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ITIL and ITSM 

• ITIL is a set of books that have been developed, 
documented, and published by the UK Office of 
Government Commerce (OGC). They describe an 
integrated set of process oriented best practices for 
managing IT services. 

• ITSM is a set of process that detail best practices 
based on ITIL standards to enable and optimize IT 
services in order to satisfy business requirements 
and manage the IT infrastructure both tactically and 
strategically.  
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What is ITSM ? 

• IT service management (ITSM) refers to the entirety 
of activities – directed by policies, organized and 
structured in processes and supporting procedures – 
that are performed by an organization to plan, 
design, deliver, operate and control information 
technology (IT) services offered to customers 

• It is thus concerned with the implementation of IT 
services that meet customers' needs, and it is 
performed by the IT service provider through an 
appropriate mix of people, process and information 
technology 

 

• Differing from more technology-oriented IT 
management approaches like network management 
and IT systems management, IT service management 
is characterized by adopting a process approach 
towards management, focusing on customer needs 
and IT services for customers rather than IT systems, 
and stressing continual improvement. 



Purpose of ITSM 

ITSM transforms "business - IT paradigm": 
Traditional I/T  becomes ITSM Process 

Technology focus   Process focus 

"Fire-fighting“    Preventative 

Reactive    Proactive 

Users     Customers 

Centralized, done in-house  Distributed, sourced 

Isolated, silos    Integrated, enterprise-wide 

"One off", adhoc   Repeatable, accountable 

Informal processes   Formal best practices 

IT internal perspective  Business perspective 

Operational specific   Service orientation 



ITSM Framework 

Frameworks for ITSM with overlapping disciplines: 

• Business Process Framework (eTOM) 

• COBIT (Control Objectives for Information and Related 
Technologies) 

• FitSM is a standard for lightweight service management 

• ISO/IEC 20000 is an international standard for managing and 
delivering IT services 

• MOF (Microsoft Operations Framework) 



ITSM with other Framework 



Value Governance 

• Value governance is way for enterprises 
to manage benefits realised, resources, 
value and risk.   

• Value management is framework that 
ensures that an enterprise achieves the 
maximum value from its investments at 
an affordable cost and at an acceptable 
level of risk.  
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How does IT benefit an enterprise? 

• Most enterprises treat IT as cost center, but by using value 
management it is important to track and understand them 

• It is important to align investments with business objectives. 
By going through a value management process, evaluate 
whether an investment in technology, supporting people, and 
process matches the objective and can deliver the right value 

ex: ERP projects fail because important risk has not been 
reviewed properly, which causes the ERP cost to be oversized 
(e.g., when a company might only need an invoicing system). 

 able to show management that IT investments are realizable, 
every effort should be made to ensure employer expectations 
are met, rather than getting the ‘toy’ you want. 
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Why should we go that far? 

• If we don’t do it, other will 

• We have the tools, we have the data, who will 
stop us? 

• We have commitment, this is our chance to 
make a better future 

• Be on top of the list as a certified and/or 
respected ready-for-IT-audit 
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Be on TOP of the List 



COBIT Process 

12 source: www.isaca.org 



ITIL Structure 

13 source: www.axelos.com 



ISO 27001 

14 source: www.iso.org 



Which One? 

• COBIT is an IT governance framework and supporting tool set 
that allows managers to bridge the gap between business 
objectives, technical issues and business risk. COBIT enables 
clear policy development and good practice for IT control 
throughout enterprises. 

• Attempting to mix the three management specifications can 
be daunting, and much work has been done to harmonize 
them.  

 

Think of the three this way: COBIT tells you what to monitor and 
control, ITIL describes how to go about implementing the 
processes for doing that, and ISO/IEC 27000 lays out a process 
for securing those services and addressing legal requirements. 15 



Which One? 

The choice to use a particular framework can be driven by 
multiple factors, for example: the type of industry. 

• Publicly traded companies will probably want to stick with 
COBIT to more readily comply with Sarbanes Oxley 

• ISO 27000 is a series of information security frameworks with 
applicability in any industry. However, it is best used where 
the enterprise needs to market information security 
capabilities through the ISO 27000 certification.  

 

The only bad choice among these frameworks is not choosing 
any of them.  
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Governance and Management Defined 

The COBIT 5 process reference model subdivides the IT-related practices and activities 
of the enterprise into two main areas—governance and management—with 
management further divided into domains of processes: 
• The GOVERNANCE domain contains five governance processes; within each 

process, evaluate, direct and monitor (EDM) practices are defined. 
• The four MANAGEMENT domains are in line with the responsibility areas of plan, 

build, run and monitor (PBRM) 
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Source:  COBIT® 5, figure 15. © 2012 ISACA®  All rights reserved. 
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