ITIL SERVICE STRATEGY 2011 EDITION pdf
1: ITILÂ® Service Strategy - PDF
ITIL Service Strategy provides a view of ITIL that aligns business and IT so that each brings out the best in the other. It
ensures that every stage of the service lifecycle stays focused on the business case and relates to all the companion
process elements that follow.

In the previous ITIL V3 version, strategic assessments and the development of the service strategy were
performed under Service Portfolio Management. Strategic assessments and the development of the service
strategy were removed from the process. New outputs Service Charter and Service Model have been added.
Since the latest guidance includes clarifications on the differences in scope between Demand and Capacity
Management, a dedicated Demand Management process has been introduced as part of Service Strategy. The
role Demand Manager has been introduced to perform the activities in the Demand Management process. The
latest guidance places customer satisfaction surveys and the management of complaints within Business
Relationship Management. As a result, the corresponding processes have been moved from Continual Service
Improvement to Business Relationship Management. The role Business Relationship Manager has been
introduced to perform the activities in the Business Relationship Management process. Design Coordination is
now responsible for coordinating the design activities carried out by other Service Design processes. The
Service Design Policy provides guidance on how to ensure that a consistent approach is applied to all design
activities. Coordinating activities have been removed. Service Level Management is now mainly responsible
for gathering service requirements, as well as monitoring and reporting with regards to agreed service levels.
An new output Event Filtering and Correlation Rules has been added, to emphasize that some Event filtering
and correlation rules should be designed by Capacity Management to support the detection of capacity issues.
An additional output Event Filtering and Correlation Rules has been added, to emphasize that some Event
filtering and correlation rules should be designed by Availability Management to support the detection of
availability issues. An additional output Event Filtering and Correlation Rules has been added, to emphasize
that some Event filtering and correlation rules should be designed by Information Security Management to
support the detection of security issues. Changes in Service Transition Change Management The structure of
the Change Management process has been modified to highlight that significant Changes require authorization
at different points in their lifecycle. New sub-processes have been added to assess Change Proposals and to
implement minor Changes: Change Scheduling has been revised so that the detailed planning of a Change and
the corresponding Release is performed by Release Management. Change Models have been given a more
prominent role in Change Management, being used not only for Standard Changes low-risk Changes on an
operational level , but also for recurring significant Changes. Change Evaluation A Change Evaluation process
has been added, following a clarification in the ITIL books that the purpose of this process is the evaluation of
major Changes. The results of a formal Change evaluation are documented in a Change Evaluation Report ,
which is thus the main output of the new Change Evaluation process. Project Management Transition Planning
and Support Project Management Transition Planning and Support has been revised to highlight that its main
responsibility is to coordinate the various service transition projects and resolve conflicts. Projects are initiated
when Service Portfolio Management has chartered a new or substantially changed service. The Project
Management process now calls upon other processes like Design Coordination and Release Planning to
perform planning activities at a detailed level. Additional interfaces between Release Management and Project
Management - Transition Planning and Support have been introduced to make sure that Project Management
is constantly provided with current planning information. The process flows have been updated to reflect the
more detailed guidance in the ITIL books. Incident Management Guidance has been improved in Incident
Management on how to prioritize an Incident, including the addition of a new checklist Incident Prioritization
Guideline. Additional steps have been added to Incident Resolution by 1st Level Support to explain that
Incidents should be matched if possible to existing Problems and Known Errors. Incident Resolution by 1st
Level Support and Incident Resolution by 2nd Level Support have been considerably expanded to provide
clearer guidance on when to invoke Problem Management from Incident Management. Incident Closure and
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Evaluation now states more clearly that it is important to check whether there are new Problems, Workarounds
or Known Errors that must be submitted to Problem Management. Request Fulfilment The Request Fulfilment
process has been completely revised to reflect the latest guidance. Request Fulfilment now consists of five
sub-processes , to provide a detailed description of all activities and decision points. Request Fulfilment now
contains interfaces with Incident Management if a Service Request turns out to be an Incident and Service
Transition if fulfilling a Service Request requires the involvement of Change Management. A clearer
explanation of the information that describes a Service Request and its life cycle has been added. The concept
of Service Request Models is explained in more detail. Access Management An interface between Access
Management and Event Management has been added, to emphasize that some Event filtering and correlation
rules should be designed by Access Management to support the detection of unauthorized access to services. A
dedicated activity has been added to revoke access rights if required, to make this point clearer. Problem
Management A new sub-process Proactive Problem Identification has been added to emphasize the
importance of proactive Problem Management. In Problem Categorization and Prioritization , it has been
made clearer that categorization and prioritization should be harmonized with the approach used in Incident
Management, to facilitate matching between Incidents and Problems. The concept of recreating Problems
during Problem Diagnosis and Resolution is now more prominent. Problem Diagnosis and Resolution has
been completely revised to provide clearer guidance on how this process cooperates with Incident
Management. The new ITIL books also contain an expanded section on problem analysis techniques and
examples for situations where the various techniques may be applied. It plays an important role in the
management of applications and systems. The concept of a Process Evaluation Program has been added.
Retrieved February 27,
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2: ITIL-SS | ITIL Certification | Omnikron
The ITIL Editions have been updated for clarity, consistency, correctness and completeness. ITIL Service Strategy
provides a view of ITIL that aligns business and IT so that each brings out the best in the other.

June 27, I purchased a Kindle version of this publication. The major discontent I have with this publications is
the quality of Figures in the document is very One needs to squint and try and make out the text within the
diagrams. This poor quality of figures is reflected throughout the publication. I wish, whoever submitted the
images should have created a vector based image which would maintain the clarity with the changing aspect
ratios or image sizes. As it is, you cannot pop-out the image view, nor size it for clarity. Major drawback maybe in all digital publications from this supplier. For the price of digital publication paid, one would expect
to deliver quality materials at least in digital format. I am not sure how they exhibit in print format. The entire
publication exhibits several illustrated Figures based on the topic of discussion. You cannot resize to get the
clarity, and even if you tried it will be all fuzzy. My word of advice is, Please! If they themselves cannot
preach "Best Practices Strategy" and create a clear digital publication how can you expect the rest of the
organizations to follow? I am not sure how their print copy versions look like. I certainly do not wish to lug
around with me when you are on the road. I can only categorize these publications as a pure "scam" - take the
money and run. I am so upset. As the saying goes, "A picture is worth a million words". Message to the
Publisher: FIX IT and stop robbing for poor quality publications.
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3: ITIL Foundation ( Edition) - TASC Management
The ITIL Editions have been updated for clarity, consistency, correctness and completeness. ITIL Service Strategy
provides a view of ITIL that aligns business and IT so that each brings out the best in the other. It ensures that every
stage of the service lifecycle stays focused on the business.

Finances in SM Business relationships Strategy tells the organization how to focus on the big picture, far from
the day-to-day fight in the trenches, and to consider services through costs, risks and service performance. In
essence, Service Strategy wants to say Why this service, not How. Key principles What are the key principles
of Service Strategy? Governance deals with how we implement and follow them. It lives through three
sub-processes: Service Portfolio Management A business needs to know what Services are available and how
they are going to improve the business process. IT needs to know what is important to the business. These are
the two premises around which the Service Portfolio Management process is built. SPM enables a service
organization to determine the weaknesses and strengths of their portfolio, the priorities of their investment and
how to allocate resources according to these risks and priorities. Service Portfolio Management covers most of
the service lifecycle: It is common that IT Service people evade the Financial Management process at all costs
pun intended. Therefore, it resides in the Service Strategy book, intended for higher-ranked service managers
interested in governance. At the end of the day, it enables the organization to make better decisions, enable
faster changes, maintain control and retain a feeling of service value. It is probably a result of the influence of
ISO, since it plays an important role in the 20k Service Management System. It was a logical thing, since
demand is an essential driver for Strategy and Service Design. A service organization has to anticipate
capacity and availability for future demand. In order to be able to predict the demand, the provider has to
understand clearly the Patterns of Business Activity PBA for every customer. The Value of Service Strategy
Service Strategy is intended for a higher-level reader, thinking about governance, effectiveness, competition,
and market spaces. It provides guidance on how to recognize and choose opportunities, keeping in mind the
risks and costs. Service Strategy provides guidance for a service organization to operate and grow successfully
in the long term, to think and act in a strategic manner while transforming Service Management capabilities
into a strategic asset. This stage provides the tools for the organization to follow the service lifecycle in a
natural and effective order, thinking about the reasons and causes first, and then about the effects. Even
service organizations of firefighting origins companies which started doing ITSM from Incident Management
will benefit greatly from Service Strategy best practices. It will allow them to take a step back and see the big
picture. Service Strategy is full of interesting new concepts, sure to turn on a light bulb in the heads of
experienced IT Service professionals.
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4: ITIL Service Strategy: What and Why of ITSM
Service Portfolio Management has been re-focused to cover activities associated with managing the Service Portfolio,
following the introduction of the Strategy Management process in ITIL Strategic assessments and the development of
the service strategy were removed from the process.

Their aim was to develop a framework appropriate for British schools, which often have very small IT
departments. It addresses how eTom process elements and flows can be used to support the processes
identified in ITIL. FitSM [25] is a standard for lightweight service management. DevOps , an emerging
framework which focus on continuous integration and delivery of software. It recognizes that the relationship
between developer team and operations team is broken and fills in the gap to promote trust between two
teams. Foundation, Practitioner and Manager. These were progressively discontinued in favour of the new
scheme introduced along with the publication of the Edition. ITIL certification levels are now: Foundation,
Intermediate, Expert and Master. In addition, the single-process practitioner certifications that were offered by
OGC for ITIL Version 2 have now been replaced and the offering expanded by what are known as
complementary certifications. Each qualification is assigned a credit value; so that upon successful completion
of the module, the candidate is rewarded with both a certification and a number of credits. At the lowest level
â€” Foundation â€” candidates are awarded a certification and two credits. At the Intermediate level, a total of
additional 15 credits have to be earned. These credits may be accumulated in either a "Lifecycle" stream [note
1] or a "Capability" stream; [note 2] or combination thereof. Each Lifecycle module and exam is three credits.
Each Capability module and corresponding exam is four credits. A candidate wanting to achieve the Expert
level will have, among other requirements, to gain the required number of credits That is accomplished with
two from Foundations, then at least 15 from Intermediate, and finally five credits from the "Managing Across
the Lifecycle" exam. Advancing from the expert to the master level does not require additional credits, but
does require at least five years of IT domain work experience and an extensive usage of ITIL practices.
However, only a maximum of six credits from complementary certifications can be applied towards the Expert
certification. The Board includes representatives from interested parties within the community around the
world. Please help improve it by removing promotional content and inappropriate external links , and by
adding encyclopedic content written from a neutral point of view.
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5: ITILÂ® Service Strategy | AXELOS Store
ITIL Service Strategy provides a view of ITIL that aligns business and IT so that each brings out the best in the other. It
ensures that every stage of the service lifecycle stays focused on the business case and relates to all the companion
process elements that follow. Subsequent titles will link.

Mar 07, Scott Fabel rated it liked it I am finding it rather difficult to review this book. There are two primary
reasons for this. Nevertheless, I thought I would put some thoughts together for people who might be thinking
about reading the book. The first chapter of the book is an introduct I am finding it rather difficult to review
this book. The first chapter of the book is an introduction to ITIL. Similarly, the second chapter is an
introduction to service management as a practice. The heart of the book begins with the third chapter, which
covers the principles of service strategy. This chapter lays the foundation for everything else that is to come in
the rest of the book. For those people who have completed the ITIL Foundation exam, it will provide them
with greater insight into the Service Strategy life cycle stage than what they previously had, which is nice
because it can help to close some knowledge gaps. The fourth chapter is--by far--the longest and most
complex chapter in the book. Its contents include the five service strategy processes. Next, it covers Service
Portfolio Management in great detail. The third process is Financial Management for IT services in which a lot
of financial mathematics are explained. The fourth process is Demand Management which, again, is not
heavily emphasized on the Foundation exam. Finally, the fifth process provides detail information about
Business Relationship Management. The fifth chapter reviews governance, architecture, and implementation
strategies. Although there are some valuable nuggets in this chapter, I personally found some of it to be
redundant from the previous chapter. The sixth chapter focuses on organization, much of which is a
review--and refinement--of the organizational structures that were introduced in the Foundation exam. The
seventh chapter is about technology considerations. For a book that emphasized IT services, I found this
chapter to be somewhat lacking. While there is a lot of good information about ways in which technology can
be used for service strategy, I was hoping for more information, here. The eighth chapter is an overview of
implementing service strategy, which builds on the information in chapter five. The ninth, and final, chapter
provides information about the challenges, risks, and critical success factors associated with service strategy.
The book concludes with several appendixes: Present value of an annuity sadly, in pounds only ; a description
of asset types; service strategy and the cloud, which was a great appendix on how cloud computing is shaping
IT service management; some related guidance in other publications; risk assessment and management; and
inputs and outputs across the service life cycle. Overall, I would say that this is a very good reference book.
6: ITIL - Wikipedia
ITIL Service Transition Edition (Best Management Practices) The ITIL Editions has been updated for clarity,
consistency, correctness and completeness. By focusing on delivery and control process activities, ITIL Service
Operation describes how a highly desirable steady state of managing services can be achieved on a day-to-day basis.

7: www.enganchecubano.com: Customer reviews: ITIL Service Strategy:
ITILÂ® Edition âˆ’ What Has hanged 26 processes, 4 functions Service Strategy Processes (5) 1. Strategy management
for IT services (New) 2.

8: ITILÂ® Intermediate Lifecycle: Service Strategy ( Edition) | New Horizons
Service strategy PDF - Alex Kornev.

9: ITIL Checklists | IT Process Wiki
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In line with the edition, the edition consists of five core publications - Service Strategy, Service Design, Service
Transition, Service Operation, and Continual Service Improvement. ITIL is an update to the ITIL framework that
addresses significant additional guidance with the definition of formal processes which were.
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