

Known errors

Activities

Problem identification

Trends of incidents

Duplicates

Problem control

Analysis

Documenting

Workarounds

Known errors

Error control

Managing known errors

Identify permanent solutions

Re-assess workarounds

Release management new or changed

Services

Features

Service configuration management Accurate service configuration

Accurate Configuration Items (CI)

Relationships between them

Service desk Captures demands

Incidents

Service requests

Service level management

Operational and tactical relationship

with customers

SLA Targets

business-based

Measurable

Service request management requests

pre-defined

user initiated

Technical management Deployment management Move to live environments

Hardware

Software

Documentation

Processes

Any other components

Continual improvement

Supports many work approaches

Agile

DevOps

Lean
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