
Introduction to ITIL

Introduction
The Introduction to ITIL module lays the groundwork for understanding ITIL (Information
Technology Infrastructure Library) and how it supports IT Service Management (ITSM).

What is ITIL?
ITIL is a set of best practices for IT Service Management (ITSM) aimed at aligning IT
services with the needs of the business.
Originally developed by the UK government in the 1980s, it has evolved into a globally
recognized framework.

Key Objectives:
Improve service quality and efficiency.
Ensure services meet business requirements.
Optimize costs and resource utilization.
Create a customer-focused or customer-first approach to IT delivery.

Why is ITIL important?
ITIL provides a structured framework for IT operations, enabling:
Predictable Service Delivery: Clear processes reduce downtime and service
interruptions.
Enhanced Customer Satisfaction: Ensures services align with customer expectations.
Improved Communication: Establishes a common language across IT and business
teams.
Regulatory Compliance: Helps meet industry standards and legal requirements.

ITIL Framework Overview
The ITIL framework is structured into 5 lifecycle stages, each focusing on different aspects of
service management.



1.1. Service Strategy
Objective: Define how IT services deliver value to the business.
Key Concepts:

Service Portfolio Management (SPM): Manage all services (in development, live, and
retired).
Demand Management: Predict and respond to user demand for services.
Financial Management: Ensure cost-effective service delivery.

1.2. Service Design
Objective: Plan and design services to meet business needs and SLAs.
Key Concepts:

Availability, capacity, and continuity planning.
IT Security Management.
Supplier Management: Managing third-party contracts.

1.3. Service Transition
Objective: Smoothly transition new or changed services into operation.
Key Concepts:

Change Management: approve and track changes.
Release and Deployment Management.
Knowledge Management: Maintain documentation for consistency.

1.4. Service Operation
Objective: Manage daily operations to ensure seamless service delivery.
Key Concepts:

Incident Management: Quickly restore services.
Problem Management: Address root causes of recurring issues.
Request Fulfillment: Handle user requests (e.g., password resets).

1.5. Continual Service Improvement (CSI)
Objective: Continuously improve services and processes.
Key Concepts:

Use metrics like Key Performance Indicators (KPIs) to measure success.
Apply the Deming Cycle: Plan-Do-Check-Act (PDCA).

ITIL Terminology
Key Terms:

1. Service: Delivering value to customers by enabling desired outcomes.



2. Incident: Unplanned interruptions to services (e.g., server crash).
3. Problem: The root cause of one or more incidents.
4. Change: Addition, modification, or removal of any service component.
5. Configuration Item (CI): Any service asset requiring management.
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