
Introduction  
in  
ITIL  



Introduction  
in  



Introduction  
in  
Stijn    



Stijn  Wijndaele  

Hi!  



Stijn  Wijndaele  

Tweet  me  

@wwdj  



Stijn  Wijndaele  

Mail  me  

Stijn.wijndaele@  
gmail.com  



Stijn  Wijndaele  







Introduction  
in  
ITIL  





WTF??  



ITIL  ?    



Toolbox  



Publiek  



Framework  



Quality  label  



ISO  20000  



  Content  today  :  











Better  quality  
of  service  



Customer  
satisfaction  



Motivated  
people  



Better  
communication  



flexibility  



View  on  
profitability  



Improved  
cycle  time  





Process  



Service  
delivery    



Service  
support  



Service  desk  



Service  desk  

-­  Restore  service  asap  
-­  Manage  incident  lifecycle  
-­  Support  business  
activity  
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Incident?  



Restore  asap!  

Minimize  impact!    
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Change  management  

Change  is  good!  



Necessary  activities  
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Availability  Management  

•  Predict,  plan  and  manage  the  availibility  
of  services  (eg    :third  parties)  

•  certain  of  delivering  the  levels  of  
availability  within  the  SLA  
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Service  Continuity  Management  

•  Many  businesses  fail    

•  Reduced  cost  and  time  of  recovery  



Service  Continuity  Management  

•  conducting  a  Business  Impact  Analysis    

•  Performing  a  Risk  Assessment    

•  Evaluating  the  options  for  recovery  

•  Testing,  reviewing  revising  contingency  
plan    
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Capacity  Management  

Determine    

– Right  cost  
– Cost  justifiable    
– Capacity  

– Right  time  
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Service  Level  Management  

- Improved  expectation  and  understanding  

- Greater  flexibility  and  responsiveness  

- Balance  customer  demands  and  cost  of  services  

- Objective  conflict  resolution  



Who  the  fuck?  
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