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A.1 ITIL Best Practice

Information Technology Infrastructure Library (ITIL XE "ITIL" \t "
Information Technology Infrastructure Library ) is the world wide de facto standard for IT Service Management. It is a set of documents describing best practices in IT service areas. It was first developed in the late 1980's by the CCTA (Central Communications and Telecom Agency) of the UK Government. 
Being a framework, ITIL describes the contours of organising Service Management. The models show the goals, general activities, inputs and outputs of the various processes, which can be incorporated within IT organisations. ITIL does not cast in stone every action you should do on a day-to-day basis because that is something which will differ from organisation to organisation. Instead it focuses on best practice that can be utilised in different ways according to need.

Confusingly there are two versions of ITIL. V2 and the new Lifecycle based, V3.

V3 has not yet gained wide acceptance and is more complex and wide ranging than V2.  As CPCTC is at an early stage of ITIL adoption, this report will refer to V2, which is encompassed in V3.

V2 ITIL has two major areas of interest to CPCTC, Service Support and Service Delivery.

The Service Support is concerned with ensuring that the Customer has access to the appropriate services to support the business functions. 

Service Support covers:-

Service Desk (Helpdesk)
The Single Point of Contact between the Service Provider and the Users. A typical Service Desk manages Incidents and Service Requests, and also handles communication with the Users
Incident Management
An Incident is an event which is not part of the standard operation of service and which causes or may cause disruption to or a reduction in the quality of Services and User productivity. Incident Management is the process of managing incidents with the primary objective of returning the service to Users as quickly as possible. 

Problem Management
A Problem is the unknown root cause of one or more Incidents. Problem Management is the process which identifies the root cause with the primary objective of making sure the service is stable and that the problem does not reoccur.

Configuration Management
A Configuration Item is any component that needs to be managed in order to deliver an IT Service. The Process responsible for maintaining information about Configuration Items required to deliver an IT Service, including their Relationships. Details of Configuration Items are stored in the Configuration Management Database (CMDB), usually part of the Service Desk’s software tool. 
Change Management
A change is the addition, modification or removal of anything that could have an effect on IT Services. Change Management is the Process responsible for controlling the Lifecycle of all Changes. The primary objective of Change Management is to enable beneficial Changes to be made, with minimum disruption to IT Services.
Release Management.
A Release is collection of hardware, software, documentation, Processes or other Components required to implement one or more approved Changes to IT Services. The contents of each Release are managed, Tested, and Deployed as a single entity. Release Management is the process responsible for Planning, scheduling and controlling the movement of Releases to Test and Live Environments. The primary Objective of Release Management is to ensure that the integrity of the Live Environment is protected and that the correct Components are released.
The Service Delivery looks at what service the business requires of the provider in order to provide adequate support to the business Users.  

Service Delivery Covers:-

Capacity Management
Capacity is the maximum Throughput that a Configuration Item or IT Service can deliver whilst meeting agreed Service Level Targets. For some types of CI, Capacity may be the size or volume, for example a disk drive. Capacity Management is the Process responsible for ensuring that the Capacity of IT Services and the IT Infrastructure is able to deliver agreed Service Level Targets in a Cost Effective and timely manner. Capacity Management considers all Resources required to deliver the IT Service, and plans for short, medium and long term Business Requirements.
Financial Management for IT Services
Financial Management is the Service Management process of budgeting, accounting and charging for IT Services.

Availability Management
Availability is the ability of an IT Service to perform its agreed Function when required. Availability is determined by Reliability, Maintainability, Serviceability, Performance, and Security. Availability is usually calculated as a percentage. Availability Management is the process responsible for defining, analysing, planning, measuring and improving all aspects of the Availability of IT Services. Availability Management is responsible for ensuring that all IT Infrastructure, Processes, Tools, Roles etc are appropriate for the agreed Service Level Targets for Availability
Service Level Management
Service Level Management (SLM) is the process responsible for negotiating Service Level Agreements, and ensuring that these are met. SLM is responsible for ensuring that all IT Service Management Processes, Operational Level Agreements, and Underpinning Contracts, are appropriate for the agreed Service Level Targets
IT Service Continuity Management
IT Service Continuity Management (also known as Disaster Recovery outside of ITIL) is the Process responsible for managing Risks that could seriously impact IT Services. IT Service Continuity Management ensures that the IT Service Provider can always provide minimum agreed Service Levels, by reducing the Risk to an acceptable level and Planning for the Recovery of IT Services. IT Service Continuity Management should be designed to support Business Continuity Management.
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