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Abstract.The paper presents the reader into the issue of ITIL ® and provides it as a basic overview of the concepts, 
terminology and philosophyof IT Service management. All this information is contained in 5 key ITIL ® publications on 
around 1400 pages. The aim therefore is a brief summary of the issue, which also serves as an introduction to the 
following articles (Differences Between ITIL® v2 and ITIL® v3, ITIL® and Information Security, ITIL® Tools and 
ITIL® Implementation). 
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INTRODUCTION 

ITIL® is a collection of books in the form of extensive and widely available manual for IT service management. 
The experiences and recommendations have become best practices. Provide sufficient flexibility to adapt the 
recommendations from books ITIL® requirements and needs of a specific corporation. ITIL® provides a free 
available framework, covering the entire cycle of IT services. ITIL® is suitable for all companies that operate IT 
services. As a framework, ITIL® is full of tips, warnings, knowledge, omissions, instruction, warnings and things to 
do or not do. One of the greatest benefits of ITIL® is a fact that it is based on experience of others. 

The main goal of ITIL is to improve the quality of IT services. This applies primarily to the operation of 
information technology; ITIL does not cover the area of production, finance and IS security. 

SERVICE MANAGEMENT 

The service is a way (means) of delivering value to customers - helping customers achieves expected outcomes, 
without the customers become owners of specific costs and risks. 

IT Services 

IT Service is created by combining information technology, people and processes. IT service used by the 
customer directly supports the business processes of one or more customer service levels and objectives should be 
defined in a service level agreement. Other services are called as IT support services. They are not directly used by 
the Business, but is required by the service provider to supply a service that is in contact with the customer. 

The term IT service is referred to the functionality offered by information and communication technologies 
(ICT) that enables or supports the running of a business and operational process. IT service is that what customers 
perceive as a service - subscribers of this service. Therefore IT services are defined from the customer's perspective 
rather than from the perspective of IT specialists. Examples of IT services can be eg email, accounting systems, 
office applications, etc 

Infrastructure Services 

IT service definition says that this is a defined functionality of ICT infrastructure components. However, this 
definition is better suited to the technical concepts of IT services (email management server, DB, WAN, antivirus, 
etc.) These IT services are referred as infrastructure services. They have no direct relation to business and 
operational processes - these services are for common user hidden inside the ICT sector. End service, which is used 
by user, is depended on infrastructure services. Identification of infrastructure services is not complicated. The 
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easiest way is by ICT teams, expertise and specialization or groups infrastructure components. A more sophisticated 
method is based on a detailed description of all activities of individual employees of ICT. 

Relation between IT and infrastructure services are almost never the type 1:1. One service infrastructure provides 
usually more IT services and vice versa. There is applied a relation 1: n or better m: n.  

Internal and external services 

Internal services are delivered across departments or business units within the same organization. External 
services in turn are supplied to external customers. The reason why to distinguish between internal and external 
services is the need to distinguish between services that support internal activities and services that actually lead to 
business results. The difference may not seem significant at first sight because operations in providing services are 
often very similar. However, it is important to realize that the internal services must be connected to external 
services and thus contribute to business results. This is especially important when measuring the return on 
investment in services. 

SERVICE LIFE CYCLE 

As key ITIL® publications is marked five books. Each of the books is one phase of the life cycle and describes 
the relevant principles, processes, functions, organizational and technological aspects and other relevant topics. 

Service Strategy represents the basic aims and objectives. Service Design, Service Transition and Service 
Operation represent the design, changes and their implementation and operation. Continual Service Improvement is 
monitoring and collecting information and feedbacks about provided services.  

Service Strategy (SS)  

It can be seen as a guide to design, develop and implement service management. A content of this volume is for 
example about developments on the domestic and foreign markets, assets, services and implementation strategy for 
the entire service lifecycle. This covers therefore the following activities: 

 IT service management strategy;  
 Financial Management;  
 Service Portfolio Management;  
 Demand management;  
 Business Relationship Management. 

Service Design (SD)  

It is provides guidelines for the design and development of services and processes. Represents design principles 
and methods that can be used to convert strategic objectives into portfolios of services and service assets.  

 Design Coordination  
 Service Catalog Management 
 Service Level Management  
 Capacity Management  
 Availability Management  
 IT Service Continuity Management  
 Information Security Management  
 Supplier Management 

Service Transition (ST)  

It cares for the implementation of new or changed services into the production environment. The objective of this 
phase of the Service Lifecycle is the following activities: 

 Planning and Support of Transition 
 Change Management  

550021-2 This article is copyrighted as indicated in the article. Reuse of AIP content is subject to the terms at: http://scitation.aip.org/termsconditions. Downloaded to  IP:

130.237.165.40 On: Thu, 13 Aug 2015 15:04:36



 
 
 
 
 

It dea
 
 
 
 
 

It pro
aspects su

1
2
3
4
5
6
7

 
 

Management 
Release Mana
Validation an
Evaluation of
Knowledge M

als with activit
Event Manag
Incident Man
Fulfillment of
Problem Man
Access Mana

ovides tools a
uch as design

1) The defini
2) The defini
3) Gather Da
4) Data Proc
5) Data Anal
6) Presentati
7) Implemen

Service Asset
agement and d

nd Testing Ser
f Changes  
Management. 

ties with regar
gement  
nagement  
f the requirem

nagement  
agement  

C

and guidance 
, implementat
ition of what s
ition of what c
ata  
cessing  
lysis  
ion and use of
ntation of corr

t and Configu
deployment  
rvices  

Serv

rd to the effici

ments  

Continual S

for continuo
tion and opera
should be mea
can be measur

f information 
ective actions

FIGURE 1.

uration  

vice Operat

iency and effe

ervice Imp

ous improvem
ation of IT ser
asured  
red  

s 

 Improvement p

tion (SO)  

ectiveness of d

provement (

ment of servic
rvices.  

process in seven

delivery and s

(CSI)  

es and all of

n steps 

service operati

f the previous

 

ion.  

sly mentionedd 

550021-3 This article is copyrighted as indicated in the article. Reuse of AIP content is subject to the terms at: http://scitation.aip.org/termsconditions. Downloaded to  IP:

130.237.165.40 On: Thu, 13 Aug 2015 15:04:36



ACKNOWLEDGMENTS 

This work was supported by Internal Grant Agency of Tomas Bata University in Zlin under the project No. 
IGA/FAI/2014/020 and project No.IGA/FAI/2014/031. 

REFERENCES 

1. BUCKSTEEG, Martin. ITIL 2011. 1. vyd. Brno: Computer Press, 2012, 216 s. ISBN 978-80-251-3732-1.  
2. ITIL continual service improvement [online]. 2nd ed. London: TSO, 2011, xi, 246 s. [cit. 2013-07-22]. Best Management 

Practice. ISBN 978-0-11-331308-2. Dostupné z: http://www.best-management-practice.com  
3. ITIL service transition [online]. 2nd ed. London: TSO, 2011, xii, 347 s. [cit. 2013-07-22]. Best Management Practice. ISBN 

978-0-11-331306-8. Dostupné z: http://www.best-management-practice.com  
4. ITIL service design [online]. 2nd ed. London: TSO, 2011, xi, 442 s. [cit. 2013-07-22]. Best Management Practice. ISBN 978-

0-11-331305-1. Dostupné z: http://www.best-management-practice.com  
5. ITIL service operation [online]. 2nd ed. London: TSO, 2011, xi, 370 s. [cit. 2013-07-22]. Best Management Practice. ISBN 

978-0-11-331307-5. Dostupné z: http://www.best-management-practice.com  
6. ITIL: service strategy [online]. London: Stationery Office, 2011, xii, 264 s. [cit. 2013-07-22]. ISBN 978-011-3310-456. 

Dostupné z: http://www.best-management-practice.com/  
7. ISO/IEC 20000. Information technology - Service management. Geneva, Switzerland: International Organization for 

Standardization, 2011. 
8. ISO/IEC 27000. Information technology – Security techniques. Geneva, Switzerland: International Organization for 

Standardization, 2011. 
9. JAŠEK, Roman, SZMIT, Anna, SZMIT, Maciej. Usage of Modern Exponential-Smoothing Models in Network Traffic 

Modelling. In Nostradamus 2013: Prediction, Modeling and Analysis of Complex Systems. Heidelberg : Springer-Verlag 
Berlin, 2013, s. 435-444. ISSN 2194-5357. ISBN 978-3-319-00541-6. 

10. JAŠEK, Roman, SZMIT, Anna, SZMIT, Maciej. Usage of Modern Exponential-Smoothing Models in Network Traffic 
Modelling. In Nostradamus 2013: Prediction, Modeling and Analysis of Complex Systems. Heidelberg : Springer-Verlag 
Berlin, 2013, s. 435-444. ISSN 2194-5357. ISBN 978-3-319-00541-6. 

11. JAŠEK, Roman, KOLA ÍK, Martin, VÝMOLA, Tomáš. APT Detection System Using Honeypots. In Proceedings of the 
14th WSEAS International Conference on Automation & Information (ICAI ’13). Montreux : WSEAS Press, 2013, s. 25-29. 
ISSN 1790-5117. ISBN 978-960-474-316-2. 

12. KRBE EK, Michal, SCHAUER, František, JAŠEK, Roman. Security aspects of remote e-laboratories. International Journal 
of Online Engineering, 2013, ro . 9, . 3, s. 34-39. ISSN 1868-1646. 

13. Vala, Radek; Malaník, David; Jašek, Roman. Usability of software intrusion-detection system in web applications. In 
International Joint Conference CISIS ´12-ICEUTE ´12-SOCO ´12. Heidelberg: Springer-Verlag Berlin, 2013, s. 159-166. 
ISSN 2194-5357. ISBN 978-3-642-33017-9. 

14. KUFNER, Vladimír. ITIL V3: Zm ny v klí ovýchpublikacích. DSM - data security management. 2012, . 2, s. 7.  
 
 

550021-4 This article is copyrighted as indicated in the article. Reuse of AIP content is subject to the terms at: http://scitation.aip.org/termsconditions. Downloaded to  IP:

130.237.165.40 On: Thu, 13 Aug 2015 15:04:36


