
AGILE PROJECT MANAGEMENT

Audiobook Companion PDF

ITIL
SECOND EDITION

The Complete Beginner’s 
Guide to ITIL

ITIL® is a registered trademark of AXELOS Limited, used under permission of AXELOS Limited. 
All rights reserved



2

Copyright © 2016
ClydeBank Media LLC

www.clydebankmedia.com
All Rights Reserved

Copyright © 2017 by ClydeBank Media - All Rights Reserved.

This document is geared towards providing exact and reliable information in regards to the topic and issue covered. The publication is sold with 
the idea that the publisher is not required to render accounting, officially permitted, or otherwise, qualified services. If advice is necessary, legal or 
professional, a practiced individual in the profession should be ordered. 

From a Declaration of Principles which was accepted and approved equally by a Committee of the American Bar Association and a Committee of 
Publishers and Associations. In no way is it legal to reproduce, duplicate, or transmit any part of this document in either electronic means or in printed 
format. Recording of this publication is strictly prohibited and any storage of this document is not allowed unless with written permission from the 
publisher. 

The information provided herein is stated to be truthful and consistent, in that any liability, in terms of inattention or otherwise, by any usage or abuse 
of any policies, processes, or directions contained within is the solitary and utter responsibility of the recipient reader. Under no circumstances will any 
legal responsibility or blame be held against the publisher for any reparation, damages, or monetary loss due to the information herein, either directly 
or indirectly. Respective authors own all copyrights not held by the publisher. The information herein is offered for informational purposes solely, and 
is universal as so. The presentation of the information is without contract or any type of guarantee assurance. 

Trademarks: All trademarks are the property of their respective owners. The trademarks that are used are without any consent, and the publication of 
the trademark is without permission or backing by the trademark owner. All trademarks and brands within this book are for clarifying purposes only 
and are owned by the owners themselves, not affiliated with this document. 

ITIL® is a registered trademark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved

Edition #2:  Created January 2, 2017 

Cover Illustration and Design: Katie Poorman, Copyright © 2016 by ClydeBank Media LLC
Interior Design: Katie Poorman, Copyright © 2017 by ClydeBank Media LLC
Editor: Marilyn Burkley

Updated: March 2017

All Rights Reserved

Printed in the United States of America



3

Introduction
 Figure 1
| 1 |  Understanding Service Management 
 Figure 2
 Figures 3 - 4
| 2 |  The ITIL Service Lifecycle 
 Figure 5
| 3 |  Service Strategy 
 Figure 6
 Figures 7 - 8
 Figure 9
| 4 |  Service Design 
 Figure 10
 Figures 11 - 12
 Figures 13 - 14
 Figure 15
| 5 |  Service Trasition
 Figure 16
 Figures 17 - 18
 Figures 19 - 21
| 6 |  Service Operation
 Figure 22
 Figure 23
| 7 |  Continual Service Improvement
 Figure 24
 Figure 25 - 27
| 9 |  A Case for ITIL
 Figure 28
Glossary

4
4
4
4
5
6
6
6
6
7
8
8
8
9
10
11
11
11
12
13
14
14
15
15
15
16
17
17
17

contents



4

| introduction | 

fig. 1

fig. 2

| 1 | 
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| 9 | 
A Case for ITIL

fig. 28

| glossary |

1st Level Support 
First-response assets deployed to resolve 
an interruption or mitigation of service

2nd Level Support
Assumes control over incidents which 
cannot be resolved by 1st level support

Access Profiles
Protect integrity and confidentiality of 
electronic information by determining 
what groups of data are accessible by 
various “user roles”

Access Rights
A set of data defining what service a user 
is allowed to access

Business Continuity Management 
(BCM)
The planning and development of 
contingencies in the event of dramatic or 
unforeseen circumstances

Business Continuity Targets
Minimal level of service needed to ensure 
that normal flow of business can continue 
in the event of a service interruption

Business Relationship Manager (BRM)
A role in ITIL responsible for nurturing 
a communication channel between IT 
and service customers. The BRM oversees 
the business management relationship 
process in the ITIL service strategy 
lifecycle phase

Capacity Report
Provides various ITIL processes and IT 
management personnel with information 
on service, and resource utilization and 
performance

Change
Refers to the addition, modification, or 
removal of anything that could have an 
effect on IT services

Change Advisory Board (CAB)
A group of people who help the change 
manager assess, prioritize, and schedule 
changes

Change Build Phase
Shorthand for the “change scheduling 
and build authorization” subprocess 
under ITIL’s change management 
process

Change Deployment Phase
Shorthand for the “change deployment 
authorization” subprocess under ITIL’s 
change management process

Change Evaluation Report
Documents ITIL’s change evaluation 
process

Change Management
The assessment of and decision about a 
proposed change to an IT service

Change Manager
A person who is responsible for 
overseeing the lifecycle of a change

Change Proposal
Assesses the risk, impact, and feasibility 
of a proposed major change, such as the 
adding or modifying of a service

Checklist Incident Prioritization 
Guideline
A set of standards used to determine 
the severity level and appropriate 
classification for an incident
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Configuration Items
Available assets that may be combined 
into a configuration

Configuration Management System
A set of tools and data used for 
collecting, storing, managing, updating, 
analyzing, and presenting data about 
all configuration items and their 
relationships

Costs to Service
Expense incurred by servicing customers

CSI Initiatives
Developed in the continual service 
improvement lifecycle phase, CSI 
initiatives assemble the results of service 
reviews and process evaluations into 
specific initiatives aimed at improving 
services and processes

Customer Portfolio
A record containing information about 
all customers who use a particular IT 
service

Database
A collection of data stored and organized 
to support processes that require 
information

Emergency Change
A change that must be implemented as 
soon as possible

Event
A change in state that has an implication 
that affects a configuration item or 
service. Events often cause IT personnel 
to take action and may also result in 
incidents being logged

Event Record
A log that filters and categorizes events 
and describes how and where to take 
necessary action. Also known as an event 
management log

Exception Event
An unusual event that may require 
responsive action

Financial Analysis
Contains information on the cost 
of providing services relative to the 
profitability that’s to be derived from the 
services

Function
A known capability, such as a computer 
network, a service desk, or a support 
team, that can be relied upon to support 
a process

Incident
An unplanned interruption or substantial 
reduction in the quality of a service

Incident Prioritization Guideline
Describes the rules for prioritizing 
Incidents, including a description of what 
qualifies as a “major incident”

Incident Management
Activities undertaken to analyze and 
correct hazards and to prevent future 
reoccurrence of hazards

Incident Model
A prescription for a specific action plan 
that can be used to resolve common 
incidents

Incident Record
A set of data documenting the history of 
an incident from origin to closure

ITIL Foundation Level Certification
The broadest ITIL certification. The 
ITIL Foundation level certification is the 
most popular and is often a prerequisite 
for more advanced ITIL coursework

ITIL Service Lifecycle
A five-phase approach to implementing 
new or improving existing IT services for 
the purpose of business adaptation and 
growth

IT Service Management
A broad, inclusive term referring to the 
practice of establishing, operating, and 
monitoring IT services to meet business 
needs

Key Performance Indicators (KPIs)
Process-specific performance indicators 
used to gauge and assess performance 
levels of various processes in a given 
service lifecycle phase

Known Errors 
Problems that have been documented 
and have known root causes and 
workarounds

Network
A group of two or more computer 
systems linked together

Operational Level Agreements (OLAs)
Documents and describes services 
to be provided from one part of an 
organization to another in support of the 
IT department’s delivery of services to 
customers

Patterns of Business Activity (PBA)
Documented business trends showing the 
changing unique demands placed upon a 
business given various circumstances such 
as time of day, location, pricing, etc.

Process
A structured set of activities designed to 
accomplish a specific objective

Problem
The cause of one or many incidents. The 
cause is not usually known at the time 
the problem record is created

Problem Management Report
A report that provides problem 
management data to other ITIL service 
management processes

Problem Record
Contains all details of a problem and 
documents history of the problem from 
discovery to closure

Process Architecture
An overview of all processes utilized for 
a support task, process architecture refers 
to making sure all processes are aligned 
and cooperative with one another

Project Management
The application of methods, skills, 
knowledge, and processes to arrive at a 
certain objective

Project Plan
A formal document that requires 
approval and denotes important 
resources, milestones, and activities 
for a project—also known as a “service 
transition plan”

Recovery Plan
Detailed instructions on how to return 
a system to a working state, including 
instructions for the  recovery of data. 
May include steps to allow a temporary 
restoration of normal services, even 
before full functionality and full data 
recovery have been achieved
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Release
Contains one release unit, or a structured 
set of release units, each of which 
contains a set of new, changed, or 
unchanged configuration items that 
are tested and introduced into a live 
environment to accomplish one or several 
approved changes

Release Management
Shorthand for ITIL ’s “release and 
deployment” function

Release Package
Synonymous with “release”

Request
A formal request from a user that 
something be provided

Requests for Change (RFC)
A formal request for a proposed change, 
includes details that may be submitted on 
paper or electronically

Request Model
Defines steps to be followed to address 
various service requests

Request Record
A record containing all the details of a 
service request

Security Alert
A warning of an imminent or ongoing 
security threat

Service
A means of providing value to customers 
by facilitating outcomes customers want 
to achieve without incurring ownership 
of particular costs and risks

Service Design Package (SDP)
Documentation outlining all aspects of a 
proposed IT service. The SDP is utilized 
throughout all phases of the ITIL service 
lifecycle

Service Desk
Provides a Single Point of Contact 
(SPOC) to meet the communication 
needs of both users and IT employees

Service Levels
Quantity and quality of service as defined 
in SLAs, OLAs, and UCs

Service Level Agreement (SLA)
Documents and describes service level 
commitments from the IT service 
provider to the customer service

Service Level Requirement
A business goal attached to a project that 
is necessary for satisfying an established 
service objective

Service Review Report
The principal output from the service 
review process, containing several 
“suggested service improvements”

Standard Changes
Changes to an IT service that occur 
frequently and pose minimal disruption

Supplier Strategy
Used to catalog, compare, and make 
decisions on which supplier to use and 
when

Supporting Service
Also known as an “infrastructure service,” 
supporting services are IT services that 
are imperceptible to the larger business 
apparatus

Underpinning Contact (UC)
Documents and describes services to be 
provided from a third party to support 
the IT department’s delivery of services 
to customers

User Roles
Determines access rights

Warning
A record indicating the possibility of 
an Incident and the need for responsive 
action

Workarounds
Temporary solutions that mitigate the 
impact of “known errors”
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